
If you are not happy 
with our service 

If you are not happy with the service that you have
received in the Rehousing Section, you should phone
the manager on 020 7527 4185.

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 tell the section
manager or the member of staff involved, or fill in 
the customer comment card at reception.

To make an official complaint
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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.’ 

We want our services to be fair, consistent and
above all helpful.This leaflet explains the
standards of service we aim to achieve.We will
monitor these standards and ask you for your
views.

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

� When we receive your housing application, we 
will register and assess your application within 
five working days. If there is a delay in telling you
the outcome of your assessment, we will explain
the reason for the delay.

� If English is not your first language, we will arrange
for you to be interviewed with an interpreter if 
you need this service.

Our aim is to make sure that all sections of the
community have equal access to our services.

� You will have access to trained professional staff.

� You will receive accurate advice and information
about your rehousing and housing options which 
is easy to understand.

� We will deal with your enquiries in a polite 
and helpful way.

� We will tell you the outcome of the assessment 
of your application within five working days and
keep you informed about your rehousing prospects
through yearly reviews and further assessments.

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

� We will assess all medical applications and tell you
the outcome of the result within 33 working days
of receiving all the information.

� We will offer our properties within 24 hours 
of them becoming available.

� We will tell you the outcome of your appeal 
within 33 days of receiving all the information.

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

� We will reply to all correspondence within 
10 working days. If we can’t reply this quickly, we
will write to you and give you the date you can
expect a full reply.

We will address letters to you by name whenever
possible, and send them out in the name of the 
staff member who is dealing with the case.

If you ring the Rehousing Section and the person you
need to talk to is not available, you can leave a
message.

They will then respond to you within one working
day or at an agreed date if someone is away from the
office.

We will try to keep to these standards at all times, so
that we can give a consistent service.

We will give you good-quality advice about your
housing options.

Our overall aim is to help you find housing that 
is suitable for you.

We will look at all the opportunities by offering 
new and existing social housing tenants more choice
in their housing options.

We are committed to equal opportunities no matter
what your race, colour, religion, ethnic or national
origin, disability, age, sex, sexuality or marital status.

Our Mission Statement Our rehousing customer 
care standards

Housing options


