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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 Renewal Area 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.
 

 

 

Housing Renewal Area

Who we are

The Renewal Area team service objective is to improve housing and environmental issues within the declared Renewal Area, Margate Central and Cliftonville West. A key component of the Renewal Area programme is the provision of Renewal Area grants to support property owners in ensuring that their properties are of a decent standard and in visually decorative order. The Renewal Area Team work very closely with other Council departments and external agencies to resolve issues raised by the community and other partners and Renewal Area grants may also be available for safety and environmental improvements to the area. 
What we will do 

Renewal Grants – Housing Improvement

· We will offer grants of up to £2000 for improvement to properties within the Cliftonville West & Margate Central Renewal Areas, in accordance with the Terms and Conditions attached to every grant application.

· We will confirm receipt of your application and advise you of any application details that are incomplete within 7 working days of receipt of your pack.

· We will endeavour to provide an approval, or reason for non-approval, of a grant application within 28 working days of receiving a complete application pack.

· We will allow a full year from the date of approval for the works funded by a Renewal Grant to be undertaken. 

· We offer support and advice at any time during this process.

· We will advise you by letter 2 months prior to the grant offer expiring date if a request for payment has not been received. 

· Once a request for payment has been received we will endeavour to make an inspection of the completed grant works within 7 days, and ensure a quality standard of workmanship has been provided.

· Once all parties are happy that the works have been satisfactorily completed, payment should be made within 30 working days to the contractor or applicant, in accordance with instruction on the application form.

Renewal Grants – Environmental
· Where requested, we will provide a community grant application form to be completed (usually by a lead resident) in accordance with the notes and Terms and Conditions included with every application form. 
· The renewal team will endeavour to give written approval within 28 working days from the return of a fully completed application form including all relevant consents.

· Once grant funded work is in progress we will continuously monitor quality and progress of the project ensuring it achieves the required outcomes.

· On completion of grant funded works and receipt of all required certificates and invoices from contractors, the Renewal Team will undertake a final inspection of works carried out.

· Once the Renewal Team is satisfied with the works undertaken we will endeavour to make payment in 30 working days from the date of inspection.
What we cannot do
· We cannot recommend any contractor. 

· We cannot supply proof of ownership/title deeds.

· We cannot offer a grant to anyone who owes money to the council, either applicant or contractor.
· The Council does not act as a Clerk of Works for the contract of works undertaken.

How we will know we are achieving this

· We will monitor progress throughout the lifecycle of all grant applications, from initial contact stage through to final payment.

· We will ask you to complete an equal opportunities form with your application pack. 

· We will take before and after photographs to show improvements to properties.

· We will ask you complete a customer satisfaction form after the work has been completed.

How you can help

· If you are the occupier of the property, but are not the freeholder, please contact the owner & advise them of the scheme.

· Please contact the Renewal Area team if you require any support or advice at any stage.

· Please ensure that you read any grant Terms and Conditions provided.

For more information

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

· E-mailing us on housingrenewalarea@thanet.gov.uk
· Contacting us on 01843 577407 or 01843 577748.
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