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‘It is the Council’s job to make sure that our services meet the needs and expectations of the community.
Our customer service standards set out in detail the level of service you will receive from the Council.

These standards may include Council wide standards that apply to the whole organisation and more specific standards for individual services:
This booklet outlines the Empty Properties service standards.’
Council Wide Standards:
We will always try to help you at your first point of contact with us, either by phone or in person. However, if we are unable to do so, we will take your details and get the right person to contact you as soon as possible. We have set up a range of customer service standards, which we aim to deliver to you:
· Telephone calls will be answered within four rings stating our name and the service area we work for.
· Voice mail messages will be responded to within 24 hours.
· For complicated enquiries we can book you an appointment to see a specialist officer to discuss your needs in person.
· Letters and emails will be acknowledged within three working days and responded to fully within 10 working days (some individual service areas may have different legal requirements).
· Customer complaints referred to a Head of Service will be acknowledged within 3 working days.  A Senior Manager will investigate and respond within 10 working days.
· Freedom of Information requests will be responded to within 20 working days.
Your Right to Equal Treatment:

Thanet District Council is committed to giving an equal service to all. This means you should not be treated any differently because of your gender, race, age, disability, sexual orientation or religion.
We may be able to provide this document in a different format such as Braille, audio or large print, or in another language. Please call 01843 577165.
Your Right to Comment, Compliment and Complain:

We need and value your comments on how we are doing as a Council so that we can improve and learn from our services for the future.
If we have helped you, or a good service has been provided, please tell us. Contact the main switchboard on 01843 577000 and ask to be put through to the person who has helped you.
How you can complain?
If you are not happy with the service you receive please let us know by either:-

 

· Telephoning the department concerned or contacting the main switchboard: 01843 577000.
· emailing customer.services@thanet.gov.uk    

· Visiting Thanet District Council Offices.
· Writing to the department concerned. 

 

If after doing this you are still not satisfied with our response you may wish to make a formal complaint. 
To do so simply complete and return a complaints form by either:

· downloading or submitting a Complaints Form online at www.thanet.gov.uk 
· Calling 01843 577000 and asking for a form to be sent to you.
What will happen to your complaint?
Your completed form will be recorded and acknowledgement will be sent, stating the contact name and telephone number of the Officer dealing with your complaint. 
 

Each department has a specific member of staff to whom your complaint will be passed. He or she will write to you within ten working days and may contact you for further details.

 

 If you do not hear from us within ten working days of making your complaint please contact the Department that is dealing with your complaint.

For more information please go to the Thanet District Council website or call the main switchboard on 01843 577000
 

 

 

Empty Properties 
Who we are

The Empty Properties Officer is responsible for implementing and co-ordinating the Empty Property Strategy and provides advice and information on empty and derelict properties across the District. The service is tasked with reducing the numbers of these properties, and vacant land, through partnership working with property owners, private developers, housing associations and a range of Council services.  The Empty Property Strategy seeks to tackle these problems through liaison and negotiation, or enforcement where necessary.
What we will do 
· We will endeavour to trace and engage with the owner of an empty or derelict property, offering advice and assistance wherever possible in an effort to get the property back into use.

· We will utilise negotiation in the first instance, but in serious cases, where this fails, we will consider the use of enforcement action to achieve the desired outcome. 

· We will utilise Housing, Planning or Environmental legislation in achieving our outcomes.

· If you have reported an empty or derelict property to us, we will report progress back to you within 10 working days.

What we cannot do

· We cannot provide confidential details of property ownership or an individual owner’s circumstances.

· We cannot promise a speedy resolution in every instance owing to the complicated issues surrounding property ownership and/or the timescales required to implement legislation.

How we will know we are achieving this
· We will retain and continue to use Best Value Performance Indicator (BVPI) 064 (the number of properties brought back into use), despite the fact that this indicator will be discontinued nationally in 2008.

· We will continue to set meaningful annual targets and collect evidence related to this indicator.

How you can help

· You should provide accurate details and as much background information as possible when reporting an empty or derelict property.

· As an empty or derelict property owner, you should engage with us as quickly as possible in order to establish an agreed course of action.

For more information
For more information or if you have any issues that need to be dealt with, please contact the Empty Property Officer by either:

· E-mail on housing.conditions@thanet.gov.uk
· Contacting us on 01843 577408 or 01843 577437.
· Visiting the Council offices if you would like to discuss anything with us in person - if you are unable to visit the Council offices, we can visit you at home in most cases.
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