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1.0 Aim of the Policy 
 
1.1 The Association aims to provide a first class service to all of its tenants 

and customers.  This policy details how complaints should be handled 
if a tenants or customer is unhappy with the standard or quality of our 
service, action or lack of action they have received and, they are 
encouraged to make a complaint.   

 
1.2 Having a good complaints handling service is a vital part of ensuring 

that customers receive the service to which they are entitled.  It 
demonstrates that we actively strive for continuous improvement in all 
that we do and that we treat people with respect and are responsive to 
their views and priorities. 

 
“An organisation that truly welcomes values and uses 
complaints to inspire and guide improvement will 
deliver better public services than one that does not “  

Professor Alice Brown  
Scottish Public Services Ombudsman Website 

 
 
2.0 Scope of Policy 
 
2.1 This policy and the complaints handling procedure as appendix 1 to 

this policy cover the way the Association handles complaints.  We aim 
to deal fairly and effectively with anyone wanting to complain about any 
of our decisions or activities.  We make it clear to our customers that 
they can complain to other organisations about us e.g Scottish Public 
Sector Ombudsman and the Scottish Housing Regulator. 

 
2.2 Cadder Housing Association recognises that a streamlined complaints 

handling process that is prompt, efficient and responsive will greatly 
enhance the Associations image with its tenants and customers.  We aim 
to attend to any complaint as close as possible to the point of service 
delivery and to conduct thorough, impartial and fair investigations, which 
are evidence-based decisions on the facts of the case.  We will try to ‘get it 
right first time’ and endeavour to resolve the complaint to the tenant or 
customer’s satisfaction. 

2.3 We know that complaints handling that is long winded and inefficient or 
defensive may damage the Association’s reputation. 

2.4 The Complaints Handling Policy and Procedure will help us to do our job 
better, improve relationships with tenants and customers.  It will enable us 
to better understand tenants and customers’ concerns about our service 
and take these into account to improve our services, practices and policies 
to meet their needs, whilst achieving organisational objectives and goals.  

 
 
 



3.0 The Elements of Good Complaints Handling 

3.1 To be effective, a good complaints process: 

 is quick but sufficiently thorough; 

 is comprehensive; 

 is clearly defined; 

 is firm and objective; 

 is sensitive to particular needs and circumstances of the 
complainant; 

 ensures effective communication with the customer; 

 is decisive and capable of putting things right if necessary;  

 is effectively managed and regularly monitored to spot trends 
and patterns of complaints that can be used to continuously 
improve our service; and 

 is effectively reported to various stakeholders to provide a 
summary of the complaints received, outline our performance in 
managing complaints and improvements we have made to our 
service. 
 

3.1.2 To be effective our Complaints Policy and Complaints Handling 
Procedure will cover all aspects of the Associations business and 
service. 
 

3.1.3 The Complaints Handling Policy and Procedure will ensure a quicker, 
simpler and more streamlined complaints handling with local, early 
resolution by capable, well trained staff.  

 
3.1.4 The Association will ensure that all staff receive a copy of the 

 policy and complaints handling procedure in their induction pack and 
staff training. 

 
3.1.5 The Association will ensure that the complaints policy is publicised 

widely, in its tenant’s handbooks, on its website and in the reception 
area. 

 
3.1.6 Complaints are very important and give us valuable information on 

where and how we can improve our service and in turn customer 
satisfaction.  Complaints are an opportunity for positive action and any 
shortcomings that are identified as a result of the complaint are 
rectified. 

 
3.1.7 The Association will observe and maintain confidentiality in our 

management and investigation of complaints.  We will provide 
information to complainants on the importance of confidentiality and 
recognise legal requirements in the use of customer’s information. 

 
3.1.8 We will consider anonymous complaints and aim to investigate 

complaints as far as possible. 
 



3.1.9 We will aim to protect our staff from unacceptable behaviour by tenants 
or customers who are angry, demanding, persistent and place 
unreasonable demands on our time and resources.  Unacceptable 
behaviour may also include threats or offensive behaviour directed 
towards staff.  In these circumstances we will enforce our Behaviour 
Charter and may decide to restrict access to a tenant or customer 
under the terms of our Unacceptable Action Policy. 

