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Our  
promises  

to  
you.

L E T T I N G S

C U S T O M E R

C H A R T E R



T H I S  C U S T O M E R  C H A R T E R  S E T S  O U T  W H AT  Y O U  

C A N  E X P E C T  F R O M  U S .  I T  S U M S  U P  H O W  W E  A I M  T O  M E E T 

T H E  H I G H E S T  P O S S I B L E  S T A N D A R D S  I N  E V E R Y T H I N G  W E  

D O  A N D  H O W  W E  W I L L  W O R K  W I T H  Y O U  T O  M E E T 

 Y O U R  N E E D S  A S  A  C U S T O M E R  O F  K N I G H T  F R A N K  L E T T I N G S . 

O U R  C H A R T E R  I S  B A S E D  O N  E I G H T  P R O M I S E S 

B U I L D  L O N G - L A S T I N G  A N D  

M E A N I N G F U L  R E L AT I O N S H I P S

D E L I V E R  E X C E P T I O N A L  C U S T O M E R  S E R V I C E

O F F E R  V A L U E  F O R  M O N E Y

S A F E G U A R D  O U R  C U S T O M E R S

P R O V I D E  A C C E S S  T O  P E O P L E  A N D  I N F O R M AT I O N

R E S P E C T  E Q U A L I T Y,  D I V E R S I T Y  A N D  I N C L U S I O N

E N C O U R A G E  A N D  W E L C O M E  F E E D B A C K

M A K E  T H E  M O S T  O F  O U R  N E T W O R K

I F  Y O U  H A V E  A N Y  C O M M E N T S  O N  T H I S  C H A R T E R  O R  

O U R  P E R F O R M A N C E ,  P L E A S E  L E T  U S  K N O W  B Y  E M A I L I N G 

HER E TOHE L P@KN I GH T F R ANK .C OM
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B U I L D I N G  

L O N G  L A S T I N G  A N D 

M E A N I N G F U L  

R E L A T I O N S H I P S

Make the ef fort  to  get  to know you  

personal ly  in  order  to understand your  

needs and what  is  important  to  you

Speak f rankly,  be approachable and  

share our  knowledge and expert ise

Go beyond expectat ions and work  

hard to earn your  long-term trust

W E 

W I L L



D E L I V E R I N G  

E X C E P T I O N A L  

C U S T O M E R  

S E R V I C E

Do what  we say we wi l l  do,  

when we say we wi l l  do i t

Stay in  touch however  sui ts  you best  –  whether  

by emai l ,  phone,  post  or  in  person

Clear ly  expla in our  processes and avoid jargon 

Go the extra mi le to meet and  

exceed your  expectat ions

Be responsive,  a lways let t ing you know who  

is  handl ing th ings and keeping you updated 

O U R  C O M M U N I C A T I O N  P L E D G E

Contact customers 
looking for properties

Every 3 days

Landlords will receive 
marketing feedback

Once a week

After move in we will 
contact our customers

Within 1 week

Respond to  
enquiries

Within 2 hours
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O F F E R I N G  

V A L U E  F O R  

M O N E Y

Be upfront  about  a l l  costs and  

c lear ly  expla in them to you

Charge fa i r  fees that  are based on the work  

we are doing and serv ices we are providing

Benchmark our  pr ices regular ly  to  

ensure that  we remain compet i t ive

Draw on al l  our  resources and exper ience to provide  

a  serv ice that  a lways adds extra value

As one of  1 ,300 agents of fer ing Zero Deposit 

Guarantees,  a l low tenants to move in  with  

as l i t t le  as one week’s rent  as deposit
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S A F E G U A R D I N G  

O U R  

C U S T O M E R S

Take our  duty of  care to you ser iously

Use your  personal  data only  in  

the way that  you have asked us to

Maintain your  conf ident ia l i ty  at  a l l  t imes

Maintain our  team’s professional  

t ra in ing and qual i f icat ions

Through our  dedicated compl iance team, ensure you are 

fo l lowing a l l  legal  requirements and best  pract ices

Keep you informed of  the latest  changes  

and any act ion required

Fol low our  72-point  checkl ist  that  includes:  

gas,  e lectr ical ,  b l inds,  curta ins,  smoke  

and carbon monoxide a larms and sol id fuel 

Only  use accredited,  insured contractors
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P R O V I D I N G  A C C E S S  T O 

P E O P L E  A N D  I N F O R M A T I O N

Be open and welcoming,  making  

i t  easy to approach us for  help

Give you access to accurate,  re levant  and  

up -to - date market  insight  and clear ly  expla in  

a l l  informat ion we provide

Al low you to set  a lerts  that  immediately  

not i fy  you of  new propert ies

Try to f ind someone to speak  

wi th you in  your  f i rst  language

Make sure our  website is  easy to use and search – 

including accessibi l i ty  in  mult ip le languages

Through My Knight  Frank onl ine,  

a l low you to save your  favour i te propert ies,  

rate,  share and add notes 

W E 

W I L L
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R E S P E C T I N G  

E Q U A L I T Y ,  D I V E R S I T Y  

A N D  I N C L U S I O N

Value and respect  every indiv idual ,  regardless of  thei r 

sex,  gender,  sexual  or ientat ion ,  age,  race,  ethnic or ig in , 

colour,  nat ional i ty,  d isabi l i ty,  re l ig ion ,  bel ief,  gender 

ident i ty,  mar i ta l  or  c iv i l  partner  status or  pregnancy, 

materni ty  and paterni ty

Make sure everyone can access  

our  serv ices equal ly 

Cont inue to recognise and celebrate the value that 

d iversi ty  adds to our  organisat ion and the work we do

Fol low al l  equal i ty  legis lat ion to the  

let ter  and spir i t  of  the law

Only work with contractors and suppl iers  

who share our  values
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E N C O U R A G I N G  

A N D  W E L C O M I N G  

F E E D B A C K

Regular ly  ask for  your  feedback ,  whether  d i rect ly  

or  through surveys and publ ic  rev iew si tes

Value and welcome your  comments,  

no matter  how smal l

L isten to and learn f rom customer  

feedback to constant ly  improve our  serv ice

Take due responsibi l i ty  when th ings go wrong  

and work with you to resolve any issues
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M A K I N G  T H E  

M O S T  O F  

O U R  N E T W O R K

Give you a c lear  p icture of  the scope of  our  business 

and what  we can do for  you

Make i t  s imple and seamless to tap into the expert ise 

and resources in  our  wor ldwide network ,  and be 

t ransparent  about  our  referra l  fees

Personal ly  introduce you to the col leagues  

best  p laced to help you –  whether  

they are based local ly  or  internat ional ly

Always be looking for  ways that  we  

can add value to our  re lat ionship

Cont inual ly  g ive you more reasons  

to choose Knight  Frank and recommend  

us to your  fami ly  and f r iends
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