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COMPLAINTS POLICY 

 
Policy Statement 
 
A clear and well-publicized Complaints Policy can have many positive effects.  Areas of 
weakness in service can be highlighted and then dealt with. 
 
The aim of this policy is to be straightforward, responsive and effective.  Complaints are 
welcome as a positive force for change and continual improvement. 
 
It is important to remember that the objective of the exercise is to put right unsatisfactory 
situations increasing the mutual understanding of staff, residents an volunteers of our 
respective rights and responsibilities, and resolve issues before they escalate.  Residents 
must be made aware of the level of service they can expect, and they must be able to 
expect the YWCA to receive any complaint with respect, to be taken seriously, and to be 
guaranteed a full reply, even where the complaint is not upheld.   
 
A complaints log is in operation, and the Board of Directors will monitor the complaints 
received and the effectiveness of the procedure. 
 
Referrals have the right to complain regarding a decision on acceptance, and also to know 
the reasons for refusal. 
 
Confidentiality 
 
Care must be taken to maintain confidentiality of the complaint between the complainant 
and the person to whom it is addressed.  The complainant should be informed if it is 
necessary to discuss the details with someone else as part of the investigation.  Similarly, 
staff have the protection of confidentiality if a complaint results in specific action being 
taken, or in extreme disciplinary cases.  In such circumstances, a “full reply” to the 
complainant would not detail the action taken, but would say that action has been taken. 
 
Access to the policy 
 
It is essential that this policy be publicized.  It has been produced in a form which is “user 
friendly” and which can be handed directly to people and put up as a poster, and that the 
tenancy agreements refer to the Complaints Policy. 
 
The policy has also been designed to encourage rather than hinder its use, e.g. by 
allowing an initial verbal approach, by providing standard complaint forms which are 
made freely available, and by allowing assistance with complaints. 
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THE PROCEDURE FOR COMPLAINTS 
 

Complainant can bring a friend 
 

o Talk it over with a member of staff 
Staff are the first port of call for sorting out day-to-day problems.  If the matter 
cannot be resolved, a formal complaint to the Manager can then be made in 
writing, which staff may assist. 

 
o Board of Directors 

A written approach to the Chair of the Board of Directors and a target response 
time is specified.  An investigation must be carried out, and a response given 
within 8 weeks. 

 
o Appealing Further 

Write to Chevin Housing Group or Rotherham Supporting People Team 
 
Any complainant also has the right to go to the Independent Housing 
Ombudsman, the Housing Corporation or National Federation of Housing 
Associations, in addition to local sources such as Citizens Advice Bureau, Law 
Centres etc. 

 
Your right to complain 
 
The YWCA welcomes your comments on the services it provides.  We are managing 
agents of a registered housing association, which means we are required to meet high 
standards.  Looking after you home is a complicated business, however, and sometimes 
things are bound to go wrong.  If they do, you can make a complaint and we will try and 
put things right. 
 

o Who can complain 
All residents even if you’re only staying for a short time. 
 
Ex-residents if you want to complain about something that happened while you 
were with us, if that was less than two years ago. 
 
Applicants if you are unhappy about the treatment of your application or a 
decision made about it 

 
What is a complaint? 
 
Any form of dissatisfaction with the good service you are entitled to, 
 
E.g. - failure to fulfill our legal obligations to you 

- Failure to achieve acceptable standards in our services 
- Dissatisfaction with the way you have been treated 
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- Dissatisfaction with decisions that affect you 
 
A way of letting us know if we have been unfair, or made a mistake – so that we can stop 
it happening in the future. 
 
 
Know your rights 
 
We have to tell you about our policies – what we do if you get into rent arrears, how we 
allocate accommodation, how we protect your confidentiality, and so on.  Ask project 
staff to explain what these are if you are not sure.  Remember that every resident is 
entitled to the standard of service in the Tenant’s Guarantee, even if you are not a tenant.  
This booklet will tell you what you can expect from us.  In some cases, if we have not 
provided something we should have, you may be entitled to compensation. 
 