 
 
4.0 Risk Management 
 
4.1 The Association has considered the potential risks of failing to make 

our customers aware of their right to make a complaint.  If people do 
not let us know about their dissatisfaction we are unaware and unable 
to rectify the issues.  This could also potentially damage the reputation 
of the Association.  We will ensure that the customer complaints policy 
is widely advertised throughout all aspects of the Association’s 
publications.   

 
 
 
5.0 Equality & Diversity 
 
5.1 Cadder Housing Association is committed to ensuring equality & 

diversity and fair treatment for all people in its work. 
 
5.2 In Implementing the Complaints Policy and Procedures we will ensure 

that we achieve fairness throughout our operations.  Our commitment 
to equality & diversity and fairness will apply irrespective of factors 
such as gender or marital status, race, colour, disability, age, sexual 
orientation, family circumstances, employment status, language or 
social origin or other personal attributes  

 
5.3  We will support our tenants and customers to ensure attend to any 

specific needs or requirements they have to ensure they can have 
access to, and enable the to progress their complaint i.e. interpretation 
and translation services e.g. interpreter, large print, braille, etc. 

 
 
 
 
 
 
 
 
 
 
 
 
 



6.0 What is a complaint? 
 
6.1 Its is essential that we define what we as an Association understand by 

a “complaint”.  Cadder Housing Association defines a complaint as an 
expression of dissatisfaction about a service that requires a response.   

 
i.e:-  

A complaint is an expression of dissatisfaction by one 
or more members of the public about the Housing 
Association’s action or lack of action or about the 
standard of a service, whether the action was taken or 
the service provided by the Association itself or by a 
person or body acting on behalf of the Association. 

6.2 Whilst it is difficult to list all potential customer complaints the following 
examples may be defined as causes for a complaint:-  

 Failure to provide a service or to achieve the standards of 
service we have promised;. 

 Failure to fulfil our legal or contractual obligations; 

 Dissatisfaction with the Association’s policy; 

 Unacceptable delay or failure to respond to an enquiry or 
request; 

 Dissatisfaction with a decision, the way it was made or our delay 
in responding to enquiries and requests; 

 Dissatisfaction with the attitude of staff, contractors or agents; 

 Cadder Housing Association not operating policies fairly. 

6.3 A complaint is not a: 

 routine first-time request for services (e.g. reporting a defect or a 
repair).  Such matters only become complaints when they have 
been reported and the Association has given assurances to resolve 
the matter and failed to do so; 

 complaint about 3rd parties (e.g. noisy neighbours) unless the 
matter has previously been reported and the Association failed to 
respond in line with our Estate Management & Anti Social 
Behaviour policies.   

 a request for compensation; 

 issues that are in court or have already been heard by a court or a 
tribunal; 



 an appeal against a decision where there is an established appeal 
route; and 

 an attempt to reopen a previously concluded complaint or to have a 
complaint reconsidered where we have already given our final 
decision.   

 

7.0 Complaints Process 

7.1 Stage One; Frontline Resolution 

7.1.1 The aim of the initial stage and Frontline Resolution is to quickly resolve 
straightforward customer complaints that require little or no investigation.   

7.1.2 These complaints can be reported in writing, in person, by telephone, e-
mail, on-line, or by having someone complain on their behalf.  Frontline 
resolution is the preferred and earliest opportunity to resolve complaints as 
close to point of service delivery as possible.  This could be achieved by 
informal face to face discussion with the customer or appointment of an 
appropriate member of staff to take forward the complaint. 

7.1.3 The staff member will have to consider if frontline resolution is appropriate 
to resolve the complaint and in doing so should consider the following: 

 what exactly is the customer’s complaint? 

 What does the customer want to achieve by complaining? 

 Can I achieve this, or explain why not? 

 If I can’s resolve this, who can help with frontline resolution? 
 

