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Important Announcement
Our Group maintenance services team,

are delivering on their ambitious growth plans including our
aim of delivering all of your gas servicing and gas repairs and
responsive day to day repairs going forward. From the 1st July,
2020, we will commence bringing back in-house gas servicing
and repairs that were previously carried out on our behalf by
contractors as follows:Current
Contractor

Platform Property
Care – Delivering
services to you from

Type of Service

Aaron

July, 2020

Gas servicing and
gas repairs

PH Jones

August, 2020

Gas servicing and
gas repairs

PJ Lilley

October, 2020

Responsive repairs

Vinshires

Summer 2021

Gas servicing and
repairs

Premier Gas

Summer 2021

Gas servicing and
repairs

From 1st July, if you
need to report any gas
issues please call 0333
200 7304 and select the
relevant option.
Our phone lines are open
from 8.30am – 5.00pm
Monday – Friday. Calls
received after 5.00pm
or at weekends will
automatically divert to
our out-of-hours service.
If you have any questions
about the change, please
call us on the number
above. We will be happy
to help.

Don’t forget
to check!
If you are unsure about
any callers to your home
please remember to ask to
see their ID. The Platform
Property Care team carry
their ID with them at all
times – no ID, no entry!

Looking After People
and Communities
During the pandemic
we have had to change
the way we deliver our
services to you to ensure
the health and safety of
all our customers and
also our workforce.
We are really proud of
what we have been able
to deliver and here are a
few of the highlights.

Contacting Us
From 1st July 2020,
you can:

Staying Safe

COVID-19 (Coronavirus) outbreak in the UK
We want you and your neighbours to be fit and
healthy and the best way to do that, is to follow
the good hygiene and other advice from Public
Health England and the NHS.
Visit: www.nhs.uk/conditions/coronaviruscovid-19/ and see the latest information.
We are working to deliver
business as usual and we have
put measures in place to help
minimise the risk of further
spread and to help keep you and
our team safe.
When you call us to report a
repair, we will ask you if you
have been diagnosed with,
exposed to, or are suffering from
Coronavirus (COVID-19), or if you
have voluntarily self-isolated.
If your household is in selfisolation, we will only visit in an
emergency situation. We will
carry out risk assessments on
an individual basis to ensure
the safety of our colleagues,
contractors and customers.
We will keep in contact with
you if this is the case and try
to rearrange appointments as
necessary.

If you are not in an isolation
situation and have an
appointment with us, we will call
you beforehand just to check
your current situation and that
we are still ok to visit. If this is
not the case, we will rebook for a
later date.
We understand that these are
difficult times. If you have any
concerns about allowing us
access to your home, please talk
to us. Gas servicing, electrical
testing and other safety works
are essential to keep you safe in
your home.
For all the latest information
about our services during this
period, please visit us online at
www.platformhg.com.

CALL 0333 200 7304
(local rate number)
8.30am – 5.00pm, Monday
– Friday. At busy times
we can offer you a call
back, so you don’t need to
wait to talk to us. You can
report emergency repairs
outside of this time on
the same number and you
will be redirected to our
out-of-hours emergency
service.
CLICK INFO
E-mail us:
info@platformhg.com
Chat to us:
Use our web chat
functions or visit our
website for updates and
information about our
services at
www.platformhg.com
Visit our social
media pages at @
PlatformHousing
COMING SOON…
…our new online customer
portal. You will be able to:
l Book and track repairs
l View your rent account
l Make a payment or set
up a direct debit
l Update your contact
details
l Report anti-social
behaviour
Check our website for
more information coming
soon but in the meantime,
continue to use your
current customer portal.

WE NEED YOU!
We want our customers to be
central in helping to design
and shape our services going
forward.
To do this, we need you! If you
want to make a real difference
and improve the services we
provide to you, you can find
out more at https://www.
platformhg.com/getinvolved
and register your interest.
We’re currently recruiting
for Mystery Shoppers and
Software Testers and have
projects ready to start now.
Whether you want to
contribute and influence
our strategic direction as a
business, or get involved on a
more local level in your own
neighbourhood, we hope
you’ll join us and make your
voice heard.
If attending meetings is not
for you, don’t worry you
can still be fully involved
through our range of
involvement options or other
communication channels. Talk
to us about what works best
for you. Get on board and
help us deliver a truly modern
Platform Housing Group.

