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All service users, applicants and referring agencies have the right to appeal against decisions taken by the project and have the right to seek advice, help and advocacy from others within or without the project. All service users and applicants have the right to be accompanied at any hearing arising from any complaint or appeal.

Depending on the part of Key House involved an appeal should be lodged with:

For Housing matters:  Wendy Shackleton, The Housing Operations Manager at Key House, 130 North Street, Keighley, BD21 3AD (wendy.shackleton@keyhouse.co.uk).

For Advice Service matters: Jackqueline Hauxwell, the Advice Services Operations Manager, at Key House, Cavell House, 1-2 Eldon Terrace, Eldon Place, Bradford, BD1 3AY (jackqueline.hauxwell@keyhouse.co.uk) .

For Training matters: David Coleman, Training Manager, Key House, 130 North Street, Keighley, BD21 3AD (david.coleman@keyhouse.co.uk). 

Preferably within 10 working days of any decision or assessment. 
The respective manager will deal with the appeal within 5 working days wherever practicable or will respond in this time stating how the appeal will proceed.

If the service user, agency or other person is still not satisfied with the result of that decision then a further appeal can be made to the Head of Project, 130 North Street, Keighley, BD21 3AD within a further 14 days of being notified of the decision from the respective Manager. The Head of Project will not have been involved in the original decision and subsequent appeal and is senior to the staff who made those original decisions. The Head of Project will respond to the appellant within 7 days wherever possible to provide the outcome of any decision or inform the appellant of the procedure being undertaken. 

For the purposes of this procedure the Head of Project’s decision will be final.

