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Arrange to meet you at a time and place which is convenient for 
you (we will see you promptly at a Peabody office, or within 10 
minutes of your appointment time if we are meeting you at another 
agreed venue);

Provide private meeting rooms at our offices, and make sure these 
rooms are easy for everyone to gain access to;

Provide communication support for customers with language, sight 
or hearing difficulties; and

Give you up-to-date, easy-to-understand information about a range 
of services. 

Our customer service charter sets out our 
promises to you. We developed it after 
consulting our residents. 

Providing excellent services that are fair and free from 
discrimination is vital to achieving our mission. We will
monitor these standards every six months and report 
on and review our performance against them each year.

We will:
Be polite and treat you with respect and courtesy;

Give you our name and service area when we speak to you or see you;

Wear name badges with our names clearly visible;

Take responsibility for matters that you raise with us and try to solve 
them the first time you contact us;

Acknowledge your complaint and get back to you within three 
working days of you reporting the complaint to tell you how we are 
dealing with it;

Answer the phone within 20 seconds;

Respond to all phone messages by the next working day;

Reply to all of your letters, emails and faxes as soon as possible but 
within ten working days;
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We have designed the standards to give you the highest quality of 
customer service that we can. We also expect you to play your part in 
helping us to achieve these standards.  

We expect you to:
 
• Be polite and treat our staff with respect and courtesy; and

• Let us know if you are not able to keep an appointment.

Contact us for more information:

Call Peabody Direct on 020 7021 4444
or 0800 022 4040 (free from landlines).

Email: peabody.direct@peabody.org.uk

www.peabody.org.uk


