
Introduction 

At Hackney Homes, we want to provide you with the best possible 
service. So it is very important for us to know how we are doing. 
Because we provide hundreds of services to thousands of people, 
things can sometimes go wrong. 

If there is a problem, we need you to tell us so we can investigate 
and put things right, or you may want to suggest a way to improve 
it. We want to learn from any mistakes so we can provide an even 
better service in the future.

We regularly review areas where we receive high numbers of 
complaints and discuss with our customers how we can change 
the way services are delivered. 

This booklet explains how to praise someone for a job well done 
and the best way to let us know about a problem.
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Our commitment

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

Our service standards…

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

What you can expect from us

We will:
•  Take your complaint seriously
•  Investigate your complaint thoroughly, quickly and fairly
•   Give you the name and phone number of the officer who will be 

dealing with your complaint
•  Tell you how long the investigation will take
•  Keep any information you give us confidential
•   Apologise if we have done something wrong and tell you what 

we are going to do to put things right.



How to make a complaint or send a compliment

There are many ways you get in touch with us to make a complaint 
or to tell us what we have done well.

•  You can use the form and envelope enclosed with this booklet
•   You can speak to a member of staff at your local 

Neighbourhood Office
•   You can phone us on 020 8356 5022 if you need help in 

completing the form
•  You can fax us on 020 8356 5091
•   You can send an email to 

housing.complaints@hackneyhomes.org.uk
•   You can complete an online complaints form at 

www.hackneyhomes.org.uk
•   If you have hearing difficulties, you can phone our minicom 

number on 020 8356 2813 or 18001 02083 565022 to use the 
Typetalk service

•   You can send a letter to:
Complaints Team
Hackney Homes
136-142 Lower Clapton Road
London, E5 0QD

You may also want to ask for help from your local Councillor, 
a voluntary agency or a friend or relative. You can get a list 
of Councillors’ names and surgery times from the Council 
call centre on 020 8356 3000 or from the Council’s website 
www.hackney.gov.uk
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Complaints 3 Step Procedure

Stage 1

Your complaint will be investigated by the service area best placed 
to resolve the matter.

We will write to you within 3 working days to let you know we have 
received your complaint. We will tell you who is dealing with your 
complaint and the date by which you should expect a response. 

We aim to give you a full response within 15 working days. If there 
are any reasons why this will not be possible we will contact you 
and give you a new date for our response.

Stage 2

If you are not happy with the outcome at Stage 1, you can take 
the matter further. At Stage 2 your complaint will be investigated 
by a Principal Complaints Officer from Hackney Homes Housing 
Complaints Team.  We will include details of how to do this in your 
Stage 1 response.

We will write to you within 3 working days to let you know we have 
received your complaint. We will tell you who is dealing with your 
complaint and the date by which you should expect a response. 

We aim to give you a full response within 15 working days. If there 
are any reasons why this will not be possible we will contact you 
and give you a new date for our response.



Stage 3

If you are still not happy after the Stage 2 investigation you 
can ask for your complaint to be considered by the Standards 
and Complaints Team who are part of the Customer & 
Corporate Service in Hackney Council, who will carry out an 
independent review. We will include details of how to do this 
in your Stage 2 response.

They will acknowledge receipt of your complaint within 3 
working days.

They will tell you who is dealing with your complaint and the date 
by which you should expect a response. They aim to give you a full 
response within 20 working days.

There are some service areas which may be outside the 
responsibility of our Complaints Policy. These might include 
parking ticket disputes, planning application appeals,  
Housing Benefits appeals and Legal Disrepair issues.

Additionally some service areas may run their own 
arbitration or mediation services which may have a bearing 
on part of the Complaints Procedure.
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The Ombudsman

The Local Government Ombudsman is an independent national 
service which investigates complaints against Councils and 
companies such as Hackney Homes. You can complain to the 
ombudsman at anytime. However your complaint may be referred 
back to us if it has not been through our complaints procedure.

You can contact the Local Government Ombudsman at:

Local Government Ombudsman
PO Box 4771
Coventry
CV4 0EH
Phone: 0845 602 1983
Fax: 024 7682 0001
Email: advice@lgo.org.uk
Website: www.lgo.org.uk



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
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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 0HL
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



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
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