
INFORMATION FOR TENANTS

COMPLAINTS
AND APPEALS

How do I make a complaint?
1.	 Obtain a copy of the Complaints Form from the 

Home in Place office or from our website www.
homeinplace.org

2.	Lodge the Complaints Form. You will receive a 
letter confirming receipt of your complaint as 
soon as practicable and advisement of what will 
happen next.

3.	You can request an interview, if deemed 
necessary, you can bring a friend or advocate for 
help or support. Please advise Home in Place if 
you require an interpreter.

4.	The Investigating Officer undertakes an 
investigation, collecting relevant documents and 
reports and facilitating interviews where required. 
They make a decision within delegations, normally 
within 21 days of receipt of the complaint.

5.	If your complaint is of a complex nature and takes 
longer than 21 days to be resolved, Home in Place 
will provide you with a status update.

6.	The final Determination is communicated to the 
complainant.

YOU CAN ALSO RAISE YOUR COMPLAINT BY 
CALLING HOME IN PLACE ON FREE CALL
1300 333 733. 

GENERAL
COMPLAINTS
Complaints arise when the service 
quality fails to meet your satisfaction.
Whether you perceive delays in task completion or 
are dissatisfied with the results, you have the right 
to voice concerns about any aspect of the service 
you receive.  While we encourage resolution through 
discussion with a staff member, we acknowledge 
that this approach may not always be successful or 
deemed appropriate in certain situations.

HOME IN PLACE HEAD OFFICE
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HOW TO LODGE AN APPEAL

1. Obtain a copy of the 
Appeals Form from your 
local Home in Place branch 
office or from our website 
www.homeinplace.org

2. Lodge the completed 
Appeals Form to your 
Tenancy Relations Officer 
(or applicable branch office).
Please include any new information since the 
original decision.
You will receive a letter confirming receipt of your 
appeal as soon as practicable and advisement 
of what will happen next.

3. You can request an interview, if deemed 
necessary, you can bring a friend or advocate 
for help or support.
Please advise Home in Place if you require an 
interpreter.

4. Your Appeal Request will be reviewed by 
management and then, if required, will be 
referred to the Home in Place Internal Review 
Committee for determination.
You will be notified, in writing, of the outcome of 
the review.

APPEALS
Appeals are made in response to 
a decision we have made which 
you believe is wrong or unfair.
In a range of circumstances, clients can 
appeal a social housing provider’s decision 
that affects their entitlements, or if they 
believe an incorrect decision was made 
because:

•	 Inadequate consideration was given to 
their individual circumstances, or

•	 The decision was made contrary to a 
social housing provider policy, or

•	 The decision involved a poor 
interpretation of policy, or

•	 The procedure used to reach the decision 
was not fair and correct.

WHAT CAN BE APPEALED?

Some examples of what you can appeal:

FOR AN APPLICANT
•	 General eligibility
•	 Being given a low priority on the waiting list
•	 Removal from the waiting list
•	 Being allocated a property you do not want to 

accept

FOR A TENANT
•	 Eligibility for a general or priority transfer
•	 Bond assistance
•	 Approval of additional occupant
•	 Being refused permission to make modifications 

to your property
There are, however, certain decisions

you cannot appeal.

Some examples of decisions you cannot appeal 
against:
•	 Home in Place policies 
•	 Decisions made more than 12 months ago
•	 Decision reached through legal action
•	 A decision to end a tenancy where a tenant is 

no longer eligible for social housing or has been 
offered alternative social housing premises

Should you disagree with the result of the Home 
in Place internal appeal procedure, alternative 
external avenues are accessible to you.

For local services, please refer to the Tenancy 
Advice and Education Service Provider in your 
local area.

For more information, contact the
Government of Western Australia Tenancy Advice 
and Education Service
P 1300 304 054
W www.commerce.wa.gov.au/consumer-protection/
tenancy-advice-and-education-service

WHAT IF I AM NOT HAPPY AFTER THE INTERNAL REVIEW AND APPEAL?


