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Introduction 

Domestic abuse is any incident or pattern of 
incidents of controlling, coercive or threatening 
behaviour, violence or abuse between people 
over 16 years who are or have been intimate 
partners or family members. It can happen to 
both men and women regardless of their 
sexuality or ethnicity. There are many different 
types of abuse, including:   
 

 Psychological 

 Physical 

 Sexual 

 Financial 

 Emotional 
 
This definition includes so called “honour” 
based violence, female genital mutilation (FGM) 
and forced marriage.  

Our Policy 

We realise that domestic abuse has a serious 
impact on those affected.  When you tell us 
about domestic abuse, we’ll put the person 
affected at the centre of what we do, which 
means we will: 
 

 Help the person report domestic abuse in a 
number of ways including in person, on-line,  
in  writing or over the phone 

 Treat safety and that of any children the 
most important thing 

 Treat all reports seriously, sensitively and in 
confidence, 

 Treat reports as high risk, and contact the 
person within 24 hours, 

 Carry out a risk assessment using a 
checklist specifically for this purpose except 
where a partner agency has already done 
this,  

 Provide the person with information and let 
them know about relevant support agencies, 

 Find out how we can support them including 
improving their home security where 
appropriate.   

 If we meet the person’s request, we’ll 
explain why. 

How do we work? 

Our Resident Services Team usually handles 
domestic abuse cases. A case handler will 
contact the person suffering from the abuse to 
agree an action plan and keep them regularly 
updated.  

We participate in multi-agency Risk Assessment 
Conferences (MARAC) and have a duty to 
share information with other MARAC agencies 
about high risk cases and those where there are 
child protection concerns. 

 
We monitor and record all reports of domestic 
abuse and only close cases with the person’s 
knowledge.  

We also work in partnership with other agencies 
like domestic violence units, local authorities, 
the police and other social landlords. 

Further information 

If you would like any more information on this or 

any of our other policies or services please 

contact our customer service centre or go to our 

website www.shgroup.org.uk.  Contact details 

can be found on our webpage, on our 

Information Card or in Open Door- your 

residents’ newsletter. 

Feedback and Complaints 

If you have something to say about the Group's 

policies and procedures or the information we 

provide on them then let us know.  Please 

http://www.shgroup.org.uk/
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address this feedback to Policy Services Team 

c/o PO Box 643, Horsham RH12 1XJ or email 

to service.centre@shgroup.org.uk marking the 

email ’Policy Feedback'. 

If you have a complaint then either our 

Customer Service Centre or local staff will 

attempt to deal with it and resolve it.  If we can’t 

find a solution in this way, or if you prefer to 

deal with the matter more formally, then our 

complaints procedure will help you.  Ask the 

Customer Service Centre for a leaflet which tells 

you how your complaint will be handled. 

All complaints are dealt with in strict confidence.  

Our commitment to fairness means that you will 

not be treated differently if you make a 

complaint about our service. 
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