7.1.4 The majority of complaints received will directly relate to the particular 
department i.e. Maintenance, Housing Management, etc.  In the event that 
the complaint relates to the actions of two or more departments then the 
Housing Management Department should take a lead role, unless they are 
not the subject of the complaint, in which case the Departments should 
identify a lead officer based on the most prominent issue in the complaint.  
The Association will take a lead role where the complaint relates to our 
work and that of contractors employed by us to provide a service to our 
tenants. 

7.1.5 The lead officer should advise the complainant they are managing the 
complaint and their contact details, which will involve seeking comments 
from other service departments, contractors or other organisations to 
inform the response to the complaint.  This may require the complainant’s 
permission and signed mandate to share or receive information about the 
complaint with our contractors or other organisations, without 
compromising data protection requirements. 

7.1.6 The timescales for frontline resolution is 5 days, but every effort should be 
made to resolve complaints at an early stage.  In exceptional 



circumstances where there are clear and justifiable reasons and with 
agreement of the Departmental / Line Manager  we may agree an 
extension of no more than 5 working days with the customer.  An 
extension should only be permitted where it is likely that the complaint will 
be resolved at the frontline resolution stage. 

7.1.7 Complaints in the frontline resolution stage will normally be resolved 
through informal communication, therefore staff are not obliged to write to 
the customer.  The staff member should record the complaint on the 
database and keep a full and accurate record of the decision reached and 
given to the customer.   

7.1.8 If it is clear the customer is dissatisfied we must explain that they can 
progress their complaint to stage 2 and the ‘investigation’ stage.  The staff 
member should provide details of the process and any additional evidence 
they could provide in support of their complaint. 

7.1.9 There may be occasions where complaints the frontline resolution stage 
are escalated to the investigation stage: 

 Frontline resolution was tried but the customer remains dissatisfied; 

 The customer refuses to participate in the frontline resolution 
process; 

 The issues raised are complex and will require detailed 
investigation; 

 The complaint relates to high-risk or high-profile issues, which has 
been defined as complaints that may:: 

o Involve a death or terminal illness; 

o Involve serious service failure; 

o Generate significant and on-going press interest; 

o Pose a serious threat to our operations; 

o Present issues of a highly sensitive nature, for example 
immediate homelessness, a particularly vulnerable person 
or child protection, etc. 

 

 

7.2 Stage Two;  Investigation 

7.2.1 Not all complaints are suitable for frontline resolution nor will be 
satisfactorily resolved at that stage.  There may be complaints that have 
been considered at the stage one but have escalated or are more complex 
and require to be examined me fully before we can state our position.    



7.2.2 This stage of the complaints process will give sufficient time to establish 
the facts relevant to the complaint and provide a full, objective and 
proportionate response to the customer. 

7.2.3 On investigating the customer’s complaint we should be clear from the 
outset why they are aggrieved and how the matter can be resolved to their 
satisfaction.  This information will allow the investigating officer(s) to 
assess whether we can resolve their complaint to meet their needs and 
aspirations.  If possible we should always aim for a positive solution to 
achieve this objective.  The lead officer will have to convene an early 
meeting with customer and ask the following questions: 

 What specifically is the customer’s complaint or complaints 

 What does the customer want to achieve by complaining? 

 Are the customer’s expectations realistic and achievable? 
 

7.2.4 In situations where the customer’s expectations are more than we can 
provide, we will make this clear to the customer at an early stage. 

7.2.5 The management of a complaint with multiple issues should be similar to 
7.1.4 and 7.1.5 in the stage one process. 

7.2.6 The timescales for the investigation stage are as listed: 

i. Complaints must be acknowledged within 3 working days; 

ii. A full response should be provided as soon as possible, but no later 
than 20 working days from the date the complaint was received for 
investigation; and 

iii. There is provision for an extension of up to 20 working days in 
exceptional circumstances, which may include the following: 

a. Where essential accounts or statements, crucial to 
establishing the circumstances of the case are required from 
staff, customers, contractors, or others but these individuals 
are unavailable; 

b. We cannot obtain further essential information within normal 
timescales; 

c. Unforeseen or unavoidable operational circumstances; 

d. The customer has agreed to mediation as a potential route 
for resolution. 

