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NG Homes

Ned Donaldson House Possilpark Office Balgrayhill Concierge Station Possilpark Office
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has been awarded

Compliance Plus for Customer Service Excellence

in the following areas:

We have developed customer insight about our customer groups to better understand their needs and
preferences.

We make particular efforts to identify hard to reach and disadvantaged groups and individuals and
have developed our services in response to their specific needs.

We have a strategy for engaging and involving customers using a range of methods appropriate to
the needs of identified customer groups.

We have made positive changes to services as a result of analysing customer experience, including
improved customer journeys.

There is corporate commitment to putting the customer at the heart of service delivery and leaders in
our organisation actively support this and advocate for customers.

We use customer insight to inform policy and strategy and to prioritise service improvement activity.
We empower and encourage all employees to actively promote and participate in the customer
focused culture of our organisation.

We can demonstrate how customer-facing staffs’ insight and experience is incorporated into internal
processes, policy development and service planning.

We value the contribution our staff make to delivering customer focused services, and leaders,
managers and staff demonstrate these behaviours.

We have improved the range, content and quality of verbal, published and web-based information we
provide to ensure it is relevant and meets the needs of customers.
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Compliance Plus for Customer Service Excellence Continued:

We have made arrangements with other providers and partners to offer and supply co-ordinated
services, and these arrangements have demonstrable benefits for our customers.

We interact within wider communities and we can demonstrate the ways in which we support those
communities.

We have developed and learned from best practice identified within and outside our organisation, and
we publish our examples externally where appropriate.

We identify individual customer needs at the first point of contact with us and ensure that an
appropriate person who can address the reason for contact deals with the customer.
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