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If you phone us, we will:

• answer the phone within 
10 rings;

• tell you who you are
speaking to;

• be polite (and we also expect
you to be polite to us);

• be available on the phones
between 9am and 5pm,
Monday to Friday;

• deal with your enquiry there
and then, if we can;

• put you through to someone
who can help, if the first
person you speak to is not
able to deal with your enquiry
(if there is no-one available to
help you, we will arrange for
someone to call you back
within one working day);

• check our voicemails each
day, and phone you back
within one working day if you
have left a message; and

• arrange for a translator, 
if you ask us to.

If you write to us or send us
an email, we will:

• let you know, within two
working days, that we have
received it;

• send you a full response
within 10 working days 
(if we need to look into the
matter further, we will send
you a letter within eight
working days explaining why
and when you will receive 
a full response);

• write in plain English;

• arrange for a translation 
if you need one; and

• have the name and contact
number of the person who 
is dealing with your enquiry
printed clearly on the reply.

When you contact us, you can expect the following service.

“Diverse communities – one vision”



When you visit the office,
we will:

• provide suitable access for
everyone;

• be open between 9am and
5pm, Monday to Friday
(except public holidays);

• make sure our reception
area is clean and tidy;

• be polite and helpful and
treat you with respect (and
we also expect you to be
polite to us);

• make sure all our staff wear
identification badges;

• arrange for a translator, 
if you ask us to;

• have a private room available
for you to talk to us in;

• greet you when you arrive,
or within five minutes if our
customer service team is
busy; and

• arrange for a member of
staff to see you within 10
minutes if you do not have 
an appointment. If they can’t
answer your query, we will
make an appointment for 
you to come back.

When we visit you in your
home, we will:

• visit you at home within 
10 working days if you have
asked us to;

• always wear identification;

• call at a reasonable time 
of day (9am to 5pm, Monday
to Friday), unless we have
arranged a specific appointment
with you;

• give you warning beforehand
if we are not able to keep an
appointment with you, and
rearrange a convenient time
as soon as possible;

• give you the opportunity to
see a member of staff who is
the same sex as you, if you ask;

• always confirm any
agreements or arrangements
we have made with you;

• be polite and respectful at
all times; and

• be sensitive to the different
lifestyles of all our residents.

It is important that you 
let us know if your contact 
details change. 



Gateway Housing Association
409-413 Mile End Road, London, E3 4PB 
Residents: 020 8709 4300
General enquiries: 020 8909 4409 
Fax: 020 8709 4400 
Email: enquiries@gatewayhousing.org.uk
www.gatewayhousing.org.uk
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This leaflet gives you information on the services we will provide to you.
The leaflet does not affect your rights as set out in your tenancy agreement.
Thank you to all the residents who helped to produce this leaflet.


