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Our Service Standards are currently under review.

Hackney Homes Service Standards 
How are we performing?
January – March 2008
Hackney Homes aims to deliver excellent customer service by putting our customers at the centre of
everything we do. Working with our residents, we have identified a number of Service Standards which 
we work towards on a daily basis. The report below outlines our performance over a three month period.

SERVICE STANDARDS HOW WE ARE PERFORMING AGAINST THE STANDARDS

January February March Yearly Average
Percentage of telephone calls answered within five rings 95.51% 95.46% 95.85% 95.95%

Callers to reception seen within 5 minutes of arrival 78.35% 78.66% 79.74% 73.69%

Callers to the office requiring an interview seen within 15 minutes 94.74% 94.72% 92.77% 87.10%

Response to letters, faxes and emails within 10 working days 98.62% 96% 96.61% 94.24%

Responses to complaints within 15 working days 96.15% 90.24% 92.59% 94.74%

Average time taken to remove offensive and hate crime graffiti (target 3 hours) 00:48 00:41 01:28 00:46

Percentage of normal repairs completed within 20 working days 95.77% 95.29% 95.75% 96.95%

Percentage of emergency repairs made safe within 24 hours 89.09% 90.41% 90.16% 92.27%

Percentage of immediate jobs made safe within 2 hours 75.83% 86.67% 69.79% 90.98%

To find out more or to provide your comments about the information above, please phone the Performance team 020 8356 3864
or email Housing.Performance@hackneyhomes.org.uk or visit www.hackneyhomes.org.uk/hh-about-us-performance
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