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Every complaint is a powerful opportunity to 
learn, grow, and improve. Our commitment to 

complaints performance is rooted in transparency, 
accountability, and a relentless drive to enhance 

the customer experience. By listening with empathy 
and acting with integrity, we turn feedback into 

meaningful service improvements that build trust 
and satisfaction at every level.

Alison  
Board Champion for Complaints

Have a complaint?  
Our at-a-glance complaints guide talks you through the process – and 
lets you know how you can contact us.
Our 2024/25 Complaints Report is now live. The Report highlights the progress 
we’ve made and what we need to work on when it comes to complaints. 
Head to  peaksplains.org/complaints2025
(We can also send you a printed copy - just let us know!)
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Connecting you  
with the help you need
There are charities and community organisations across our patch 
who can help you with whatever you’re struggling with. 
If you live in one of our homes, you can also talk to our Tenancy Sustainment Team, 
who can offer you relevant advice and support.
We have introduced a new page on our website where you can find all the support 
you need:  peaksplains.org/supporthubhub

If you don't use our website - don't worry - we have included all the information below. 
If you're unsure or need pointing in the right direction, always give us a call.

Looking after yourself
Samaritans (24hr)....................................  116 123 	 	  samaritans.org
SANEline  (4pm - 10pm)................................  0300 304 7000	  sane.org.uk

Campaign Against...................................  0800 58 58 58 	  thecalmzone.net  
Living Miserably (5pm–12am)

Shout (24hr)...............................................  txt SHOUT to 85258	  giveusashout.org 

Keeping your family fed 
Cre8 Surplus Food Grocery...............................................................  01625 503740	 
Macclesfield
CORE Food Pantry............................................................  pantry.upton@gmail.com 
Macclesfield
The Welcome........................................................................................  01565 750905 
Knutsford
Stockport Credit Union............................  0161 430 5808 	  stockportcu.com 

Support in later life
Age UK Cheshire...........................................................................  ageuk.org.uk/cheshire
Age UK Derbyshire.............  01773 768240 	  ageuk.org.uk/derbyandderbyshire
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Emergency help 

Emergency Assistance.....................................................................  0300 123 5025 
Cheshire East Council   	 (choose ‘emergency assistance’) 
(8.30am-5pm mon-fri)      
Adult Social Care.....................................................................................   0300 123 5022  
Cheshire East Council
Help in Emergencies..............................................................................   0300 123 5022 
Cheshire West

Anti-Social Behaviour Support 
Cheshire CARES.............. 	  01606 366 336 	  Cheshire.cares@cheshire.police.uk 
Victim Support

Childline...............................................................................................................  	  0800 1111

Derbyshire Domestic Abuse.......................  	  0800 0198 668 		    07534 617 252 
24 Hour Helpline 
Cheshire East .................... 	  0300 123 5030 	  ASBTeam@cheshireeast.gov.uk 
ASB Team
RSPCA National......................................................................................... 	  0300 123 4999 
Cruelty Hotline

Domestic Abuse Support
Cheshire East ............................................................................................  	  0808 2000 247  
Domestic Abuse Hub

Derbyshire.... 	  08000 198 668    derbyshiredahelpline@theelmfoundation.org.uk 
County Council

Cheshire West and Chester .....   cheshirewestandchester.gov.uk/domesticabuse 
Domestic Abuse Support

National Domestic....................... 	  0808 2000 247 	  nationaldahelpline.org.uk 
Abuse Helpline
Cheshire Without Abuse........................................................................   03333 449 505 

Men's Advice Line....................................................................................   0808 801 0327

Remember, if you've been threatened or attacked and require 
urgent assistance - always dial 999.
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Always Listening. 
Always Improving.
Customer Voice and Customer Experience Strategy
(2025-28)

Always Listening.
Always Improving.

 

“Our strategy is simple: 
listen to you and use your 
feedback to make our 
services better. This plan 
shows how we’re putting  
your voice at the centre, 
improving how we 
communicate, solve 
problems, and build trust 
every step of the way.  
Our focus should be on  
our customers  
experience with us.”

