
If you are not happy with the service that you have
received at the Housing Aid Centre, please ask to talk
to the duty manager first.

If you have other complaints or questions, contact the
Principal Housing Officer at the Housing Aid Centre
on 020 7527 6310.

If you still feel that we have not sorted out your
complaint, you can make an official complaint through
our complaints procedure. Please ask any member of
staff for a leaflet called ‘How to comment or complain
about a council service’.

It is always nice to know when you are happy with
our service.

If you feel that we have provided a good service,
please let us know. You can either tell the section
manager or the member of staff involved. Or, you can
fill in the customer comment card at reception.

Who to contact

To make an official complaint

If you are happy with the service
that we have provided

Housing
Aid Centre

THE HOUSING SERVICE

OUR COMMITMENT TO YOU
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Translations

If you see a council publication with the
symbol shown, we can explain that publication
to you in your own language over the phone 

at any Islington housing department office. Or, in some
cases, we can send you a translation in your language.
We offer this service to anyone using our services.

Colour Index

We’ve colour coded our customer commitment
leaflets, to help make it easier for you to find the 
type of information you want.

Related information on our service standards 
can be found within the following colour groups:

Applying for housing (Blue leaflets)

Improvement works (Pink leaflets)

Repair matters (Orange leaflets)

Tenancy management 
& leasehold matters (Purple leaflets)
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‘We aim to adopt a customer-centred
approach when delivering our housing services
that puts the customer at the heart of
everything we do.’ 

This leaflet explains the standards of service
that we aim to achieve.We will monitor these
standards and ask you for your views.

� To meet our commitment when delivering the
Housing Aid service, we aim to treat you with
dignity and respect.

� When you come to the Housing Aid Centre, we
will assess you within 10 minutes. At that stage we
will tell you how long it is likely to take to complete
all our enquiries. If there is a delay in seeing you,
we will explain the reason for the delay.

� If you have a disrepair problem we will explain your
landlord’s responsibilities and give you advice on
action you could take.

� If necessary we will put you in contact with
Islington’s Environment and Conservation Services
Department.

� We will give you advice on getting your rent
deposit back.

� Our tenancy relations officer will give you advice
and get involved if you are threatened with illegal
eviction or are illegally evicted.

� If you are threatened with eviction because Housing
Benefit has not been paid, we will work with the
Housing Benefit Section and with your landlord.

Our mission statement
� If English is not your first language, we will arrange

for you to be interviewed with an interpreter
within two working days if you need this.

� You will have access to trained professional staff.

� You will receive accurate advice which is easy to
understand.

� If you are homeless, eligible for help and we have
reason to believe that you may have a priority need,
an officer will fill in a homeless application with you.

� We will give you the name and phone number of
the person who is dealing with your application.

� We will aim to make a decision on your homeless
application within 30 working days. If we cannot do
this, we will write to you and let you know why.

� We will write to you within three working days of
making a decision on your homeless application.We
will clearly explain our decision.

We will write to you in plain and clear English
or in your first language.

� If you ring the Housing Aid Centre and the person
you need to talk to is not available, you can leave a
message.They will then respond within one
working day.

� If you have a housing problem, we will give you
good-quality advice about your situation.

� If we cannot help you with housing, we will explain
why and we will arrange for you to see a housing
advisor who will give you information on your
other options.

� We will give you up-to-date information about
other agencies or organisations that may be able to
help you.

Housing Aid Centre

What happens to your homeless
application?

Housing advice

Private rented accommodation


