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PRIVATE SECTOR HOUSING - SERVICE STANDARDS
The private sector housing team is part of Operational Services and is responsible for housing standards within the Borough.

We aim to provide an excellent service to our customers that will meet or exceed the standards of the Council’s Customer Care Strategy.  To help us achieve this we have set ourselves a series of service standards so that you know what you can expect from us and which we can use to measure our performance.
We check that we are meeting these standards by asking for your feedback through questionnaires and by monitoring any complaints we receive about our service.  We publish our performance against our service standards on our website at www.newcastle-staffs.gov.uk/housing 
What you can expect from us

For all service requests; we will
· advise you of the officer who will be dealing with your request within 48 hours

· contact you regarding the matter within 5 working days
· investigate urgent cases within 48 hours 
If you apply for financial assistance for repairs to your property; we will
· make a prliminary assessment of what you may be entitled to within 25 working days
If you apply for a Disabled Facilities Grant (DFG); we will
· perform a survey at your home within 4 weeks for Priority 1 cases, 8 weeks for priority 2 cases and 16 weeks for Priority 3 cases
· for simple building work, produce drawings within 12 weeks of the visit
· for complex building work, produce a ‘Schedule of works’ within 4 weeks of the visit
If you need a License for a House in Multiple Occupation (HMO); we will
· Issue a draft Licence within 10 working days of having received your completed application form, relevant documents and payment.

If you need a License for a Caravan site; we will
· Issue a draft Licence within 10 working days of having received your completed application form and payment.

If you are a member of our Landlord Accreditation scheme; we will
· inspect 10% of members properties every year
· Process accredited landlord grants within 5 working days
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