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WHAT IS A CUSTOMER PROMISE?

Work is about to start on your home and so this document lets you know what
to expect both in the extent and quality of work.

YOUR CUSTOMER PROMISE FOR WINDOWS AND DOOR
REPLACEMENTS

We want to make sure that you have good quality windows and doors. That is
why we are carrying out the replacement of your existing windows and doors.
We have worked closely with customers to make sure that what we do
matches your own high standards. The details of what we will do and how we
will do it are set out in this Customer Promise.

WE PROMISE:

To replace the windows and doors to a high quality standard.
To use only reputable contractors and skilled staff.

To keep disruption to a minimum.

To complete work as quickly as possible.

To let you know what is going on at regular intervals.

To put problems right quickly.

To consult with you wherever possible.

YVVVVYYY

WHAT WORK IS INCLUDED?

The following work will be done as part of the window and door replacement
programme:

» We will remove all the original windows and doors that are in a poor
condition.

» We will then replace these units using modern and good quality double-
glazing.

WHO WILL DO THE WORK?

A contractor employed by Soha. The company who has won the Contract is
responsible for all aspects of the work including the initial measuring of the
windows and doors in your home prior to commencement. We take great
care to make sure that the contractor can achieve the quality standards you
expect and we only ever deal with reputable contractors.

The letter attached to this document tells you the name of the company who
will be carrying out the work together with contact names and telephone
numbers. The contractor will have a Contract Manager who is responsible for
every stage of the work and for keeping you informed as the work progresses.

You should also make sure that anyone working on your home is who they
say they are. If you have not seen them before ask to see their identity card.
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WHO SUPERVISES THE CONTRACTOR?

A Soha housing Surveyor is responsible for overseeing the works. The
attached letter tells you the name and telephone number of your Project’s
Surveyor. Please get in touch with them if you have any queries or
complaints.

WHAT HAPPENS FIRST?

The attached letter tells you when the work in your area will begin and when it
will be completed. Your windows and doors will be replaced at some time
during these dates.

HOW LONG WILL IT TAKE TO COMPLETE THE INSTALLATION OF THE
NEW WINDOWS AND DOORS?

Work should not take any longer than 3 days; this timescale may well reduce
depending on the number of units. The contractor will try to fit in with your
plans and will give you advance warning of when the work will be done.

WHAT ABOUT THE DISTURBANCE AND DISRUPTION?

There will be some disturbances and disruption and we apologise for that in
advance. However, we will keep this to a minimum and the workers will treat
you and your home with respect. They will also clear up any mess they make
at the end of each day. They will also respect your garden and will take care
with plants, flowerpots and other things. They will not play radios that may
annoy you.

As part of our health and safety policy, all contractors will carry out all works in
a safe and careful manner. Please assist the contractor with this by keeping
the area of work clear and tidy and try to keep children away from this area.

WHAT IF THERE ARE DELAYS?

Obviously the weather plays a big part in external work and if it rains when the
workmen were meant to be working on your home, some work will be
delayed. The contractor will tell you when the work will re-start.

WHAT CHOICES WILL THERE BE?

The windows will be predominantly white in colour unless there is a specific
reason for a different colour. You will be given a choice of style and colour for
your front door. Rear doors will typically be white. You will also have the
option to have a cat flap fitted.
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WHAT HAPPENS WHEN THE WORK IS FINISHED?

The contractor will initially check the works before asking our Projects
Surveyor to carry out an inspection. Please highlight anything you are not
happy with. If the Surveyor finds items that need attention the contractor will
put these right as soon as possible. Final payment will not be made to the
contractor until the Surveyor is satisfied that all the work is finished.

HOW LONG WILL THE WINDOWS AND DOORS LAST?
Modern double glazed units are designed to last approximately thirty years.

Soha has worked hard over the last few years to improve the standard of
workmanship using the most durable, high performance products available.
We are always testing different systems and manufacturers’ claims.

HOW WILL | KNOW THAT SOHA IS ACHIEVING WHAT IT PROMISED?

We will check the work and we will ask you. While the work is going on, your
Surveyor will be checking a number of homes in your area. When the job is
finished we will leave a short Customer Satisfaction Form at your home
asking for your comments. Please send the FREEPOST Customer
Satisfaction form back to us.

HOW MUCH DOES IT COST?

There is no extra charge for replacing your windows and doors — your normal
rent covers this cost. We choose contractors who offer a competitive price for
high quality units and we work hard to minimise unnecessary expenditure.

WHAT IF THERE IS A PROBLEM?

Tell the contractor straight away. Talk to the person doing the work or ring the
Contracts Manager, the number is in the letter attached. They will sort out
any problem as soon as possible or whenever is convenient to you. If they fall
to sort out the problem, or you would prefer to talk direct to Soha contact the
Project Surveyor who is looking after the work. Please report all other repairs
concerning your home to the Customer Services Department in the usual
way.

STILL UNHAPPY?
If you are unhappy with any aspect of the service or the quality of the work
you can contact the relevant Surveyor, at Soha housing, Royal Scot House,

99 Station Road, Didcot, Oxon, OX11 7NN.

If you are still unhappy you should contact The Asset Manager, Soha housing,
Royal Scot House, 99 Station Road, Didcot, Oxon, OX11 7NN.
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Any further complaint should be submitted in writing, to Complaints Co-
ordinator, Soha housing, Royal Scot House, 99 Station Road, Didcot, Oxon,
OX11 7NN.

MAKING CONTACT

Soha Housing Ltd
Royal Scott Road
99 Station Road
Didcot

Oxon

OX11 7NN

Telephone Number: (01235) 515900
Fax Number (01235) 515945

If you would like this information on tape, or translated into another language
please contact Soha Housing on 01235 515900.

If you would like this information on tape or translated in another language please
contact Soha Housing on 01235 515900.

In Albanian
Pér informata té tjera, ju lutemi kontaktoni me Soha Housing né numrin 01235 515900

In Bengali
T =i SiRe ©2y B, SRte Sie F@ 01235 515900 THE B 2THiR @7 A0z Taelitae T

In Chinese
MEFHE - B8 Soha Housing (R EERHE) B4k - E5E 1 01235 515900

In Hindi
afe MUY eI T i AT &1 AT HUAT WreT er=sfaT & 01235 515900 W wweh i

In Punjabi
H gU§ I9 Areardt gatet &, 3t faaur F9a 01235 515900 ‘I Far TQfifar 57 Auad A9

In Polish
Wigcej informacji mozna uzyska¢ dzwonigc do Soha Housing pod numer telefonu 01235 515900

In Urdu
= ‘-f-'-u‘i Low Sl Sln 5 5 wjse S wloas L5 S Tﬁ' w3k, » 01235 515900

o] e Available in audio, large
7}) ) ﬂ T @ print, braille and other
languages. Please ring
S 01235 515900
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