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1. Introduction 
South Essex Homes is committed to resident involvement, consultation and 
feedback. The Decent Homes appeals policy will provide residents with a clear 
mechanism to query decisions on improvements to their properties and ensure 
accurate data is stored by South Essex Homes. 

2. General Policy Statement 
It is the policy of South Essex Homes to make the process of appeal for Decent 
Homes works clear and fair to all residents.  

Funding is available to South Essex Homes to invest in Decent Homes work on an 
annual basis. Properties in most need of works are targeted using survey data 
stored within a computer system. Residents can appeal to South Essex Homes to 
escalate the priority of the works to their home which will be checked against 
current records. If insufficient data exists the property will be surveyed and the new 
information fed back to the asset manager. 

3. Aims 
It is the aim of South Essex Homes to allow all residents the opportunity to have 
access to Decent Homes works where required. In addition the policy 
demonstrates that the Decent Homes work allocation process is fair and 
reasonable to all residents and does not disadvantage any person or 
representative group. Accuracy of the data stored by South Essex Homes on 
properties under management will also be improved. 

The policy applies where either: 

1. A resident or representative group believe a particular property or group of 
properties should have received Decent Homes works that are not currently 
in the programme. 

OR 

2. A resident or representative group believe a particular property or group of 
properties should receive Decent Home works earlier than planned. 

4. Procedure 
 Residents, resident representatives, Ward Councillors, MP’s etc, acting on behalf 

of residents who wish to make an appeal for Decent Homes works for individual 
or groups of properties must do so in writing or verbally to the asset manager. 
The communication must specify the property address/es and type of works that 
are required.  

 The asset manager will respond to the enquiry with a standard letter that will 
notify the resident the appeal has been logged within 5 working days. 

 Data records for the property/ies will be checked internally, if insufficient data is 
available a survey will be arranged and records updated. 

 Once clear accurate data is available the asset manager will make a decision on 
the priority of the works according to the Decent Homes criteria. 
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 The outcome of the appeal will be notified to the resident in writing by the asset 
manager.  

 If the appeal is successful the works will be scheduled into the programme of 
works through the programme delivery team. The resident/representative will be 
notified, in writing, of the works that are to be carried out and given a broad 
timescale. Contractors will contact residents directly with specific details. 

 If the appeal is unsuccessful the resident/representative will be notified in writing 
and given a reason for the refusal by the asset manager within 15 working days. 
This will be based on the Decent Homes criteria assessment and the funding 
available.   

 Details of the Decent Homes criteria can be found at:  
www.southessexhomes.co.uk under the ‘Decent Homes and Asset Management’ 
section of the website. 

Appendix A (Page 8) contains a flowchart mapping out the full South Essex Homes 
procedure. 

5. Appeals Decisions and Reviews. 
 

Should a resident disagree with a decision with regard to works they feel are 
required under the decent homes criteria, they can contact the South Essex Homes 
asset manager detailing the reason for their disagreement with the decision, and to 
seek a review.  

Reviews will be considered independently by the Reinvestment Panel. The resident 
will be informed of the Panels’ decision, on the review application, in writing within 
5 days of the Panel meeting. 

No further review applications will be considered for the same issue within 12 
months of the original review request.   

The Reinvestment Panel will be provided with details at each meeting of appeals 
received and the decision on each appeal. The Panel may scrutinise any individual 
decision.  

6. Training of staff 
Staff responsible for logging the appeals will be trained on the ‘Enquiry’ system in 
use by the asset management team. Other relevant training will be undertaken 
where necessary. 

7. Responsibility 
Assistant Asset Management Officer 

 Keep records of appeals up to date 

 Notify resident the appeal has been logged 

 Check data held is sufficient to make a valid assessment 

 Notify surveyor if additional data is required 

 Give asset manager sufficient information to make a valid assessment 

http://www.southessexhomes.co.uk/
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 Notify resident of the result of the appeal 

Asset Surveyor  

 Carry out and schedule the necessary surveys 

Asset Manager 

 Ensure policy is adhered to 

 Assess whether the appeal is successful or unsuccessful 

 Notify assistant asset management officer of the result 

8. Equality and Diversity 
While this policy is clear and transparent, it is accepted that the basis of some of 
the appeals may be due to resident disability or social reasons. On these occasions 
the asset manager in conjunction with the Director of Property Services will review 
the appeal and where appropriate either include works due to the exceptional 
circumstances, refer to an external agency or confirm the appeal was unsuccessful.  

South Essex Homes aspires to ensure that its residents build strong, proud 
communities, develop shared values, a sense of belonging to their neighbourhood. 

South Essex Homes is fully committed to the promotion of equality of opportunity 
and aims to provide accessible services in ways that are fair and accountable.  We 
also aim to meet resident’s needs as far as possible and in doing so welcomes and 
values the diversity of the communities that it serves. 

South Essex Homes recognises that many groups and individuals may experience 
disadvantage because of their race, religion, ethnic origin, gender, age, disability, 
sexual orientation or gender identity and aim to treat all people fairly and with 
respect.  

South Essex Homes fully supports the principle of equality and diversity and firmly 
opposes all forms of unlawful or unfair discrimination. All persons shall have 
equality of opportunity and access and must be treated fairly, impartially and 
consistently in their dealing with South Essex Homes.  South Essex Homes will 
continually review all its procedures and practices to ensure that no individual or 
groups are put at a disadvantage, either directly or indirectly 

 

9. Data Protection Act 
Data regarding the appeal will be held on Southend Borough Council servers in 
accordance with their strict security policies. Tenancy information will not be 
handed to third parties without the express consent of the person concerned. 

10. Review and Monitoring 
This policy will be reviewed in accordance with South Essex Homes standard 
practice.  

Next review date: June 09 
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11. Complaints 
We are committed to improving our services, and one way we can do this is by 
listening when somebody sends us a comment, complaint or compliment. We 
always try to get things right first time, but we appreciate that this might not always 
happen, and your comment, complaint and compliment is valuable to us. 

If you want to tell us what you like about our services, or if you want to say ‘thank 
you’ to us. Or, if you are not happy with the service you have received from South 
Essex Homes please contact us on freephone 0800 833 160.  

12. How to contact us 
South Essex Homes Customer Contact Centre;  

Freephone: 0800 833 160 

Minicom number 0800 833 162 

Email us: customerservices@seh.southend.gov.uk  

Visit us: Central Housing Office, 49 Alexandra Street, Southend on Sea, SS1 1BW.  

Visit our website : www.southessexhomes.co.uk 

mailto:customerservices@seh.southend.gov.uk
http://www.southessexhomes.co.uk/


13. Translation request  
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