Our Customer Voice and Customer Experience 
Strategy complies with new regulations from 
the Social Housing Regulation Bill, the Building 
safety Act (2022), and the Better Social Housing 
Review (2023).
The Strategy outlines how we’ll meet new 
engagement standards, including Tenant 
Satisfaction Measures such as:
•	 Satisfaction that the landlord listens to tenant 

views and acts upon them.
•	 Satisfaction that the landlord keeps tenants 

informed about things that matter to them.
•	 Agreement that the landlord treats tenants 

fairly and with respect.
It reflects key legislation such as the Regulator 
of Social Housing’s Consumer Standards, 
the Equality Act 2010, and the Housing 
Ombudsman’s Complaints Handling Code, 
all aimed at improving tenant engagement, 
fairness, and service quality.

Mark Howden
CEO
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Always Listening. 
Always Improving.
Customer Voice and Customer Experience Strategy
(2025-28)

Created for Customers 
by Customers
We believe the best way to understand your needs is to 
involve you directly. Over recent months, we’ve worked 
closely with customers, stakeholders, and staff to gather 
insights through surveys, focus groups, and co-creation 
workshops. At the workshop facilitated by Game of Homes, 
we asked the question:
How can Peaks & Plains build an open and honest 
relationship with you, our customers, where your feedback 
influences our services, you hold us to account, and you feel 
truly heard and valued every time we interact?
Your feedback has guided this strategy, ensuring it reflects your priorities and 
experiences. We will continue to consult and collaborate regularly to keep our 
services aligned with what matters most to you.

We will

Listen carefully and 
respectfully to your 
feedback.

Communicate clearly and in 
ways that suit you best.

Act promptly to resolve 
issues and improve services.

Be open and honest about 
what we can do and what 
to expect.

Involve you in shaping 
policies and services.

Making our website and 
digital services more  
user-friendly.

Being clear that digital is a 
choice not an expectation.

Training staff to deliver top-
quality customer service.

Tracking how long it  
takes us to fix problems –  
and working to do better.

Using your communication 
preferences and needs in 
all our interactions with you 
where possible (sometimes 
we must send things out in 
writing – this could be due 
to law or regulation.)

Provide dependable services 
that are easy to find and use.

Always try our best to get 
things right first time for you.

Give you a range of ways to 
contact us.

Listen to you and use your 
information to help shape 
and improve our services.

Keep our promises and 
always be honest with you. 

Treat you with respect when 
you get in touch - and we ask 
that you do the same for us.

Getting the Basics Right.
As your landlord,  
we promise to:

We’re doing things like When you get in touch

We’re working hard to make sure when 
you contact us, your experience is:

Easy       Helpful          Respectful           Quick          Accessible
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Deliver timely, clear, and personalised communication  
that matches your preferences and needs.

Make it easy and accessible for you to provide feedback

Use your up-to-date data to improve quality and
efficiency of services that get things right the first time.

Make our complaint resolution process more
responsive, empathetic and create a culture of learning
lessons from our mistakes.

Foster a culture where customer insight drives
continuous improvement.

Ensure all communication is appropriate, relevant, and
easy to understand.

Any interaction you have with us including booking a repair or
speaking to us about your tenancy.

Join our resident panels or scrutiny groups to shape big decisions.

Take part in quick surveys (online, by phone, paper copies, or text).

Attend local events or community meetings.

Give us feedback via social media, our website, or over the phone.

Share your story - we want to hear your experiences, good or bad.

We’ll make sure information is easy to understand and available in 
different formats and languages if needed. This would include support to 
help you engage with us  
for example offering  
translation services or  
information in large print.