7.2.7 The Departmental Manager will consider the appropriateness and level of 
time extension taking account of the circumstances in the complaint and 
reasons for delay. 

 



7.2.8 The outcome of the investigation must be communicated in writing and 
details provided on an Independent External Review by the SPSO and the 
following information: 

 Their right to ask SPSO to consider the complaint; 

 The time limit for doing so; and 

 How to contact the SPSO. 
 

Further information about the SPSO that should be provided to the 
customer is detailed on page 17 of the Complaints Handling Procedure. 

 

7.2.9 The lead Officer must maintain and update the database with the details 
and outcome of the complaint. 

 
7.4 Other ways to complain 
 
7.4.1 Scottish Public Sector Ombudsman 
 
 If the customer continues to remains dissatisfied after stage 2 of the 

complaints process in this policy is exhausted they can progress their  
complaint to can be made to the Scottish Public Services Ombudsman 
(SPSO) for an external independent review.  The SPSO provide a free, 
open, accountable and accessible public services complaints system 
that looks into complaints about public bodies including housing 
associations. 

  
 The SPSO will only become involved if the complaint has already been 

fully investigated in accordance with the Association’s own complaints 
system and a final response has been made. 

 
 Details of the service provided by the Scottish Public Services 

Ombudsman will be available in the reception area of the Association’s 
offices, on our website and in the guidance leaflet to complainants on 
the new complaints handling procedure. 

 
 
 
 
7.4.2 Scottish Housing Regulator 
 
 The Scottish Housing Regulator (Regulator) will consider issues raised 

with that relate to ‘Significant Performance Failures’.  These significant 
performance failures relate to serious, persistent service failure, which 
impact on a number of tenants and will include the following: 

 

 Consistently do not do repairs when we should; 

 Do not allow tenants to apply for another house; and 



 Put tenants’ safety at risk because we are not doing gas safety 
checks when we should, etc. 

 
Tenants or customers who feel there is a significant performance 
failure should: 

 Raise the issue with the Association as their landlord; 

 Give us time to respond; and 

 Give us time to fix the failure. 
 

If the Association do not deal with the failure, or we agree to do 
something and nothing happens then the tenant or customer can 
contact the Scottish Housing Regulator.  Contact details of the Scottish 
Housing Regulator will be provided in our Complaints Handing 
Procedure.  

 
8.0 Dealing With Complaints Quickly 
 
8.1 It is in the interests of both the complainant and the Association alike 

that complaints at the frontline resolution stage of the complaints 
procedure should be dealt with quickly and with a minimum of formality.  
All staff should be aware that customers have a right to complain.  Any 
staff member receiving a complaint should deal with it positively. 

 
8.2 The majority of complaints about the Association’s services are likely to 

be resolved in the first instance by frontline staff who should in most 
cases be able to resolve them effectively.   

 
 
8.3 Staff should be clear about their limits of authority and know whom to 

turn to when a complaint gets more serious for them to resolve or when 
there is a need to raise a stage 2 complaint because the stage 1 
frontline resolution process has failed. 

 
 
 
 
 
9.0 Dealing With Complaints Fairly And Objectively 
 
9.1 It is important that the complaints are dealt with impartially, objectively 

and professionally.  Complainants need to have the reassurance that 
our system is impartial especially when their complaint may not be 
upheld.  We will strive in all occasions to achieve a positive outcome 
and response in our management of a complaint 
 

9.2 The Association recognises that some people need help to make a 
complaint.  It is important that no one should feel excluded from the 
complaints system because of any difficulties they may have in 
representing themselves.  Groups who may particularly need help 
include people with certain disabilities, and those who may have 



difficultly communicating verbally or in written format.  In these 
instances we should make every effort to ensure we can provide 
assistance to allow the customer to provide details of their complaint 
i.e. advocacy, assistance with completion of our Complaints Form, if 
necessary, translation services and information in other formats e.g. 
large print, braille, etc.  

