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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 Housing Improvement Team 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 respond 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

 

 

 

Housing Improvement Team

Who we are

The Housing Improvement Team is tasked with delivering decent quality housing within Thanet, by improving the quality of the private sector housing stock and thereby improving the health, safety and welfare of the occupants. We aim to achieve this by use of advice, education, financial assistance (where possible), and enforcement action (where necessary).

Private Sector Housing Conditions

What we will do 

· We will endeavour to visit, by appointment, within 10 working days of your referral, to carry out an initial inspection to assess the condition of your property. 

· Following the initial inspection your referral will be prioritised. Your referral may be prioritised as a Priority 1, Priority 2, Priority 3 or Priority 4. If your referral is assessed as Priority 3 or 4 you will be notified in writing within 5 working days.

· Those referrals that this department is unable to deal with, will be notified either at the time of the visit or within 5 working days of the initial inspection.

· If your referral is assessed as a priority 2, we will endeavour to contact you within 10 working days from the date of the initial inspection to make an appointment to carry out a full inspection and investigate the matter further.

· If your referral is assessed as a priority 3, we will endeavour to contact you within 6 weeks from the date of the initial inspection to make an appointment to carry out a full inspection and investigate the matter further.

· If your referral is assessed as a priority 4, we will endeavour to contact you within 3 months from the date of the initial inspection to make an appointment to carry out a full inspection and investigate the matter further.

· We will endeavour to keep you informed throughout the process and where we are unable to meet these agreed timescales, we will contact you within the time limit to advise you of the anticipated waiting time. 

· Where your referral is assessed as an emergency (Priority 1) we will endeavour to visit your property within 48 hours of your referral.

What we cannot do

· If we need to take enforcement action we must notify your landlord of our intention to carry out an inspection before entering the property. We cannot enter your property without giving at least 24 hours notice to you and your landlord. This will not apply to initial assessments to establish priority of your complaint.

· In the case of non-emergency matters, we cannot take immediate enforcement action against your landlord without giving him/her a reasonable opportunity to rectify the matter first.

· Where you decide to take a private civil action against your landlord, we cannot give evidence on your behalf, or attend any court hearings unless we are witness summonsed by the court.

· Our inspections do not relate to re-housing issues or the Council’s housing waiting list.

How we will know we are achieving this

· We will establish team targets to ensure that service standards are being achieved to the best of our ability.

· We will regularly monitor the quality of our service to ensure we meet our stated obligations through customer satisfaction forms. These will be evaluated on a regular basis.

· We will monitor our performance against these standards using established databases and spreadsheets. 

How you can help

· Please inform your landlord or agent of the defects within your property and give him/her a reasonable amount of time to make arrangements for repairs prior to contacting us.

· Please ensure that you keep appointments made with the inspecting officer.

· Please provide as much detail as possible regarding your tenancy and landlord details when you contact us for assistance.

· Please inform us if your landlord/agent makes the necessary repairs in the meantime.

HMO Licensing

What we will do

· On receipt of your enquiry for an HMO license, we will send an application pack to you within 2 working days.

· Upon receipt of your application, we will send an acknowledgement letter to you within 2 working days.

· Once we have received a fully complete and satisfactory license application, we will issue a proposed license within 20 working days.

· Where your application for a license is incomplete, you will be notified within 10 working days of the date we receive your application, to advise you of the missing items.

· Following the 21 day consultation period on the proposed license, subject to any comments made, the full license and conditions will be issued within 7 days.  

· Once your license has been granted we will endeavour to inspect your property within 2 years of the date the license is issued.

· Enquiries relating to potentially unlicensed HMOs will be responded to within 20 working days of receipt of the enquiry.

What we cannot do

· It may not be possible to grant a license in all circumstances. Where we decide to refuse a license you will be notified in writing within 7 working days the decision being made. You will be given the opportunity to rectify the situation before we consider our next course of action.
How we will know we are achieving this

· We will establish team targets to ensure that service standards are being achieved to the best of our ability.

· We will regularly monitor the quality of our service to ensure we meet our stated obligations through customer satisfaction forms. These will be evaluated on a regular basis.

· We will monitor our performance against these standards using established databases and spreadsheets. 

How you can help

· Please return your application for a license within the timescale stated (usually 28 days).

· Please ensure the correct fee is enclosed with your application.
· Please ensure that you read the application pack information carefully so that you complete the application form correctly and include all the necessary documentation when returning it.

Disabled Facilities Grants (DFG)

What we will do: 

· On receipt of a referral from the Occupational Therapy Service we will endeavour to inform you in writing within 15 working days, of your position on the waiting list and send you a preliminary means test questionnaire to be completed.

· Within 15 working days of receiving your completed preliminary means test questionnaire, we will endeavour to advise you in writing if you have a financial contribution towards the cost of adapting your home.  

· We will endeavour to inspect your property within 10 working days of receiving a schedule of works and plans from your agency.

· Once a full and satisfactory application has been submitted we will approve it within 12 weeks and no longer than 24 weeks from the date we received it. 

· On notification of the works being completed we will visit your property to carry out a final inspection within 10 working days.

What we cannot do

· We cannot act as a ‘clerk of works’ for any grant-aided works carried out by your builder.

· The grant limit is £25,000, please be aware that we are unable to approve funding over and above this figure.
How we will know we are achieving this

· We will establish team targets to ensure that service standards are being achieved to the best of our ability.

· We will regularly monitor the quality of our service to ensure we meet our stated obligations through customer satisfaction forms. These will be evaluated on a regular basis.

· We will monitor our performance against these standards using established databases and spreadsheets. 

How you can help

· Please ensure that you answer all the questions on the grant application form honestly and to the best of your ability.

For more information

For more information or if you have any issues that need to be dealt with, please contact the property lettings team by either:

· E-mailing us on housing.conditions@thanet.gov.uk
· contacting us on 01843 577437 or 01843 577406

· 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

