
YES COMPLAINTS POLICY WORDING 
STIPULATED IS 
CLEARLY STATED 
INTHE POLICY

YES COMPLAINTS POLICY

THE DISTINCTION IS 
NOTED BY THE TRUSTEES. 
THE POLICY NOTES THEY 
STILL NEEDS TO BE 
MONITORED, ACTIONED 
& REVIEWED 
FURTHERMORE,IT IS 
NOTED WHEN A SERVICE 
REQUEST SHOULD BE 
ESCALATED TO A 
COMPLAINT

AS ABOVE

THIS IS NOTED IN THE 
COMPLAINTS POLICY

YES COMPLAINTS
POLICY



YES

YES

THIS IS IDENTIFIED IN THE 
TERMS OF THE POLICY.

SURVEY FEEDBACK IS ALWAYS 
FOLLOWED UP BY THE 
TRUSTEES TO ESTABLISH 
CONFIDENCE AND A 
REACTIVE ENVIRONMENT 
THAT DEMONSTRATES 
THAT THE SURVEYS ARE 
REVIEWED AND ACTED UPON. 
FULL DETAILS HOW TO RAISE 
A COMPLAINT ARE REFERRED 
TO.

COMPLAINTS POLICY

SURVEY FEEDBACK

COMPLAINTS POLICY 



POLICY INCORPORATES THIS 
AND THE RIGHT TO REFER 
TO THE OMBUDSMAN

YES COMPLAINTS POLICY

YES COMPLAINTS POLICY STATED IN TERMS OF 
THE POLICY



YES COMPLAINTS 
POLICY

YES COMPLAINTS 
POLICY

YES COMPLAINTS 
POLICY

STATED IN THE 
TERMS OF THE 
POLICY

THE POLICY STATES EACH 
COMPLAINT MUST BE 
CONSIDERED ON ITS OWN 
MERITS

EXCEPTIONS  ARE 
IDENTIFIED IN THE POLICY
THE POLICY ALSO
PROVIDES  POWERS OF 
DISCRETION



COMPLAINTS CAN BE MADE 
IN PERSON, TEXT, EMAIL, 
PHONE OR IN WRITING. 
THIS IS IDENTIFIED IN THE 
POLICY. COMPLAINTS CAN 
ALSO BE MADE USING THE 
CONTACT FORM ON THE 
WEBSITE.

COMPLAINTS POLICY 
AND SAFEGUARDING 
POLICY  YES

YES
THIS HAS PROVED TO BE THE 

CASE THROUGH COMMON 
PRACTICE AND BASED ON THE 
SIZE OF
THE CHARITY AND COMMUNITY 
COHESION
ALL STAFF AND TRUSTEES HAVE 
FULL
DETAILS OF THE 
APPOINTED MEMBERS OF THE  
COMPLAINT HANDLING TEAM

SAFEGUARDING 
TRAINING HAS BEEN 
UNDERTKAEN BY ALL 
COMPLAINT HANDLERS. 
ALL RESIDENTS ARE 
VULNERABLE ADULTS.

YES THE  TRUSTEES
ACTIVELY SEEK FEEDBACK FROM THE RESIDENTS 
DURING SOCIAL EVENTS ARRANGED FOR THE 
RESIDENTS  SUCH AS THE
SUMMER PARTY AND CHRISTMAS PARTY. THE TRUSTEES 
ALWAYS WELCOME AREAS OF DISATISSFACTION TO 
LEARN HOW THEY CAN PERFOM BETTER FOR THE 
RESIDENTS WHO ARE THE CHARITIES BENEFICIARIES. 

