
How we’ll 
give you the 
best service

Testway Housing is a registered charity, No. 1102937

(our customer 
service standards)



We’re happy to put this leaflet into other 
languages, large print or Braille. We can 
also put it on to cassette tape or CD. Just ask.

Arabic

Bengali

Gujarati

Hindi

Turkish

Vietnamese

Punjabi

Greek

Portuguese

Urdu

French

Chinese

Polish

Because our  
customers are 
important to us...
 
These are the things that we’ve 
said we’ll do for you, at the 
very least. 

If we can, we’d like to do these 
things better, quicker and just 
more brilliantly.



Our customers deserve the 
best possible service from 
us. And this is how we plan 
to make sure they get it. 

This leaflet tells you exactly 
what we say we’ll do and 
how we plan to do it.

Everyone who 
works for Testway

•	 We know our customers have 		
	 different needs and we’ll be flexible 	
	 to make sure we meet them

•	 We’ll answer all letters and emails 	
	 in five working days

•	 When you arrive for your 		
	 appointment we won’t keep you 	
	 waiting more than five minutes

•	 If you don’t have an appointment 	
	 time we’ll make sure you’re seen by 	
	 someone who can help you within 	
	 10 minutes of you arriving

•	 We’ll answer our phones in five 	
	 rings, (quicker if we can)

•	 We’ll only use voicemail when 		
	 we’re closed, if we’re on the phone 	
	 you’ll get the engaged tone

•	 If we haven’t been able to help you 	
	 when you first ring, we’ll get		
	 someone who can help you, to call 	
	 you back within 24 hours

•	 We’ll answer all complaints within 	
	 ten working days

•	 We’ll explain all our decisions to you



The housing 
management team

•	 We’ll publish all estate inspection 	
	 dates in our Together magazine 	
	 which comes out four times a 		
	 year. We’ll also put these up in 		
	 reception and on our website
•	 We’ll let all our residents know how 	
	 they can get involved to make their 	
	 neighbourhood better
•	 For our residents who want to get 	
	 involved, we’ll put information about 	
	 the training courses we’re running 	
	 on our website, in our Together 		
	 magazine and in our reception areas                                                                                
•	 We’ll be in touch if your bid is 		
	 successful on one of our empty 		
	 homes within three working days of 	
	 us being told by the council
•	 We’ll arrange to take you round the 	
	 home you’ve been nominated for at 	
	 a time that’s good for all of us
•	 We’ll offer you a choice in how you 	
	 pay your rent, either:

    - By direct debit
	 - At a post office or bank
	 - Set up a standing order
	 - On our website
	 - By card at reception or 		
	   over the phone
	 - By cheque 

•	 If you invite us we’ll come and 		
	 help with any of your resident 		
	 association meetings
•	 We’ll offer you support if you’re at 	
	 risk of losing your home, or if you’re 	
	 a new tenant and need some help
•	 We’ll give help (training, support 	
	 and expenses wherever possible) to 	
	 any groups of tenants who help us 	
	 to get better at what we do
•	 We’ll get back to you about any 	
	 changes to a tenancy within five 	
	 working days



•	 When you come and collect your 	
	 keys to your new home we’ll give 	
	 you a copy of our tenants’ and 		
	 repairs’ handbooks. We’ll also tell 	
	 you who looks after the area where 	
	 you live
•	 We’ll remove any graffiti on our 	
	 homes or shared areas that we own,  	
	 within 20 working days of knowing 	
	 about it. If we think it’s offensive 	
	 to anyone, we’ll remove it within 	
	 24 hours
•	 We’ll publish ways on how all of 	
	 our residents can get involved and 	
	 have their say in their community
•	 We’ll come and check your home 	
	 within 10 working days of being 	
	 told you’re on the transfer register
•	 After we’ve got your application to 	
	 swap homes, we’ll get in touch with 	
	 you within three working days and 	
	 talk to you about how it all works
•	 Before we come up with a plan for 	
	 you to pay back any money you 	
	 owe us, we’ll go through an income 	
	 and outgoing statement with you

•	 We’ll work with you to plan how 	
	 you can pay the money back to us
•	 We’ll get in touch with you to talk 	
	 through any questions you/we may 	
	 have about your tenancy, within five 	
	 working days of us knowing 		
	 about them



The asset 
management team

•	 Before we do any improvements 	
	 to your home we’ll send out a 		
	 newsletter telling you when and 	
	 what we’ll be doing
•	 We’ll do a yearly safety check on 	
	 all the gas appliances in your home. 	
	 This is for your safety and you must 	
	 make sure you let us in
•	 We’ll visit your home to look at any 	
	 repairs that couldn’t be fixed - by 	
	 our 	staff or companies that do work 	
	 for us - within five days of them 		
	 coming to see you
•	 We’ll get back to you within five 	
	 working days if you want to make 	
	 any changes or improvements to 	
	 your home
•	 We’ll decorate the outside and 		
	 inside of the shared areas in blocks 	
	 of flats at least once every five years
•	 We’ll visit your home once every	
	 five years to help plan any future 	
	 improvements
•	 We’ll visit your home regularly to 	
	 check for any asbestos and make 	
	 sure it’s safe for you to live in

The finance team

•	 We’ll keep your rent account 		
	 up-to-date with any payments we get 	
	 from you within three working days
•	 We’ll send you a statement about 	
	 your rent four times a year
•	 We’ll send out details of your service 	
	 charges once every six months
•	 We’ll set up direct debits or standing 	
	 orders within five days of being 	
	 asked to
•	 We’ll write to you within five days 	
	 of getting a bounced cheque, or 	
	 direct debit/standing order that 	
	 hasn’t gone through

We’re going to check every 
month that we’re doing all of 
these things, but if you don’t 
think we are, please let us know. 

You can call us on 
01264 405555 or email us 
at info@testway.co.uk



How to get in touch 
with us

Andover
Testway House, Greenwich Way,
Andover, Hants SP10 4BF
Tel: 01264 405555

Romsey
86a The Hundred,
Romsey, Hants SO51 8BX
Tel: 01794 500050

Email 
info@testway.co.uk

Web
www.testway.co.uk

Office hours
Monday - Thursday 8.30am - 5pm
Friday 8.30am - 4.30pm

If we plan to close our offices for 
any reason, we’ll put a notice up 
in reception two weeks before.

Citizens Advice Bureau
Look in the phone book or visit
www.citizensadvice.org.uk to find 
your local office
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