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If we do not keep to these guarantees or you are dissatisfied with the way in which  
you have been treated, please contact us by phone, in person or by completing  
a Compliments, Comments and Complaints form in our ‘Your Views’ leaflet.  
We will respond to your complaint within 10 working days.

If you would like this document in another language or format or if you require the services of 
an interpreter, please contact us. 
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HINDI:

MNDARIN:

POLISH:

PUNJABI:

TURKISH:

 



Our commitment to our customers
Our commitment is to be Medway’s leading affordable housing provider transforming 
the lives of people living in our homes and the communities we serve.

Our customer service guarantee is based on the things that you have told us are 
important and we want to tell you how we are going to deliver it.

• We are committed to providing services which meet your needs 
• We are committed to supporting the communities we work in
• We are committed to listening to you

mhs homes is determined to provide you with the highest standards of 
customer service.

Staff will:
• Be courteous and helpful 

• Listen to you and make every effort to help

• Not discriminate nor permit discrimination against anyone

• Encourage you to comment on our services

• Identify themselves by wearing name badges

• Provide information in clear and simple terms

• Investigate any complaint made about our services

When you telephone mhs homes:
• Staff will answer your call within six rings and resolve your enquiry on your first call 

• �If your call needs to be transferred to another member of staff, the customer service 
advisor will tell you who you are being connected to before you are transferred

When you visit mhs homes:
• We will greet you within five minutes of your arrival 

• �Ensure you wait no longer than ten minutes to see someone who can assist 
you if you do not have an appointment

• Provide an interview room for you to discuss your confidential issues

When you send a letter or email:
• �You will receive a full response to your enquiry within 10 working days. In the 

case of a more complex enquiry, we will advise immediately if a longer response 
time is needed 

• We will resolve customer complaints fairly, consistently and promptly

• �We will publish quarterly the most common types of complaints and how 
we resolved them

To ensure that our commitments stay relevant, they will be reviewed  
by a customer panel every year. 
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