COMPLAINTS POLICY



YES

YES COMPLAINTS POLICY

COMPLAINTS POLICY

RIGHT OF 
REPRESENTATION. 
THE TRUSTEES 
RECOGNISE AND HAVE 
ADOPTED THIS 
PROCEDURE IN OTHER 
POLICIES THAT 
INDIVIDUALS' MAY 
WISHa FOR 
ASSISTANCE OF THIRD 
PARTIES

YES COMPLAINTS POLICY

ALL EXISTING RESIDENTS HAVE 
BEEN SUPPLIED
 WITH A COPY OF THE POLICY 
AND ARE PROVIDED WITH ]
A NEW POLICY IN THE 
EVENT OF CHANGES. NEW 
RESIDENTS RECEIVE THE 
OMBUDSMAN LEAFLET AND 
COMPLAINTS POLICY 
AS PART OF THE RESIDENT 
INDUCTION PACK. THE 
NATURE OF THE PROPERTIES
 DO NOT ALLOW FOR POSTERS TO 
BE AFFIXED TO THE WALLS

THE POLICY IS ACCESSIBLE 
ON THE WEBSITE AND 
EVERY RESIDENT HAS
 RECEIVED A COPY OF THE 
POLICY PLEASE NOTE 
RESPONSE AT 3. ANY 
CHANGES MADE  TO THE 
COMPLAINTS POLICY ARE 
NOTIFIED  TO THE 
RESIDENTS. THE 
COMPLAINTS POLICY CAN 
BE PROVIDED IN LARGER 
PRINT AND THE TRUSTEES 
ARE WILLIN TO ATTEND IN 
EPRSON TO EXPLAIN THE 
PROVISIONS WHERE 
REQUESTED.

D

YES COMPLAINTS POLICY

STATED  IN POLICY



COMPLAINTS OFFICER 
APPOINTED WHO IS A 
MEMBER OF THE
 TRUSTEE BODY. 
REPORTING OF 
COMPLAINTS WILL BE 
MADE AT TRUSTEES 
MEETINGS AND 
COMPLAINTS WILL APPEAR 
ON EVERY AGENDA EVEN 
WHEN THERE IS NOTHING 
TO REPORT UPON

YES ANDREW YATES 
WHO IS A TRUSTEE 
IS THE APPOINTED 
COMPLAINT 
HANDLING 
OFFICER. HIS 
APPOINTMENT WAS 
APPROVED BY THE 
BOARD OF 
TRUSTEES.
MEMBERS OF THE 
COMPLAINT
HANDLING TEAM 
ENSURE DETAILS OF 
THE COMPLAINT
ARE ADDRESSED IN 
ACCORDANCE 
WITH THE POLICY 
AND REPORTED TO 
THE BOARD OF 
TRUSTEES.

YES

YES
COMPLAINTS APPEAR ON EVERY AGENDA EVEN WHEN 
THERE IS NOTHING TO REPORT
THOSE WHO FORM PART OF THE COMPLAINTS 

THE COMPLAINTS OFFICER 
AS A TRUSTEE HAS FULL
 ACCESS TO ALL CHARITY 
INFORMATION HELD. SPECIFC 
DELEGATION WAS GRANTED 
BY THE BOARD PROVIDING 
THE "CO "WITH AUTONOMY 
TO ACT AS REQUIRED
 TO ADDRESS AND MANAGE 
COMPLAINTS TO STAGE 1 
OUTCOME.

COMPLAINTS POLICY



YES COMPLAINTS 
POLICY

THE CHARITY ONLY HAS 
ONE COMPLAINTS POLICY 
TO COVER ALL ASPECTS OF 
ITS WORK

YES COMPLAINTS POLICY
MOVE TOWARD EARLY 
RESOLUTION. TRUSTEES 
HAVE ALWAYS BEEN KEEN TO  
TAKE
 THIS APPROACH.THIS HAS 
ALWAYS BEEN ADOPTED 
WITHIN THE CULTURE OF 
THE CHARITY.
 CONCILIATION AS FAR AS 
POSSIBLE IS UNDERTAKEN 
CONCILIATION AND EARLY  
RESOLUTION SHALL 
CONTINUE THROUGHOUT 
THE COMPLAINT PROCESS

YES COMPLAINTS POLICY THE POLICY PROVIDES
FOR ATWO STAGE 
PROCESS ALONE.

