Putting things right

Large Print Text Only Version

For Tenants and Leaseholders 

Giving us your feedback 

We always aim to offer great services but like any organisation we can make mistakes. We are always pleased to hear when we do a great job or if we get something wrong. That’s why we welcome your feedback so we can learn from our mistakes and improve our services to you. 

When we receive your feedback we will acknowledge this within two working days and pass it on to the relevant service manager. 

When we go the extra mile 

If a member of our staff has offered great customer service, were particularly helpful or supportive, or did something that made things even better, let us know about it. We’ll make sure the staff member is recognised. 

When we get it wrong 

Tell us and give us a chance to put it right. 

We treat all complaints as an opportunity to improve what we do. If you feel the service you are receiving does not meet the level of service you expect, please tell a member of staff. We will aim to put things right for you and provide a better service next time. 

If we get something wrong we will ask you what went wrong and how you would like us to put it right. We will apologise where we are at fault and tell you how we intend to put it right and stop it happening in the future. 

If you are still unhappy we will treat this as a complaint and investigate the problem using our complaints procedure. Any member of staff can tell you about our complaints procedure and what to do next. 

If you want to make a complaint 

If you make a complaint get in touch with us – we will investigate it thoroughly, quickly and fairly, keeping you informed throughout. 

We will acknowledge your complaint within two working days and tell you who will be investigating it. 

The person investigating your complaint will give you a response within 10 working days. We aim to resolve all complaints at this stage. 

If you are not satisfied with the outcome you can make a formal appeal. 

Formal appeal 

If you feel our response doesn’t address your complaint, a manager will review the original decision and give you a response within 20 working days. 

If you are not satisfied with the formal appeal you can make independent appeal. 

Independent appeal 

If you’re still not happy with our response you can ask that your complaint is investigated independently by the Council’s Chief Executive. You can request this by phone, email, or in writing. These complaints will be responded to within 20 working days. 

If you are still unhappy after going through our complaints system, you can ask the Local Government Ombudsman, an independent watchdog, to investigate your complaint. You can contact the Local Government Ombudsman Advice Team by telephone, email, or in writing. 

Feedback and complaints team 

Phone 

020 7364 3877 

Email 

complaints@towerhamletshomes.org.uk
Website 

www.towerhamletshomes.org.uk 
Write to us 

Tower Hamlets Homes PO Box 66355 LONDON E14 1GU 

Local Government Ombudsman 

Phone 

0300 061 0614 or 0845 602 1983 

Email 

advice@lgo.org.uk
Write to us 

Local Government Ombudsman Advice Team PO Box 4771 Coventry CV4 0EH 

Keeping track of your complaint 

We keep things simple and try to sort things out on the spot. But in case things take longer we will always keep you informed of progress and any delays. 

A fair system 

We treat all complaints in a fair and equal way. The way we handle your complaint does not affect your legal rights or your right to take things up with our board, your local Councillor or Member of Parliament. 

Their names and surgery times are available from your local Idea Store, library or by contacting Tower Hamlets Council. 

Tower Hamlets Council Members’ Services 

Phone 

020 7364 3237 

Website 

www.towerhamlets.gov.uk 

Compensation when we get it wrong 

You may be entitled to compensation or a refund when some things go wrong. 

Heating and hot water 

If you pay for your heating and hot water as part of your rent and service charges and they break down for more than three days, we will credit your rent account for the time you were without them. 

You don’t have to fill in an application form, but we do need a record of any breakdown in your heating and hot water. So, please let us know straight away. If a loss of service affects a whole block we will automatically arrange a refund for you. 

Missed repair appointments 

Around 95% of our repairs are completed when we say they will be, but delays sometimes happen. If you are a tenant you can claim £10 compensation if we make a repair appointment with you and our contractor doesn’t turn up when we say they will. Just let our Repairs Helpline know within two working days. Please contact us for more information. 

Home Improvements 

If you are a tenant you may be entitled to compensation for carrying out certain types of home improvement when you move out, as long as you got permission first. We can give you a list of what kinds of improvements these are. The amount paid is based on the original cost of the improvement and when you carried it out. Please contact us for more information. 

We are happy for you to improve your home but please ask us first before you start any work. We will normally agree, but if we say no, we will give you the reason why in writing. You don’t need our permission to decorate. 

Repairs Helpline 

Phone 

020 7364 7070 or 0800 376 1637 (free from landlines) 

Bengali/Sylheti 

020 7364 5151 or 0800 376 1638 (free from landlines) 

Textphone 

Call us with the help of BT Text Relay 18001 020 7364 7070 

Email 

repairs@towerhamletshomes.org.uk
Website 

www.towerhamletshomes.org.uk
For Leaseholders – 

Problems with your service charge – mediation and arbitration 

If you are a leaseholder and If you are not happy with our you are unhappy with the response, you can escalate level of service or believe your complaint to a dispute that you are being wrongly and be referred for alternative charged for a service, dispute resolution provided please contact the team by an independent company, responsible for delivering either though mediation, that service to give them adjudication or arbitration. the opportunity to put things right. For more information about disputing your service charge, If you are not satisfied with please contact us. their response or they do not remedy the problem, you can escalate your complaint to our Leaseholder Customer Service Team who will investigate and do their best to put things right. 

Leaseholder Customer Service Team 

Phone 

020 7364 5015 

For Leaseholders - Leasehold Valuation Tribunal 

If you are a leaseholder, you can ask the Leasehold Valuation Tribunal to decide disputes about insurance, changing long leases, or how reasonable your service charge is. The Leasehold Valuation Tribunal provides an accessible and informal way to resolve residential leasehold disputes. 

The Leasehold Valuation Tribunal can also: 

— decide whether or not a service charge is payable – this applies to charges already paid, as well as those proposed 
— consider administration charges and decide how reasonable they are and the formula in the lease to arrive at them 
— vary leases that don’t make adequate provision for service and other charges 
— award costs where proceedings have been brought unreasonably. To find out more contact the Leasehold Valuation Tribunal. 

Leasehold Valuation Tribunal 

Phone 

0845 600 3178 

Website 

www.rpts.gov.uk 

Translations 

This leaflet is for tenants and leaseholders and tells you more about how to give us your feedback, how to make a complaint and what we will do to put things right. If you need help to understand it or if you have any questions, please contact us or visit one of our offices. 

We can arrange alternative formats including large print, and provide written information in your own language. We can also offer a meeting with a member of staff and an interpreter. 

Translations Phone 

020 7364 5015 

Email 

contactus@towerhamletshomes.org.uk
