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1. INTRODUCTION 
 
1.1 The staff at Women’s Pioneer Housing (WPH) aim to provide a high quality of 

service in all areas of work.  Your opinions are very important to us so we want 
to hear from you if you feel that we have failed to deliver a service to a high 
enough standard. 

 
2. COMPLAINT PRINCIPLES 
 
2.1 We follow the Housing Ombudsman dispute resolution principles. These are 

high level good practice guidance developed from the Ombudsman’s 
experience of resolving disputes, for use by everyone involved in the complaints 
process. 

 
2.2 There are only three principles driving effective dispute resolution: 
 

 Be fair - treat people fairly and follow fair processes 

 Put things right 

 Learn from outcomes  
 



 
3. MAKING A COMPLAINT? 
 
3.1 If you are unhappy with our service please let us know as soon as the issue 

arises. You can contact us through email, by telephone or in person at this 
stage. We have a dedicated feedback email address 
feedback@womenspioneer.co.uk 

 
3.2 We will try to resolve any issues informally as quickly as possible. 
 
3.3 However, if you are not happy with our attempts to resolve the issue then you 

are welcome to pursue a formal complaint through our formal procedure.  
Complaint forms can be obtained from our head office at 227 Wood Lane 
London W12 0EX or downloaded from our website at 
www.womenspioneer.co.uk.  Please contact us on 020 8749 7112 or via 
feedback@womenspioneer.co.uk  if you need any assistance. 

 
4. DEALING WITH YOUR COMPLAINT 
 
4.1 Dealing with complaints quickly, openly and fairly is important not only for 

residents but also for Women’s Pioneer as a business so that mistakes are 
rectified quickly and lessons learned. 

 
4.2 We will accept complaints up to six months after the issues arose. 
 
4.3 We will:  
 

 Treat your complaint confidentially and in line with our equality and diversity 
policy. 

 Monitor complaints and use them to improve our services.   

 Provide information in other languages if you need this 
 
4.4 Where your complaint relates to an area that we hold insurances for, we may 

involve our insurers to help resolve your complaint. 
 
4.5 We will not accept complaints about: 
 

 matters which have already been considered through the complaints 
process 
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 matters which are also the subject of legal proceedings 

 matters which happened more than six months before the complaint was 
raised  

 policy or procedure, provided the policy or procedure complies with the law 
and has been properly carried out 

 
4.6 If we uphold your complaint we will seek to put things right as quickly as 

possible. Where we offer any compensation in line with our compensation 
policy, we will pay this within one month of receiving your confirmation that the 
issue has been resolved. In some circumstances, as set out in our 
compensation policy we will pay financial compensation into your account to 
reduce arrears. 

 
5. THE COMPLAINTS PROCEDURE 
 
5.1 Our aim throughout this procedure is to try to work with you to resolve 

complaints as quickly and effectively as possible. 
 
 Informal Complaints  
 
5.2 Often, when a resident raises an issue, we can provide a solution there and 

then. So if you are unhappy with our service, please let us know and we will try 
to put things right as quickly as possible. However if the issue is not resolved to 
your satisfaction you may wish to initiate a formal complaint. 

 
 Formal Complaints 
 
5.3 We have a three stage formal complaints procedure: 
  
5.4 Stage 1: Complaints are usually considered by the staff member directly 

involved in the issue, but it could be a colleague or manager. They will seek to 
respond to you within ten working days of receiving your complaint form. If, 
further investigations are required this may be extended, usually by no more 
than a further ten working days. We will let you know if this is the case and will 
seek to agree a new timescale with you. 

 
5.5 If any issues are not resolved, you may escalate to Stage 2 within one month of 

receiving the Stage 1 response. We will ask you to complete a Stage 2 
complaint form so that we know which issues have not been resolved at Stage 
1. 

 
5.6 Stage 2: Complaints will be considered by a Director. They will seek to respond 

to you within ten working days of receiving your Stage 2 complaint form. If 
further investigations are required this may be extended, usually by no more 
than a further ten working days. We will let you know if this is the case and will 
seek to agree a new timescale with you. 

 
 
 



5.7 If any issues are not resolved, you may escalate to Stage 3 within one month of 
receiving the Stage 2 response. We will ask you to complete a Stage 3 
complaint form so that we know which issues have not been resolved at Stage 
2. 

 
5.8 Stage 3: Complaints will be considered by a Complaints Panel held at WPH 

Head office. You may attend the panel in person if you wish, or if you are 
unable to attend we can arrange for a telephone call with the panel, so you can 
explain your concerns in person. Alternative venues will be considered where 
necessary and appropriate to do so. Please give us at least two days’ notice if 
this is your preference. 

 
5.9 The panel will aim to meet within five weeks of receiving your Stage 3 complaint 

form. Except in exceptional circumstances, we will give you ten days’ notice of 
the meeting. We will send you an agenda and copies of your Stage 1, 2 and 3 
complaint forms and our responses to stage 1 and 2, one week in advance of 
the meeting. You may also submit any further comments or evidence in respect 
of the complaint in writing to the Panel. If you wish to do this then please send 
this information at least three working days before the panel meeting. 