N/A THE TRUSTEES 
DO NOT UTILISE THE 
SERVICES OF THIRD
 PARTIES



N/A SEE RESPONSE AT 5.4

YES COMPLAINTS POLICY 

YES

THIS IS NOTED WITHIN 
THE TERMS OF THE 
POLICY

COMPLAINTS POLICY AS 5.6



YES

YES THE TRUSTEES 
 NOTE  THIS 
REQUIREMENT
AND HAVE ACTED 
UPON THIS 
ONLY IN RELATION
 TO COMPLAINTS
 BUT ALL CHARITY 
DEALINGS. KEEPING 
PARTIES INFORMED
 IS A SIGN OF GOOD 
GOVERNANCE AND
 PRACTICE.

COMPLAINTS POLICY 
AND COMMON 
PRACTICE

THE COMPLAINTS OFFICER WILL 
MEET WITH THE 
COMPLAINANT AND ANOTHER 
MEMBER OF THE COMPLAINT 
HANDLING TEAM  TO ENSURE 
THESE PRIINCIPLES ARE 
ADHERED TO. INVESTIGATIONS 
AND CLARIFICATIONS WILL BE 
SOUGHT FROM TRUSTEES AND 
STAFF WHERE CIRCUMSTANCES 
NECESSITATE .THIS COURSE OF 
ACTION  IS NECESSARY 
BEFORE A REASONED DECISION 
CAN  MADE.



YES COMPLAINTS POLICY THE COMPLAINTS 
POLICY IDENTIFIES THAT 
THE TRUSTEES WILL 
MAKE NECESSARY 
ADJUSTMENTS IN 
 WITH THE EQUALITY 
ACT.

YES COMPLAINTS POLICY POLICY INCLUDES THE 
SECTION 2 CODE
PROVISIONS

YES
CLERKS RECORDS THE CLERK MAINTAINS 

A FULL RECORD OF ALL 
COMPLAINTS 
RECEIVED
TO ENABLE A 
COMPLETE AUDIT 
TRAIL TO BE 
MAINTAINED. THIS IS 
BOTH DIGITAL AND 
HARD COPY. HELD IN 
ACCORDANCE WITH 
GDPR AND FILE 
RETENTIONS RECORDS.



Section 5: The complaint handling process 

■ • 

5.13 

5.14 

5.15 

Code requirement 

Landlords must have 
processes in place to 
ensure a complaint can 
be remedied at any stage 
of its complaints process. 
Landlords must ensure 
appropriate remedies 
can be provided at any 
stage of the complaints 
process without the 
need for escalation. 

Landlords must have 
policies and procedures 
in place for managing 
unacceptable behaviour 
from residents and/or 
their representatives. 
Landlords must be able 
to evidence reasons for 
putting any restrictions 
in place and must 
keep restrictions under 
regular review. 

Any restrictions placed 
on contact due to 
unacceptable behaviour 
must be proportionate 
and demonstrate regard 
for the provisions of the 
Equality Act 2010. 

■ • 

Evidence 
Commentary/ 
explanation 

29 

YES COMPLAINTS POLICY AND 
COMMON PRACTICE OF 
THE CHARITY

THE TRUSTEES MAINTAIN AN 
OPEN CHANNEL TO THE 
RESIDENTS, IN PERSON OR 
OTHERWISE ,TO REMEDY THE 
COMPLAINT AT ANY STAGE

YES
ANTI-SOCIAL BEHAVIOUR 
POLICY AND THE 
ALMSHOUSE MODEL

IN ADDITION ,THE 
TERMS OF THE RESIDENTS 
HANDBOOK AND LETTER 
OF APPOINTMENT REFER. 
A COHESIVE COMMUNITY 
FORMS PART OF THE MODEL OF 
ALMSHOUSES WHICH THE 
SOCIAL HOUSING COMPRISES.

YES
THIS IS NOTED AND AS THE
 RESIDENTS ARE ALL
 VULNERABLE ADULTS IT IS 
TAKEN VERY SEROUSLY BY
 THE TRUSTEES.
APPROPRIATE SAFEGUARDING
 MEASURES ARE IN PLACE.



