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3CHA Customer Service Standard 

The Regulator of Social Housing has created a set of Consumer Standards that apply 

to all regulated social housing stock. Whilst strictly speaking this applies to a small 

number of directly owned properties for 3CHA, it does not technically apply to the 

majority of our stock. These properties are owned by third parties, operate as 

supported housing, are not social housing, are usually let via licences, and much of 

the day to day housing management and support is delivered by Managing Agents 

(MAs). 

We are committed to delivering a high quality housing service to all our residents, 

and so, using the Consumer standard as a benchmark, have adopted this dedicated 

‘3CHA standard’ to apply to ALL 3CHA properties. Where the Consumer standard 

does apply, additional standards and obligations, usually relating to the ‘Tenant 

Satisfaction Measures’ will apply. The practical standards we expect of our Managing 

Agents are further detailed in our the ‘Standards and Expectations of housing and 

support providers’. 

1. We will maintain a current record of all properties, including current condition, 

safety, inspections, safety plans and planned improvement actions. 

 

2. The Decent Homes standard will apply to all properties 

 

3. We will ensure that all required safety checks, including Legionella, Fire, 

Electric, and gas are carried out at the frequency currently recommended by 

best practice, and maintain a register of all such documents. Where there are 

areas for improvement, we will work with superior landlords and Managing 

Agents to agree responsibilities for improvements, and ensure these are 

carried out in a timely manner. We will not allow any disagreements on 

responsibility/liability to jeopardise safety, and carry out remedial action 

ourselves where necessary to preserve safety. 

 

4. Our Consumer standard compliant repairs policy will also apply to all 

unregulated properties. 

 



Policy name Customer and 
service standard 

Version No. V3 

Approval date: 13/01/2025 

Category: Operations-  
Property 

 
 

3 
This is a controlled document.  Once printed it is the responsibility of the person holding the paper 
document to ensure the most up to date version is used. 

5. Where applicants require aids or adaptations, we will ensure we and our MA’s 

direct them to an appropriate service. The relatively short nature of many of 

our leases, and the intended resettlement timetable of services means that 

significant aides and adaptations may not be possible due to the lease 

arrangements or the need of other current or future residents. They may also 

be poor value for money . However, we will work with our MA’s to ensure 

residents needs can be met. Where A&A are ‘portable’ we will aim to provide 

these, or if the cost of them is less than £100. We will work with our MA’s to 

assist residents in finding more appropriate services. 

 

6. We are committed to treating all residents with fairness and respect. Many of 

our services are specifically directed at those with support needs who have 

suffered disadvantage or discrimination elsewhere in society, or who find 

accessing housing and support services difficult. Our EDI policy applies to all 

residents, we have an effective Complaints policy which applies to all, as well 

as a professional boundaries policy. All staff and Board members are bound 

by the NHF’s Code of Conduct , which we have adopted. 

 

7. If a resident or applicant requests or requires an advocate to accompany or 

assist them in interactions with us, we will, after appropriate checks, permit 

this to ensure the customers voice is clearly expressed and heard. 

 

8. We monitor all residents and applicants across the 9 protected characteristics 

of diversity and review our performance against these to track any emerging 

issues. These reports go to Board with narrative. 

 

9. The nature of our residents, being mostly those with needs for supported 

housing, mean that normal resident surveys may not always be the best way 

of engaging them in the service they receive. However, we carry out surveys 

of them on a regular basis, keeping these at a level that is meaningful to 

them. We also survey our Managing Agents, and ask them to undertake 

feedback mechanisms with residents and share these with us. The results of 

all these processes are shared with our Board. 

 

10. Information about our performance and that of our MA’s, along with the 

resident surveys is included in our annual report. 
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11. We have a comprehensive complaints service, and the process for our 

‘unregulated’ housing services is exactly the same as that for regulated 

services. 

 

12. We will engage with relevant agencies in the areas that we work. The spread 

of our properties and relative low staffing levels means that we do not have a 

constant physical presence in all areas which we work. Nevertheless, we 

ensure our MA’s engage with local authorities, and that our contact details are 

available to them. 

 

13. We have comprehensive Domestic Abuse and Anti-Social Behaviour policies 

and processes, which apply across the board of all of our property types. With 

many of our properties being shared, it is vital that we take a firm approach 

to protecting our residents and ensuring that the support they receive for 

their recovery is not hindered by harassment or abuse, and that they can live 

peacefully in their homes free from fear. 

 

14. All our properties are allocated according to our policy and thus the needs of 

the applicants. 

 

15.  Our policy on tenure is clearly stated. We offer residents the maximum 

security we can whilst maintaining the purpose and efficacy of the services 

we offer. Many of our supported properties are predicated on a temporary 

period of support to help residents recover from, and so on occasions we will 

need to enforce peoples need to move once they no longer benefit from the 

support. We will always work with local authorities to ensure this is done as 

sensitively as possible. 

 

16. Full details of the practical standards we expect of our Managing Agents are 

detailed in the ‘Standards and Expectations of housing and support providers’ 

document that accompanies this commitment. 

 

 

  