Making a complaint Step by Step 
 

1.  Talk it over with a member of staff 
Most day-to-day problems can be sorted out quickly and simply this way.  You do not 
have to make a written statement.  If you want to make a formal complaint, however, 
there are standard complaints forms you can use to record the details. 
 
If you are not sure whether you want to make a complaint, or if you would like help 
filling in the form, the staff can help you. 
 
2. Contact the Board of Directors 
If you are already sure you want to make a formal complaint, or if it is about a 
member of staff and you would rather not discuss it with them, you should contact the 
project Manager or Deputy Project Manager of the service. This is: 
 
Project Manager – Janine Egan 
Deputy Project Manager – Kate Taylor 
 
If your complaint is about either of these people, you can direct your complaint to the 
Chief Executive of the Sheffield YWCA: 
 
Ms Tracy Guest, c/o Sheffield YWCA, 11 Fleming Gardens, Flanderwell, Rotherham 
S66 2EY.  
 
Alternatively, you can contact the Board of Directors. This group of people is 
responsible for the management of your home. 
 
The person on the Board of Directors who deals with complaint is: 
Ms Jean Gregory (Chairman), she is available C/O YWCA. 
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You can write to either of these people using a complaints form, or you can telephone 
them to discuss the problem or arrange to meet and talk it over.  You will get an 
acknowledgement of your complaint within 7 days.  The Chief executive or Board of 
Directors will then investigate your complaint and send you an explanation of what is 
to be done about it, within 8 weeks. 
 

South Yorkshire Housing Association 
 
If however, you are not satisfied with the Chief executive or the Board of Directors 
decision, or the way they treated your complaint, and the complaint is in relation to a 
housing issue you can appeal.  If you have not already done so, you should put your 
complaint in writing, using a complaint form, and send it to:  
 
South Yorkshire Housing Association 
43 – 47 Wellington Street, 
Sheffield, 
South Yorkshire 
S1 4HF 
 
Or 
 
Chevin Housing Association LTD 
Harrison Street, 
Wakefield, 
West Yorkshire, 
WF1 1PS 
 
You will again receive an acknowledgement within 7 days, and considered reply within 
28 days. 
 
Supporting People 
 
If you have a complaint regarding the support you are receiving you can make a 
complaint to Supporting People. A copy of the Supporting People Complaints Procedure 
is located in the Residents starter pack and available from the office. Residents can also 
put their complaints in writing and send it to: 
 
Supporting People, 
Jonathon Cope 
Supporting People Team 
Barclay Court 
Heavens Walk 
Doncaster 
DN4 5HZ 
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Once Supporting People have received the complaint they will liaise with the project to 
resolve the complaint within 5 days. 
 
 
Getting help with your complaint 
 
A friend or advisor may help you at any stage.  At any time in the progress of your 
complaint you can talk to an advice agency to help you.  The staff at your project will be 
able to tell you where the nearest offices are.  Useful places might be Citizens Advice 
Bureau, Housing Aid Centres or Law Centers.  You can also ask advice workers to 
pursue your complaint on your behalf – the YWCA will treat them in exactly the same 
way as if it was you. 
 
You also have the right to complain to the Independent Housing Ombudsman if you feel 
the YWCA has not fulfilled its obligations to you.  Leaflets on how to do this are 
available from staff.  Forms are available for making a complaint to the Ombudsman, 
which you then send to: 
 
The Independent Ombudsman Service 
Norman House 
105 – 109 Strand 
London WCRR 0AA 
 
Usually the Ombudsman will ask you to follow the Sheffield YWCA and SYHA 
Complaints procedure before he will investigate. 
 
 
 

LET US KNOW IF SOMETHING IS WRONG! 
 

We can’t put things right unless we know about them.  Help us keep your home a 
happy one! 

 