YES
POLICY STATES THAT THIS  
IS THE CASE AND THE 
TIMETABLE FOR THE 
 PROCESS WILL RUN FROM 
 THE DATE OF THE 
COMPLAINT

POLICY STATES THAT 
THIS IS THE CASE AND 
THE TIMETABLE FOR THE 
PROCESS WILL RUN FROM 
 THE DATE OF THE 
 COMPLAINT

YES COMPLAINTS POLICY

TRUSTEES WILL ALWAYS SEEK 
AN EARLY RESOLUTION OF 
COMPLAINT. THE 
COMPLAINT MAY REQUIRE 
FURTHER SCRUTINY AS PART 
OF THE COMPLAINTS 
POLICY , FURTHR 
INVESTIGATIONS MAY BE 
NECESSARY DEPENDING ON 
THE CIRCUMSTANCES. 

COMPLAINTS POLICY

COMPLAINTS POLICY

THE TRUSTEES SHALL HAVE
 DUE REGARD TO COMPLAINTS
INVOLVING THOSE WHO
ARE VULNERABLE  OR AT RISK TO 
ENSURE SUFFICIENT SAFEGAURDS
ARE IN PLACE.



YES

YES

YES

YES

COMPLAINTS POLICY

COMPLAINTS POLICY

COMPLAINTS POLICY

COMPLAINTS POLICY



COMPLAINTS POLICY

COMPLAINTS POLICY

YES

YES INCORPORATED  WITHIN 
THE TERMS OF THE 
POLICY AND ACCORDED 
TO WHENEVER A 
COMPLAINT IS RAISED.



POLICY ACCEPTS 
 THIS IS THE CASE AND THE  
TIMETABLE FOR THE 
PROCESS WILL RUN 
 THE DATE OF THE 
COMPLAINT

AS ABOVE

THIS IS NOTED IN THE 
COMPLAINTS POLICY

THE TRUSTEES 
ADHERE TO THIS, 
IT WOULD BE A 
CONFLICT OF 
INTEREST. STAGE 
2 ARE 
CONSIDERED BY 
BOARD OF 
TRUSTEES AND 
THE CO IS 
EXCLUDED FROM 
DISCUSSIONS.

YES

YES

YES

YES

COMPLAINTS POLICY

COMPLAINTS POLICY

COMPLAINTS POLICY

COMPLAINTS POLICY



CONFIRMED IN POLICY

DISCRETION EXISTS

NOTED IN POLICYYES COMPLAINTS POLICY

YES COMPLAINTS POLICY

COMPLAINTS POLICY

COMPLAINTS POLICY

YES

YES

NOTED IN POLICY

THE POLICY IDENTIFIES
THAT THIS MUST BE 
UNDERTAKEN.



YES COMPLAINTS POLICY

YES COMPLAINTS POLICY

YES COMPLAINTS POLICY THIS IS NOTED AND 
ADDRESSED BY WAY OF 
CONSIDERATION BY 
FULL BOARD OF 
TRUSTEES

THE POLICY IDENTFIES THIS 
PROCESS AND ALSO
IDENTFIIES POSSIBLE 
STEPS TO ADDRESS THE 
PUT THE MATTER RIGHT, 
EARLY RESOLUTION AND 
CONTACT DETAILS OF THE
OMBUDSMAN



YES COMPLAINTS POLICY STATED  IN POLICY

THE TRUSTEES RECOGNISE 
THAT THERE MAY BE 
OCCASSIONS WHICH, 
DEPSITE BEST ENDEAVOURS
 TO RESOLVE COMPLAINTS 
THEY ARISE WHICH ARE THE
 DEFAULT OF THE TRUSTEE
 LANDLORDS. 
A POSITIVE CULTUREI S TO BE 
ADOPTED, APOLOGIES 
SHOULD BE MADE AND
 ACKNOWLEDGED. THE
 TRUSTEES WILL LEARN FROM
THEIR MISTAKES AND 
ADDRESS TO PUT THINGS
 RIGHT PROMPTLY.
THE REMEDY OFFERED 
SHOULD TAKE INTO A
CCOUNT SEVERAL FACTORS 
AND A BALANCED
 APPROACH IS REQUIRED TO
 ENSURE EXPECTATIONS ARE 
CAREFULLY MANAGED. 
THE TRUSTEES  WILL BE 
GUIDED BY THE 
OMBUDSMAN



