
standards & feedback

Customer complaints &
equality monitoring form

Available in large print, Braille and on CD



Filling in the complaint form

This complaint form has three parts;

(i) 	Pages 1 and 2 are for you to keep as a handy record of the
	 complaints procedure and the progress of your complaint.

(ii) 	Pages 4-6 are the complaints form to fill in and return.

(ii) 	Pages 7-10 are the ethnic monitoring form for you to fill in and return.
	 This information will be kept separate from your complaint, and will
	 remain strictly confidential.

If you need help filling in the form, please ask a Northwards Housing
staff member. Or you can go to Manchester Advice in the Town Hall,
a Citizens Advice Bureau or a law centre.

Keeping track of your complaint

To help you follow the progress of your complaint,
you can fill in the details at each stage.

1. Date you sent complaint ..........................................................

2. Date your complaint is acknowledged ....................................

3. Date you received interim response ........................................

4. Date you received full response ..............................................

5. Date you sent request for review ............................................

6. Date your review request is acknowledged ............................

7. Date you received review result ..............................................

8. Date you sent appeal request .................................................

9. Date your appeal is acknowledged .........................................

10. Date you received appeal result ............................................
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Something about our service you
don’t like?
Please tell us – it’s your right
What is a complaint?

When you tell us you are not happy because of:

• the standard of service you get from Northwards Housing; or

• our failure to do something we agreed to do; or

• the way you were treated.

Please remember:

making a complaint will not affect your right to fair treatment and good
service from us.

When should I fill the complaint form in?

After you have already spoken to a Northwards Housing staff member
about it and you are not satisfied with the response you have received.

What will happen to my complaint?

• 	Your complaint will be acknowledged within 5 working days 
• 	The manager of the appropriate Northwards Housing team will
	 investigate your complaint

•	 You will receive a full response to your complaint within 10 working
	 days. If this is not possible, we will send you a letter explaining why
	 there is a delay

•	 The reply you receive will tell you what to do if you are not happy
	 with the response you get

•	 Your complaint details will remain confidential at all times.
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	 1. About you
	 Name .............................................................................................................................................

	 Address..........................................................................................................................................

	 .....................................................................................................  Post code ..............................

	 Tel no. (day)................................................ 	 (eve).................................................................

	 Todays date ...............................................

	 2. About your complaint
	 Please use this section to give us details about your complaint.

	 Which office have you contacted with your complaint?  

	 ............................................................................................................................................................

	 Name(s) of Northwards Housing staff who dealt with your complaint 

	 ............................................................................................................................................................

	 Date you first complained 

	 ............................................................................................................................................................	

	 Nature of complaint 

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................
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	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................

	 Have you attached any other documents about your complaint? 

	 Yes    No 

	 Would you like them returned to you?   

	 Yes    No 

	 Would you like a copy of this form returned to you?

	 Yes    No 
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	 3. How you think we should respond
	 �Please tell us what you think we should do about your complaint

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 ...............................................................................................................................................................	

	 Thank you for completing this form

	 Please detach it and send it to 
	 FREEPOST Northwards Housing HQ
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Equality monitoring form
Help us provide a fair & equal service

By answering the following questions you can 

help us make sure everyone gets a fair and equal 

service regardless of sex, age, disability, sexuality 

or ethnic group. These details are confidential and 

we keep them separate from any other form you 

complete. 

If you would like this form translated please call 

03000 123 123.



........................................................................................................

........................................................................................................

How would you describe yourself?
Please tick all boxes that apply.

1. Sex

Male	    Female	    Do not wish to answer 

2. Age 	
Under 25   25-34   35-44   45-54	 55-64   65+ 

 

3. Do you feel that your age has affected the service you have received? 

Yes    No 

If yes, please tell us how:  The way staff dealt with you 

Any other reason, please describe 

4. Do you consider yourself to have a disability?    Yes    No 

If yes, do you consider yourself to be a person with:

Physical impairment	 	 Deaf or hearing impairment	

Visual impairment	 	 Mental health needs	

Learning difficulties or disabilities	 	 Literacy and numeracy needs	

Other (please state)
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5. Do you feel your disability has affected the service you have received? 
	
Yes    No 

If yes, please tell us how:

The way staff dealt with you 			 

Physical access into or within our buildings 	  

Access to information in a format that you can understand 	

Other (please state)
 

6. How would you describe your ethnic group?

White	

British	     

Irish 	     

Any other white background	

Black or Black British

Caribbean 	  

African 	  

Any other Black background	

Mixed	

White & Black Caribbean	  

White & Black African	  

White & Asian	  

Any other mixed background	  

Other

Chinese 	  

Vietnamese 	  

Gypsy/Traveller 	  

Asian or Asian British    

Indian	

Pakistani	  

Bangladeshi	
    
Any other Asian background 	

Other ethnic group (please state)

 

Do not wish to answer	  
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7. �Do you feel that the ethnic group you belong to has affected the 
service you have received?	

	 Yes    No 

	 If yes please tell us how: 

9.	Do you still identify with the same gender you were given at birth?

	 Yes    No 

10. Do you feel that your sexuality has affected the service you have 	
	  received?

	 Yes    No 

	 If yes please tell us how:

11. What area of Northwards Housing did you deal with?

	 Cheetham Hill	 	 Monsall	 	 White Moss	  

	 Other (please state) 	

........................................................................................................

........................................................................................................

........................................................................................................

........................................................................................................
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8.	 How would you define your sexuality?

	 Heterosexual/straight    		  Gay man    	 Gay woman/lesbian	   

	 Bisexual   	
	
	 Other (please tell us)



	 Thank you for helping us make sure everyone receives a fair and 	
	 equal service.

	 Please detach it and send it to 
	 FREEPOST Northwards Housing HQ
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Albanian

Arabic

Extra services for customers with reduced hearing or vision
To get this leaflet in Braille, large print or on CD:

Call: 03000 123 123	 E-mail: info@northwardshousing.co.uk

Fax: 03000 124 123	 Text phone: 0161 274 0899

03000 123 123
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