 
5.10 After the meeting we will aim to send a response within ten working days of the 

meeting. If, further investigations are required this timescale may be extended, 
usually by no more than a further ten working days. We will let you know if this 
is the case and will seek to agree a timescale with you. 

 
5.11 The Complaints Panel will usually consist of the Chief Executive, a member of 

the Resident Engagement and Scrutiny Panel (RESP) and a Board member. If 
no members of the RESP are available, their place may be taken by another 
Board member. The Complaints Panel will be chaired by, either a board 
member or a member of the scrutiny panel. 

 
5.12 At any stage of a complaint, we may suggest a telephone discussion or a 

meeting with you if this seems to be the best way to reach a good solution. We 
may also decide to escalate any complaint to a later stage if this seems 
appropriate. 

 
6. UNACCEPTABLE BEHAVIOUR 
 
6.1 A very few residents act or behave in a way we consider unacceptable. 
 
6.2 We do not view behaviour as unacceptable just because someone is assertive 

or determined. There may have been upsetting or distressing circumstances 
leading up to an issue and people may act out of character. 

 
6.3 However, the actions of some people who are vexatious, angry or persistent 

may result in unreasonable demands on, or behaviour towards our staff and we 
will take appropriate action to manage such behaviour in accordance with our 
Unacceptable Behaviour policy. 

 
 



 
 
7. ADVOCATES 
 
7.1 You are welcome to seek assistance from advocates at any point. However, 

you must make the complaint yourself. We will only communicate with 
advocates if we have your express agreement. Your advocate may usually 
attend the Complaints Panel with you as a supporting presence to help you 
explain your complaint but it is you we will wish to hear from. 

 
7.2 The may be exceptional reasons for declining the presence of a particular 

advocate, for example: 

 We have good reason to think that it is in the complainant’s best interests to 
present their complaint privately to the panel 

 The advocate has themselves behaved unacceptably (see unacceptable 
behaviour policy)  

 
7.3 Women’s Pioneer’s staff and Board members, suppliers, contractors and 

advisors, past or present, may not act as advocates for complainants. 
 
7.4 Neither you nor WPH may bring professional advisors (e.g. lawyers) to the 

meeting, but any written material from a professional advisor will be considered 
by the panel if it is provided in advance. 

 
8. LEARNING FROM COMPLAINTS  
 
8.1 We monitor all complaints made and we will survey complainants once a 

complaint has been concluded. The responses will be reviewed, to see where 
improvements can be made to our services to residents. 

 
8.2 The Chief Executive will report to the Association’s Board regularly on the use 

of the policy. This information will also be shared with WPH’s Scrutiny Panel. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
Appendix  
 
TAKING YOUR COMPLAINT ELSEWHERE 
 
Designated Person: this is an MP, local councillor or a designated tenant panel 
 
The Localism Act 2011 provides that tenants of housing associations, local authorities, 
and ALMOs will be able to ask for their complaints to be considered by a ‘designated 
person’ e.g. an MP or a local councillor, when their landlord’s internal complaints 
procedure is finished. This provision started on 1 April 2013. 
 
A designated person will help resolve the complaint in one of two ways; they can try 
and resolve the complaint themselves or they can refer the complaint straight to the 
Ombudsman. If they refuse to do so, the tenant can contact the Ombudsman directly. 
 
The designated person can try to put things right in whichever way they think may 
work best. If the problem is still not resolved following the intervention of the 
designated person either they or the tenant can refer the complaint to the 
Ombudsman. 
Complaints to the Ombudsman do not have to be referred by a designated person, but 
if they are not there must be at least 8 weeks from the end of the landlord’s complaint 
process before the Ombudsman can consider the case. 
 
If a complaint is not resolved at the end of the landlord’s complaints procedure, the 
tenant can: 

 refer the matter to a designated person OR 
 wait 8 weeks and refer the matter directly to the Ombudsman. 

 
The Housing Ombudsman Service  
 
Housing association tenants and leaseholders have the right to have their complaints 
against their landlord considered by the Housing Ombudsman. This service will 
investigate complaints against associations that they have failed to do something they 
should have done, or that they have done something they should not. 
 
You can refer your complaint to the Ombudsman at: 
 
 Housing Ombudsman Service  

PO Box 152 
Liverpool L33 7WQ 
 
Telephone : 0300 111 3000 
Email : info@housing-ombudsman.org.uk 

  
 
But you should note that the Ombudsman would not usually consider complaints 
unless you have exhausted your own landlord’s procedure.   
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The Regulator of Social Housing (RSH)   
The RSH does not investigate individual complaints. However, it does set many of the 
standards that housing associations must meet and they regularly monitor that these 
standards are being adhered to. If you believe that Women’s Pioneer Housing does 
not meet these standards, you can contact the RSH, which will decide whether to look 
into your concerns. 
 
 