YES COMPLAINTS POLICY

YES

YES

COMPLAINTS POLICY

COMPLAINTS POLICY

THE TRUSTEES WILL WORK 
WITH THE RESIDENT TO 
ENSURE THE REMEDY 
REFLETS THE IMPACT FELT 
BY THE RESIDENT NOT 
JUST WHAT IT IS 
PERCEIVED TO BE.

THE TRUSTEES WILL ALSO
BE GUIDED BY THE 
OMBUDSMAN AND WILL 
KEEP AN OPEN CHANNEL 
WITH THE RESIDENT.

AS 7.3

THE COMPLAINT HANDLING 
TEAM ALL SUBSCIBE TO THE 
HOUSING OMBUDSMAN 
UPDATES AND EMAILS. THE 
FULL TRUSTEE BODY IS 
ENCOURAGED TO DO SO. IN 
ANY EVENT, RELEVANT 
NOTICES AND REPORTS ARE 
SHARED WITH THE 
TRUSTEES



YES ANNUAL COMPLAINTS 
PERFORMANCE AND SERVICE
IMPROVMENT  REPORT

YES

YES THE REPORT INCLUDES 
THIS INFORMATION AND 
BREAKDOWN

THE COMPLAINTS POLICY 
HAS BEEN UPDATED
 FOLLOWING AN ASSESSMENT
 OF THE CODE TO ENSURE 
IT REMAINS IN LINE WITH 
THE CURRENT REQUIREMENTS 

YES

NONE AT THE TIME OF 
PREPARATION OF THE 
ANNUAL COMPLAINTS 
PERFORMANCE AND 
SERVICE 
IMPROVEMENT 
REPORT

CHANGES MADE INTERNALLY 
TO ENSURE AT STAGE 1 -THE 
COMPLAINTS OFFICER  
WILL MEET WITH THE 
RESIDENT WITH ANOTHER 
MEMBER OF THE COMPLAINT 
HANDLING TEAM TO ENSURE 
AN ACCURATE AND MINUTED 
RECORD OF THE MEETING IS 
PRODUCED AND AGREED 
WITH THE RESIDENTS FROM 
THE OUTSET. WITHOUT THIS 
INCLUSION IT WAS BELIEVED 
IT LEFT  BOTH PARTIES 
VULNERABLE SHOULD THE 
MATTER PROCEED TO STAGE 
2



YES

N/A
THERE HAS BEEN NO 
RESTRUCTURE OR 
MERGER ETC

YES ACTION NOTED 
SHOULD 
CIRCUMSTANCES ARISE

NOTED 

MINUTED AS APPROVED BY 
TRUSTEES

THE CHARITY WEBSITE IS A NEW 
ADDITION FOR THE CHARITY 
AND WAS NOT OFFICIALLY 
ROLLED OUT TO THE LOCAL 
COMMUNITY UNTIL THE END 
 OF AUGUST 2024. SEVERAL 
ADJUSTMENTS TO THE
 WEBSITE WERE NECESSARY 
 AND THE TRUSTEES WHO ARE 
RESPONSIBLE FOR THE 
WEBSITE REQUIRED TRAINING 
BEFORE BASIC AMENDMENTS TO 
THE WEBSITE COULD NOT BE 
MADE. IT WAS NOT INTIALLY 
POSSIBLE FOR THE REPORT 
TO BE ADDED TO THE WEBSITE 
BUT THIS HAS NOW BEEN 
 RECITIFED.



