
Don’t forget 
properties will not  

be offered to you if you are in 
rent arrears and there is no 
arrangement to repay them.

If you need help and advice with your rent 
arrears we want to hear from you, call the 
number below and ask 
for the Rent Arrears 
Team. However 
complicated your 
problems are we 
can give you 
advice. We will 
try to make an
arrangement 
with you to repay 
any money you owe 
by weekly installments.

If you want help with managing 
your money or dealing with debts 
we have Money Advisers that can 
help you.

Call us for copies of our leaflets
“Sorting out your rent arrears” and
“Money Advice”.

For the Rent Arrears Team 
or for Money Advice call: 

020 7364 7474
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We are very pleased to report
that we have just been awarded
the Customer Service Excellence
Award (CSE). The CSE is a
government run scheme to 
promote high standards of 
customer care. We did well 
in many areas and scored 
especially highly for our 
willingness to open up our 
service to scrutiny.  

The report also indicated
some areas for improvement,
these include how we report
and monitor informal com-
plaints and what choice we 
give clients in how they can
contact us. We have already
begun work on both of these
issues, the Feedback article

(page 3) explains how we 
propose to monitor informal
complaints, and we are looking
into the use of text as a way
to communicate with clients.

We have worked hard and 
a lot has been accomplished, 
but we are not standing still
and will continue to listen to
our clients in order to build 
the sort of service that meets
their needs.  

Help us by coming to the
Homeless Service Users Panel
where you can give us your
views and comments, for details
call Carol on 020 7364 7431.

Award for 
customer care
Homeless Services receive award for customer care

Don’t bury your head in the sand!
Is your rent account in order? Are you in arrears?

Bengali Notes

• IJoJPhr TJPZ I˙J~L WPrr KjPhtKvTJr (VJAc aá ßaŒrJKr FqJPTJPoJPcvJj)
FTKa jfáj xÄÛre IJPZ ßpKaPf IPjT èÀfôkNet fgq ßh~J IJPZ, IJkjJr TKkr
\jq 020 7364 7474 jJ’JPr ßlJj TÀj

• ßVJkjL~fJ rãJ TrJ èÀfôkNet, pKh IJkKj IJoJPhr xJPg ßhUJ TPrj FmÄ
ßTJj k´JAPna \J~VJ~ ßhUJ TrPf YJj fJyPu h~J TPr ßxKa YJj FmÄ IJorJ
KjKÁ~A ßxKar IJP~J\j TrmÇ

• IJkKj KT ßâKca ACKj~Pjr jJo ÊPjPZj, pKh IJkjJr UJrJk ßâKca ßrTct
gJPT fJyPu fJrJ IJkjJPT IJKgtT ßxmJ kh́Jj TrPf kJrPm FmÄ F\jq fJrJ
IJkjJr ßâKca AKfyJx KmPmYjJ TrPm jJ, IJPrJ \JjPf yPu
020 7729 9218 jJ’JPr ßlJj TÀjÇ

FOR LARGE PRINT, 
AUDIO, BRAILLE, 
OR ANY 
TRANSLATION CALL
020 7364 7479020 7364 7479

Carol Johnson, In Touch, 
Albert Jacob House, 62 Roman Road,
Bethnal Green, London E2 0PG

Telephone: 020 7364 7431
e-mail: quality@towerhamlets.gov.uk
website: www.towerhamlets.gov.uk

Office Opening times 9.30am to 4pm

CONTACT DETAILS

Some of the
Homeless and
Housing Advice
Team

Our rent deposit
scheme can 
rehouse you
speedily to a
property of 
your choice, 
for details call
020 7364 7474



Temporary    
accommodation
Your questions answered

The Temporary Accomm-
odation Team have launched
their new 12 page guide to
temporary accommodation.
The guide will be issued to
everyone as they move into 
temporary accommodation.
If you are already in TA and
would like a copy, just call
020 7364 7474 and a copy
will be sent to you.

The information includes: 
• who to call for repairs
• what you are expected 

to pay for
• what to do if you want 

to go away
• what to do if there are 

changes to your house-
hold 

• plus information on many
other issues  

We hope you find the guide
helpful, if you have any 
comments or ideas on what
else we could include in the
guide please let us know.  

We are the first service in
Tower Hamlets to have an 
on screen process to capture
your comments, compli-
ments and informal com-
plaints. We want to make
sure all your feedback is
recorded so we can monitor
what we do well and where
we need to do better. 

The system that deals with
formal complaints remains
exactly the same, our new
system is only designed to 
pick up all the smaller grum-
bles and concerns that are 

important but often do 
not merit making a formal
complaint.  

What we have found is
that clients often don’t want
to go to the bother of com-
pleting a form or writing a
letter, so now just by telling
an officer what concerns
them face to face or over the
phone their concern can be
registered in minutes, then
dealt with and monitored. 

Look out for the first
Feedback Report in the 
next issue of In Touch.

We are ready for
YOUR feedback

Poor 
credit 
history?
The Credit Union 
can still 
help you

The Credit 
Union is a 
financial 
co-operative owned and run
by its members, people like
you, and there are no outside
shareholders who need to be
paid from the profits.
Members are encouraged to
save and if you need to apply

for a loan your credit history
will not be held against you
in the same way as it is with
the mainstream banks.

Why not save for the
day you move to a 
permanent home?
Many people in temporary 
accommodation will eventu-
ally move to a permanent
home, this may be years 
away for many readers, and 
is bound to mean extra
expense. Consider planning
for the cost of the move and
the new things you may need
to buy. A good way to do this 
would be to open a Credit 
Union account and save a
small amount every month.

