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Il < | Association Customer Care Timescales
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Average Call Answer Rate 95% answered first time d

Full response within 7 working days, or an ' P

General correspondence _
update and revised date

R ted int t e
eques_e_ e Offered within 5 working days
home visit

Housing application Within 6 working days, subject to all

processing required information being available

Response within 5 working days

Stage 1 complaint i
9 P Target 80% completion

Attend or make safe within 3 hours

Emergency repair
g YRLER Target 95% completion

Within 24 hours
Target 90% completion

Urgent repair

_ _ Within 3 working days
Essential repair Target 90% completion

Within 20 working days
Target 90% completion

Routine repair