YES IN PRACTICE THE 
TRUSTEES HAVE 
ALWAYS ACTED UPON 
FEEDBACK AND 
TAKEN NECESSARY 
AND APPROPRIATE 
ACTIONA

YES

YES

SEE 8.1D)

THE TRUSTEES IDENTIFY 
WITH THIS RHETORIC.  
THE RESIDENTS UNDERSTAND 
THEY MAY SPEAK WITH ANY 
MEMBER OF THE CHARITIES IN 
RESEPCT OF ALL CONCERNS THEY 
MAY HAVE WHETHER A 
COMPLAINT OR OTHERWISE..
 AS A SMALL PROVIDER IN A RURAL 
AREA THE RESIDENTS FORM PART 
OF THE SAME COMMUNITY AS THE 
TRUSTEES AND MEMBERS OF STAFF. 
SOCIAL EVENTS AND GATHERINGS 
TAKE PLACE WITH THE RESIDENTS 
ORGANISED BY THE CHARITY AND 
THIS PROVIDES A FURTHER 
METHOD  DURING WHICH ISSUES 
CAN BE RAISED. THE TRUSTEES AIM 
TO BE APPROACHABLE AND TAKE 
ALL CONCERNS RAISED SERIOUSLY.

LETTERS TO RESIDENTS

WHERE CONCERNS ARE
RAISED THE TRUSTEES 
REPORT BACK TO THE 
RESIDENTS THE 
APPRAOCH THEY ARE TO 
TAKE AND THE REASONS 
FOR THIS.



YES

YES
THE CLERK TO THE TRUSTEES IS APPOINTED TO THIS 
ROLE DUE TO THE POSITON HELD IN THE CHARITY. SHE 
RECEIVES FEEDBACK FROM MEMBERS OF STAFF AND IS 
REPSONSIBLE FOR AGENDAS AND TRUSTEES MEETING 
AND ACTIONING WORK ON THEIR BEHALF.
THE CLERK HAS DIRECT CONTACT WITH ALL THE 
RESIDENTS AND IS ALSO THE FIRST POINT OF CONTACT 
FOR THE PASTORAL CARE OFFICER FOR THE 
RESIDENTS.OFTEN CONCERNS MAY BE RECEIVED VIA THIS 
CHANNEL AND CAN BE IMMEDIATELY RESOLVED 
WITHOUT FURTHER ESCALATION. THIS AVENUE OF 
COMMUNICATION WITH THE RESIDENTS PREVENTS 
WHAT COULD DEVELOP INTO A COMPLAINT INTO A 
REASSURING MODE OF BRINGING MATETRS TO A 
CONCLUSION.

YES SEE ABOVE

CHRIS POWELL CHAIR OF THE 
TRUSTEES. CHRIS IS A 
MEMBER OF THE AUDIT , RISK 
AND HEALTH & SAFETY TEAM 
THE TEAM WILL REVIEW 
PRELIMINARY FINDINGS BUT 
THEY WILL NEED TO BE 
VIEWED AAND APPROVED BY 
THE FULL BOARD DUE TO 
COLLECTIVE DECISION 
MAKING.



YES

YES ANNUAL COMPLAINTS 
PERFORMANCE  AND
 SERVICE & IMPROVEMENTS 
REPORT SUPPLIED.

YES

ALL TRUSTEES  ARE 
ENCOURAGED TO SUBSCRIBE
 TO THE HOUSING
 OMBUDSMAN . 
ALL COMPLAINTS HANDLING 
TEAM SUBSCRIBE AND SHARE 
RELEVANT REPORTS 
TO THE TRUSTEES.

PLEASE REFER TO NOTE ABOVE



YES BY VIRTUE OF THE FACT THE TRUSTEES
ARE ALREADY SUBJECTIVE TO 
COLLECTIVE RESPONSIBILITY THEY 
ALWAYS ACT ON A COLLBAORATIVE BASIS 
DUE TO LIMITED DELGATORY POWERS 
WHICH ARE ALWAYS SUBJECT TO 
APPROVAL BY THE FULL BOARD OF 
TRUSTEES. THESE PROVISIONS ARE 
INCLUDED IN THE TRUSTEES CODE OF 
CONDUCT.

YES

YES




