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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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GUJARATI:

HINDI:

MNDARIN:

POLISH:

PUNJABI:

TURKISH:

 



We are committed to being Medway’s leading affordable housing 
provider transforming the lives of people living in our homes and  
the communities we serve.
Our Resident Engagement Guarantee is based on the things that you have told us are 
important. Resident Engagement provides an opportunity for you to be at the heart of 
our work and be involved in all areas of improving our service. This is our commitment 
to you and we want to tell you how we are going to deliver it.

Our Guarantee to You
• �Whether you are moving into an mhs homes property for the first time or are an 

existing customer we will offer you the chance to take part in activities or events  
that can improve our service to you

• �Resident Engagement activities will take place in locations that are convenient 
for you 

• �We will offer you specialist areas to get involved in that are of interest to you

• �We will record how you prefer to be contacted so that we continually get it right 
for you

• �We will update our Involvement page on our website on a monthly basis to include 
news and events about Resident Engagement

• �We will keep up to date results in the “You Said, We Did” column in the mhs homes 
customer newsletter so you can see the progress of your suggestions. If we cannot 
act on your suggestion then we will be honest and explain why 

• �We will ensure that all Resident Engagement activities are accessible for all 
customers, however where appropriate we will develop specialist engagement 
options for specific customer groups

If you attend engagement groups we guarantee
• �To pay your reasonable travel expenses

• To pay your care expenses (if applicable) 

• To offer regular training to increase your confidence to have your say and be heard

• �We will provide additional services for customers who have specific requirements for 
example translation and interpretation services

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

For more information please contact:
Service Improvement Team
mhs homes, Broadside, Leviathan Way, Chatham, Kent ME4 4LL
Tel: 01634 354099

Or contact by email on: service.improvement@mhs.org.uk
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