How to join: 
To join Tower Hamlets  
Community Credit Union 
go to the website at
www.thccu.co.uk 
or call 020 7729 9218

Next month we will be
sending out our Annual
Client’s Survey. As usual
there will be a prize draw
of £250 for all returned
forms, so it’s well worth
completing your one
and sending it in. 

What sort of 
questions would 
you like to see in 
the survey? 

What do you 
think we should 
be asking?

If you have any
ideas please let us
know by calling Carol 
on 020 7364 7431 or email 
quality@towerhamlets.gov.uk

What would you like to see 
in the Clients Survey 2009?

Homeless Service
Users Panel 
– a members story

“When I first received the letter
from the Quality Team of the
Homeless Service inviting me
to join the Homeless Service
Users Panel without hesitation
I said yes. I was delighted and
excited to do it and discuss
with the Quality Team ways 
in which the Homeless Service

can improve as it is such a
vital service to people from all 
walks of life.

I have seen the new facilities
and visited it, and I would be
proud to work there. The glass
windows between officer and
client are removed so that the
client can feel more comfort-
able and relaxed while speak-
ing. Facilities for clients with
children improved as is time
waiting to be seen by an 
officer.

In closing I can say I felt
appreciated by those I met at
the meetings. I have worked
with some wonderful people
over the years on the panel.

Thanks to the Quality Team
for inviting me to be a part
of the Panel, you are doing 
a great job, I hope you have
many more years of success.”
Darcus.

CONFIDENTIALITY 
MATTERS

Fast, easy 
access to 
your money
24/7
Even with 
credit
problems
Everyone can get a 
VISA Debit/Cash Card 
with our Current Account

www.thccu.co.uk

Tower Hamlets 
Community Credit Union
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The Homeless & Housing Advice Service

is working to improve our services to you.

This needs to be based on feedback and

comments from you, our customers.
This is your chance to tell us how you feel

about our services and help us to shape the

future of what we do. We would be grateful if

you could take a few minutes to complete this
survey.All forms, with contact details completed, will

be entered into a prize draw and you could
win £250!The deadline for the return of completed

surveys is Monday 21st July 2008 .
If you need help in completing this survey or

have any questions or translation

requirements, please contact us on
020 7364 7431.

1. When you visit us
Q1 Have you visited the Homeless &

Housing Advice Service in the last 12

months?
Yes...................No .................... Go to Q6

Q2 Did you feel that you were treated in a

polite and friendly way?Yes..................................................
No ...................................................Q3 Do you feel that the officers you saw

understood your situation?Yes..................................................
No ...................................................Q4 Overall, how satisfied were you with

our Reception and waiting area?
Receptionsatisfaction

4
(best) 3

2 1
(worst)

Q5 Please tell us ONE thing we can do to

improve our Reception and waiting

area:

2. When you telephone us
Q6 Have you telephoned the Homeless &

Housing Advice Service in the last 12

months?
Yes...................No .................... Go to Q13

Q7 How well do we do at answering your

calls quickly?

Telephoneansweringsatisfaction

4
(best) 3

2 1
(worst)

Q8 What happened the last time you
called? (please tick one box)

The officer you spoke to helped
with your enquiry .............................
The officer you spoke to referred
you to another section.....................
The officer arranged for someone
to ring you back...............................
None of the above...........................Q9 Did your feel your call was handled in

a polite and helpful way? (Please tick

one box)
Polite and helpful.............................
Polite ...............................................
Helpful .............................................
Neither polite nor helpful .................

Page:1Page:1

The Homeless & Housing Advice Service

is working to improve our services to you.

This needs to be based on feedback and

comments from you, our customers.
This is your chance to tell us how you feel

about our services and help us to shape the

future of what we do. We would be grateful if

you could take a few minutes to complete this
survey.All forms, with contact details completed, will

be entered into a prize draw and you could
win £250!The deadline for the return of completed

surveys is Monday 21st July 2008 .
If you need help in completing this survey or

have any questions or translation

requirements, please contact us on
020 7364 7431.

1. When you visit us
Q1 Have you visited the Homeless &

Housing Advice Service in the last 12

months?
Yes...................No .................... Go to Q6

Q2 Did you feel that you were treated in a

polite and friendly way?Yes..................................................
No ...................................................Q3 Do you feel that the officers you saw

understood your situation?Yes..................................................
No ...................................................Q4 Overall, how satisfied were you with

our Reception and waiting area?
Receptionsatisfaction

4
(best) 3

2 1
(worst)

Q5 Please tell us ONE thing we can do to

improve our Reception and waiting

area:

2. When you telephone us
Q6 Have you telephoned the Homeless &

Housing Advice Service in the last 12

months?
Yes...................No .................... Go to Q13

Q7 How well do we do at answering your

calls quickly?

Telephoneansweringsatisfaction

4
(best) 3

2 1
(worst)

Q8 What happened the last time you
called? (please tick one box)

The officer you spoke to helped
with your enquiry .............................
The officer you spoke to referred
you to another section.....................
The officer arranged for someone
to ring you back...............................
None of the above...........................Q9 Did your feel your call was handled in

a polite and helpful way? (Please tick

one box)
Polite and helpful.............................
Polite ...............................................
Helpful .............................................
Neither polite nor helpful .................

In our reception some of
our interview spaces are
open booths where staff
can see clients speedily.

If you visit us and want 
to be seen in a closed 
area please tell the officer,
they will be happy to
move to a more private
location. You might also
want to tell the reception-
ist when you book in that
you want a private room, 
it may mean you will 
have to wait a little 
longer but your request
will be honoured.


