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Introduction

We aim to deliver excellent customer
service by putting our customers at the
centre of everything we do and by having
regard to their diverse needs.

This leaflet provides you with information
about what to expect from us when you
get in touch with us by phone, visit or
email.

Our Commitment

Our approach is to...

¢ Be welcoming and treat you with
fairness and respect

¢ Provide offices that are accessible, clean
and tidy

e Ensure our staff are wearing name
badges, including photo identification.
This will also be the case if a staff
member visits you at your home

e Provide prompt, accurate and honest
information

e Respect your confidentiality and the right
to view information, in line with the Data
Protection Act

e Make private interview rooms available
in all our offices. If you want to talk to a
female or male member of staff, we will
do our best to help with this

e Ensure all our offices are accessible to
people with disabilities
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¢ Provide comment cards in all offices and
use the feedback received to improve
service.

e Offer home visits to any resident who is
unable to make use of our offices due to
age or disability

¢ Assist those with hearing difficulties with
the use of induction loops and access to
Mini com and BT ‘Typetalk’ service

e (Offer interpreting and translation services
when required

e Provide a range of information written in
jargon-free plain English

e Provide information on our website
www.hackneyhomes.org.uk

¢ Provide all information, on request, in a
way that helps those with special needs,
including large print, Braille, on disk, or
on audio tape

e Publish our Service Standards and
provide details of how we are doing

e Consult and involve customers in
decision making




Respond to complaints promptly. If we
have made a mistake we will apologise
and offer a remedy. A complaint can

be made by phone, email, fax, letter, in
person or through a third party

Provide extra help and support to service
users who are vulnerable as a result of:
ill health (mental or physical); age (very
young or old people); disability; mental
capacity; domestic violence or hate
crime; or other special circumstances
When you visit our reception you will see
a receptionist within 5 minutes and you
will be interviewed within 15 minutes
When you contact us by phone we will
answer within 5 rings

We will reply to all letters, faxes emails
and enquiries made during a visit to our
offices, with a written response, within
10 working days of receipt

We will offer you an appointment within 5
days of your request

We will respond to all complaints in full
within 15 working days

We will publish information about our
performance quarterly and annually

in April

We will send all tenants and those who
pay service charges a copy of Hackney
Homes News every month
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Your local neighbourhood
housing offices

Homerton Neighbourhood Office
92 Well Street, London, E9 7JA
Tel: 020 8356 7800

Queensbridge and De Beauvoir
Neighbourhood Office

31 De Beauvoir Road, London, N1 5SJ
Tel: 020 8356 6600

North East Neighbourhood Office
Clock House, 149 Stamford Hill,
London, N16 5LG

Tel: 020 8356 6500

North West Neighbourhood Office
Stoke Newington Municipal Building,
Stoke Newington Church Street,
London, N16 OJR

Tel: 020 8356 6100

Shoreditch Neighbourhood Office
1 Cropley Street, Bletchley Court,
London, N1 7PT

Tel: 020 8356 6705



Tenant Management Offices

Arden TMO

16A Malcolm House,
Arden Estate
Shoreditch

London N1 6PN

Tel: 020 7739 7075

Clapton Park TMO
The Housing Office
4A Gilpin Square
London E5 OHL
Tel: 020 8356 6300

Cranston South Estate TMO
13 Daniell House

Cranston Estate

London N1 5EH

Tel: 020 7684 6873

Downs Estate TMO
5 Kingsdown House
Amhurst Road
London E8 2AS

Tel: 020 7923 9053

Lordship South TMO
14 Lordship Grove
London N16 OQA
Tel: 020 8211 8363
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Suffolk Estate TMO
The Housing Office
Welshpool Street
London E8 4PF
Tel: 020 7923 3774

Tower TMO

Grange Court

355 Queensbridge Rd
London E8 3JB

Tel: 020 7254 8314

Wenlock Barn TMO
Wenlock Barn
Shoreditch

London

N17NX

Tel: 0207 253 2371

Wick Village TMO
Anchor House

25 Meadow Close
Wick Village
London E9 5NZ
Tel: 020 8533 4311

Wyke Estate TMO
Estate Office

10 Wick Road
London E9 5AZ
Tel: 020 8533 6077

You can also access information
through our website at
www.hackneyhomes.org.uk

®



If you would like to find out what this document says please tick the
appropriate box, put your name, address and phone number at the bottom
of this page and retumn it to the address below.
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Somali a

Haddii aad jeclaan lahayd in aad ogaato
waxa dokumeentigani sheegayo fadlan
calaamadi godka ku haboon, ku qgor
magacaaga, cinwaanka iyo telefoon
lambarkaaga boggan dhankiisa hoose
ka dibna ku celi cinwaanka hoose.

French m}

Si vous désirez connaitre le contenu
de ce document, veuillez cocher la
case appropriée et indiguer votre nom,
adresse et numeéro de téléphone au
bas de cette page et la renvoyer a
I'adresse indiquée ci-dessous

Spanish m]

Si desea saber de lo que trata este
documento, marque la casilla
correspondiente, escriba su nombre,
direccion y numero de telefono al
final de esta pagina y enviela ala
siguiente direccion.

Kurdish O

Ger hun dixwazin bizanibin ku ev
dokument ¢i dibéje, ji kerema xwe
gutika minasib isaret bikin, nav,
navnisan U hejmara telefona xwe li
jéré rlpel binivisin O wé ji navnisana
jérin re bisinin

Turkish m}

Bu déktimanda ne anlatildigini
ogrenmek istiyorsaniz, litfen uygun
kutuyu isaretleyerek, adinizi,
adresinizi ve telefon numaranizi bu
sayfanin alt kismina yazip, asagidaki
adrese gonderin.

Polish |

Jesli chcesz dowiedziec sig, jaka jest
tres¢ tego dokumentu, zaznacz
odpowiednie pole, wpisz swoje
nazwisko, adres | nr telefonu w
dolnej czesci niniejszej strony |
przeslij na ponizszy adres

Vietnamese O
NEu ban muén biét thi liéu nay néi gi
hiy danh diu vao hép thich hap, dicn
tén, dia chi v s dién thoai ciia ban
vio eudi trang nity va gifi lai theo dia
chi dutdi day.

Urdu

Chinese
AT AR R

If you would like this document in any of the following formats or in another language
not listed above, please complete and send the form to the address below

In large print O
On Disk O

In another language, please state:

In Braille O
On audio tape O

[ ]

Name:

Address:

Tel

Return to:
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