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Visual identity guidelines Brand assets

Scale and space

Itis important that the brand mark is always
well positioned and the mark should always be
placed within an area of clear space.

Giving the logo space
Use the "W as a basis for establishing the
spacing of the logo when placing it near any
other elements or the edge of a page.

Minimum size
For legibility and effectiveness, the logo needs
to be shown above a certain size.

When on screen, the logo should be no smaller
than 80px in length.

When printed the logo should be no smaller
than 25mm in length.

Logo in context

Logo spacing guide
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Compliments & Complaints
We aim to give excellent customer service.  This leaflet explains how you can help to give us the feedback we need. 

Compliments 

We like to hear when you are pleased with our services as it helps us to identify what works well for our customers. This can be as important as bad news when it comes to improving services.  If you would like to pay us a compliment you can tell us online, or by email, phone or letter. 

What should I do if there is a problem? 

Many issues of concern can be resolved quickly and easily by contacting your Estate Manager or Sheltered Scheme Manager.  Useful contact details are provided on the back of this leaflet.  

You can also contact head office and depending on the issue, we will try to resolve this for you as quickly as we can.

Complaints 

If you are still dissatisfied having tried to resolve the issue as suggested above, you can make an ‘official complaint’ if you think that we have:
· failed to provide a service or achieve stated standards of service

· failed to fulfil our responsibilities or carry out a policy
· acted with bias or discrimination 
· failed to consider relevant factors when implementing a decision

If you disagree with or refuse to accept a service standard, rule or stated policy of IDS it will not be recognised as a complaint. 

We will be unable to accept a complaint if your behaviour is unreasonable eg if you threaten, verbally abuse or attack our staff.
How should a complaint be raised with us? 

You can contact us in person at your estate office or at head office, by telephone, letter, email or online via www.ids.org.uk.  We will ask you to complete our complaints form available online or from our offices. We can also send you a copy by email or by post. 

We will ask you to provide full details of what has happened and how you would like us to resolve the complaint.
Please let us know if you need any assistance with completing the form or would like an interpreter.  We can also provide the form in a suitable format if you are visually impaired. 
You may want to have some independent help, usually available from an advice centre. Talking about the problem with your friends or family may also be useful. 

How will we handle your complaint? 

We will contact you by your preferred method within 3 working days to acknowledge receiving your complaint. Our target is to provide you with a full response within 10 working days.      

If your complaint cannot be resolved straight away, we will write explaining that your complaint is being investigated. We may need to interview you and if we need more time or information from you, we will let you know.  Your complaint will be treated in the strictest confidence at all times.  

What if I’m not satisfied with your response?  
We hope that you will be satisfied with our response but if not, let us know why and what you would like to happen.   
Your complaint will then be reviewed by a member of the Senior Management Team and you will receive a response within 21 working days.  
If you are still dissatisfied after the review, you can ask for the complaint to be referred to a Complaints Panel which will look at the case and how it has been handled.  The Panel will consist of a member of the Executive Team not previously involved with your case and one or more members of the Tenant Forum and be convened within one calendar month.  You will have the opportunity to attend the Panel hearing and to present your case.  
Feedback

We hope that we will be able to resolve your complaint and you will be satisfied with our response.  We send feedback forms and this information is very important to us as this helps us to improve how we provide our services and deal with complaints.
How do I obtain a copy of the Complaints Policy?

A copy of the Complaints Policy can be obtained from your estate or from head office or you can download it directly from www.ids.org.uk
Further action

If, after following IDS’ complaints procedure you remain dissatisfied, you can take your complaint to the Housing Ombudsman Service or the Regulator of Social Housing. 

Housing Ombudsman Service

Exchange Tower, Harbour Exchange Square, London E14 9GE

Tel:
 
0300 111 3000

Email:

info@housing-ombudsman.org.uk
Website:
www.housing-ombudsman.org.uk
Regulator of Social Housing 
Fry Building, 2 Marsham Street, London SW1P 4DF 

Tel: 
0300 124 5225
Email: 
enquiries@rsh.gov.uk
Web: www.gov.uk/guidance/about-the-regulator-of-social-housing
Useful contacts – IDS estate and Sheltered Scheme Offices
Ajex House 

020 8802 3348
07415 283 769   ajx@ids.org.uk
Charlotte Court & Abraham Cohen Court  

020 8518 6416
07507 150 034   cc@ids.org.uk
Clifford Lawton House  

020 7729 6516
07415 283 386   jdalziel@ids.org.uk
Coronation Avenue, Imperial Avenue & Nathaniel Court

020 7923 9676    
07977 277 008   cgibson@ids.org.uk
Evelina Mansions & Leslie Prince Court 

020 7703 2433    
07977 277 011   rkasabi@ids.org.uk
Evelyn Court & Gabriel House

020 7254 2210    
07977 277 009   rcousins@ids.org.uk
Navarino Mansions & Hackney Housing Co-op    
020 7923 0745    
07922 141 675   ddonovan@ids.org.uk
Navarino Mansions sheltered scheme 

020 7923 3350
 07507159 658   merle@ids.org.uk
Stepney Green Court, Mocatta House & Rebecca House  
020 7790 3755    
07977 277 011   rkasabi@ids.org.uk
Stepney Green Court sheltered scheme

020 7790 5206
07415 283 386    jdalziel@ids.org.uk
If your address is not shown above, please contact head office
IDS head office 

1st floor Anna House, 214-218 High Road, London N15 4NP

020 8800 9606
housing@ids.org.uk    www.ids.org.uk
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