“I was so grateful for
my lovely new home,
I wanted to give
something back. I could
only offer my time so
I started assisting the
group as a volunteer.
I’ve been involved
for 25 years now and
always enjoy it. I feel
it’s important for our
landlord to know
exactly what our needs
are as customers. By
representing us all, we
can maintain higher
standards from our
landlord and by giving a
little from each volunteer,
we can all gain a lot
more. Come on board
and join us!”
Alison Hammond

Get involved

Why get involved?
Platform values your ideas on how we can
improve our services.
Getting involved brings many rewards: you can meet new people, learn
new skills as well as help us to improve the services you and other
customers receive. You will also get the satisfaction of knowing you
have influenced our policy and get to see actual change take place as
a result of your involvement.

What could you be doing?
We have numerous roles available, depending on how much free time
you have and what interests you. Below is a quick outline of some of
the roles we offer and what they entail:

Scrutiny Panel
An in-depth role reviewing services and shaping our strategic
direction. Typically it will involve working with a group of other
customers and conducting investigations into specific areas of the
business. Scrutiny is a longer-term commitment involving both face
to face and online interaction.

Mystery Shopping & Focus Groups
Can be undertaken from the comfort of your own home and to
provide instant feedback to inform fast paced decisions or to check
how we are performing.

Complaints
The opportunity to be involved in either reviewing our complaints
responses to ensure the language is customer friendly, or taking a
more active role in supporting a customer through the complaints
process.

Digital
Help us design, develop and test our digital services. Influence how
we create systems and services to ensure they are accessible and
easy to use. It doesn’t matter about your level of IT knowledge, we
need people of all abilities to ensure our services are truly customer
friendly.

Community
Help us ensure that your local neighbourhood is a safe and well-kept
place to live. You’ll ensure that we have a customer perspective on
a range of issues, such as standards of cleaning, grass cutting and
grounds maintenance or apply for community funding to support
a local enhancement, project or event. (see our website for more
information). Play a vital part in ensuring we communicate effectively
with different communities.

Diversity
We are looking for a team of Diversity Champions to pull together
all parts of the community, to share experiences and celebrate
differences. Organising lunch clubs for older people, sharing cultures,
traditions and customs and offering support to those who need it are
just some of the things our Diversity Champions do.

The Customer
Experience Panel
The Customer Experience Panel consists of a number of our more involved
customers who, along with a number of our Board Members, oversee the
delivery of our services to customers. When vacancies occur on this panel
they are filled by customers who have a history of involvement with the
Group.

More information from the Chair Ella Corbett
The Customer Experience Panel (CEP) was established in November 2019 and our role is to scrutinise service
delivery, help Platform to delivery their strategy and to better fulfil its objectives, in particular, delivery of
high quality customer experience across the expanse of Platform Housing’s demographic remit.
As part of our role, we hold an open exchange of views and discussions with Platform and their Board to
help improve operational performance, and importantly ensure that the Customer Voice is effectively heard
by the Board.
As Platform redesign services, it is important to them that customer views and experiences are embedded in
the process. And the CEP and other channels through which residents and customers can contribute are all
key to this. We are there to support Platform in the strategic design of new services.
As Panel Members, we wanted to know and understand what our customers think and feel about their
experience with the Organisation and how those feelings and thoughts could be transmitted to the Board
and General Management.
We are not a group of people who sit around a table complaining and being negative about the
Organisation, we want to make things better for all tenants/customers and we have a wealth of experience
and knowledge over many years of being involved as Scrutineers, Tenant Advisors, Estate Champions,
Mystery Shoppers, etc. We want to make a difference and we want the customers’ voice to be heard.
Our representation consists of tenants, Board members and Management all working toward the one aim good Customer Service. It has been said that the bigger the Organisation gets the smaller the tenant voice
becomes. Well, we want to change that and let you know that we do want to hear your voice and try our
very best to provide you with a home you will be proud of and a place where your family feels secure both
within and without.
But we need your help to do this. We want you to share your concerns with Platform and let them know if
they are not fulfilling their promises, we want to know about it. Perhaps you could think about offering your
services to the Organisation in one of the roles I mentioned earlier, we always need more people to come
forward and get involved. You don’t need to have a load of qualifications or be highly educated, you just
need to care about people and how best to meet their needs. We will train you in whichever capacity you
feel you could help best. Being involved is tremendously satisfying, knowing you have something to offer to
make people’s lives better. Please think about it!
The Customer Experience Panel will work with Platform’s Board and Management Teams to listen to your
feedback and issues. We are the customer gateway to the Organisation’s Management and Board. We really
do want to help because we are interested in you and your family.
Ella Corbett Chair, Customer Experience Panel
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