How we 
listen to 
you

O
u

r 
G

oa
ls
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It’s Christmas time! 
Christmas is the most celebrated holiday in the world, and as you can imagine, every 
country has different traditions to celebrate the day of light, hope and Christian 
community. 
If you started preparing for Christmas in November, there is a country that will 
compete with you. The Philippines starts celebrating Christmas in September, 
winning the award for the world’s longest Christmas season. Mexico is catching up 
with their month-long fiesta - Navidad, which is a vibrant blend of indigenous customs 
and Spanish colonial influence, lasting from 12th December to 6th January! 
When the snow doesn’t bring joy, we would recommend visiting Australia for a 
celebration. Many families spend the day at the beach, with Father Christmas 
sometimes wearing shorts, and instead of roasted turkey, you can enjoy fresh 
seafood, salads and cold meats. 
In Catholic countries like Italy, the nativity scene is one of the most important and 
enduring traditions. These sometime feature entire miniature villages which are 
displayed in churches, town squares, and homes across the country. St. Francis of 
Assisi is credited with popularising the first living nativity scene in 1223. 
In Eastern Europe, the idea of Christmas is no different from the Western world, with 
hope and family being a priority. However, the traditions are slightly different. For 
example, in Ukraine, instead of a nativity scene, there is a ‘Vertep’ – a portable nativity 
puppet theatre. Groups of performers go from house to house singing folklore songs 
known as caroling (Koliadky), sharing good wishes in exchange for treats or money. 
During the festive season, various traditions bring joy and happiness to people across 
the globe. 
We wish you a wonderful and restful holiday period - whatever that looks like for you.
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Age UK have friendship services available for people aged 50 or over, who can match 
you with a telephone friend for weekly phone calls at a scheduled time. 

 0800 470 80 90 – lines are open 24/7, 365 days a year.

Age UK Cheshire’s Sharing Time Befriending 
project is a free service, available across the whole 
of Cheshire - supporting people 50+ who may not 
have the opportunity for social interaction.
The service aims to reduce feelings of loneliness 
and isolation by bringing people together to 
offer companionship, build confidence, improve 
wellbeing, and help people feel more connected.
Their team of trusted volunteers will support by 
building a meaningful befriending relationship 
for an agreed period – this may be short term or 
indefinite.
To discuss the service or make a referral, contact their team on:

  01606 305012	      sharingtime@ageukcheshire.org.uk

Feeling like you could use a 
friendly voice or connection?

"My volunteer has 
helped me through the 
last couple of years. She 
has really picked me up 
when I was feeling a bit 
down or anxious, they 
have definitely helped 

with my mental health & 
encouraged me to get out, 

speak to people and try 
new things".
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Have your contact  
details changed?
Make sure you let us know so we can 
keep your contact details up to date.

Get in touch
Whether you prefer email, phone or online – we have different ways 
that you can get in touch. 

 0800 012 1311

 trust@peaksplains.org

 live chat on peaksplains.org (10am-4pm, Mon-Fri) 

Are we missing 
something?
Tell us what you thought of this newsletter. 
We always want your feedback, we’d love to hear from you!

 0800 012 1311

 getinvolved@peaksplains.org
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C D E C E M B E R U S T O R V

G H D W A R E C R A O S R I P

I A R R E I N D E E R A B E R

N S L E I G H E J A N S R C E

G N G A S E O G I S A N T A S

E O S T O C K I N G M O J N E

R R I H L V C N G D E R O D N

B T C A O I D G L D N T L Y T

R H A M E L G E E A T H G C S

E L V E S G L H D E S P H A L

A I C R D A S Y T Y C O T N E

D C H R I S T M A S X L S E E

A R A Y B R E A S A N E R A F

C A R O L S W R W I N T E R S

S T G I N G L L Y O R N A S T

CANDY CANE CAROLS CHRISTMAS DECEMBER
ELVES GINGERBREAD JINGLE HOLLY

LIGHTS MERRY NORTH POLE ORNAMENTS
PRESENTS REINDEER SANTA SLEIGH
STOCKING TREE WINTER WREATH

Christmas Wordsearch
See if you can find all the words in this puzzle...