 
9.3 The Association will ensure that it communicates effectively with its 

customers at all times. 
 
 We will: 
 

 Provide clear guidance about our complaints handling 
procedure, which will detail how to make a complaint and how 
the complaint will be dealt with 

 Ensure that the complaints procedure is publicised widely in our 
reception area, in all documents and letters about the services 
we provide and on our website 

 Enable customers to complain in writing, by email, by phone or 
in person.  We will encourage customers to complete our l 
Complaints Form, especially at the investigation which seeks 
information on their complaint to assist our investigation and to 
deliver a positive outcome; 

 Be alert to any expression of dissatisfaction however made and 
treat it as a complaint wherever appropriate; 

 Give the complainant clear contact details; 

 Ensure complaints are dealt with confidentially where 
appropriate; 

 Keep the complainant informed of progress on the complaint; 

 Ensure a full and fair investigation of the matter occurs with the 
defined timescales; 

 Give complainant clear explanations when a complaint is not 
upheld; 

 Tell customers about their right to complain to the Association in 
any publicity material and the opportunity to complain to the 
Public Service Ombudsman if they are dissatisfied with the 
outcome of the complaint; 

 Ensure that any shortcomings identified as a result of the 
complaint are rectified; 

 Ensure a concise final report is drawn up once every formal 
complaint has been resolved that details the steps taken to 
conclude the matter and the outcome reached; 

 Provide training to staff to make sure that when dealing with 
customers they understand the procedures and operate them 
properly. 

 
 
 
 



 
10.0 Dealing With Anonymous Complaints 
 
10.1 Anonymous complaints can be difficult to deal with in that there is no 

one to establish further information from or respond to. 
 
10.2 Each complaint however should be considered on its own merits and 

action taken if necessary.  Anonymous complaints should be recorded 
on the complaints register to monitor whether more than one person 
highlights the same issue.   

 
10.3 The nature and number of anonymous complaints should be reported 

to committee on an annual basis. 
 
 
11.0 Complaints about Senior Staff or Committee Members 
 
11.1 Complaints about senior staff or committee members have to be 

managed effectively to avoid any conflict of interest.  We will ensure 
that these complaints are investigated by individuals that are 
independent to the situation and can be impartial in the outcome of the 
complaint. 

 
11.2 The Association will immediately notify the Scottish Housing Regulator 

of any serious complaint against a senior staff or Committee members, 
which is within the Regulator’s guidance on ‘Notfiable events’. 

 
11.3 Tenants and customers should direct their complaints on senior staff or 

Committee members as listed: 
 
 Complaints about:     Reports to: 
 

Senior Staff members    Director 
Director      Chairperson 
Chairperson      Director 
Management Committee    Director. 

 
11.4 In the event of a complaint against the Chairperson or members of the 

Management Committee the Director will report and discuss this matter 
to the Committee giving careful consideration to avoid any conflict of 
interest.  The Committee will be asked to consider the appropriate 
method to investigate the complaint, for example internal investigation 
by the Director and/or Chairperson, or procuring the services of its 
Solicitors, Auditors and/or support from the Scottish Housing 
Regulator. 

 
 
 
 
 



12.0 Recording, Reporting, Publicising Complaints 
 
12.1 The importance of complaints to the Association is clearly stated 

throughout our policy and complaints handling procedure where they 
give us the opportunity to improve our services both at an operational 
and strategic level.  It is therefore essential that complaints are 
recorded in a systematic way so we can use complaint data for 
analysis to inform service reviews and reporting to various 
stakeholders i.e. tenants, Management Committee and Scottish 
Housing Regulator through the Annual Report on the Charter (ARC). 

 
12.2 Appendix 5 to the Complaints Handling Procedure is the database for 

the recording complaints, which record the complainant’s personal and 
contact details, details of the complaint and decisions and outcomes at 
each stage of the complaints procedure. 

 
12.3 We will analyse complaints and identify any trends to ensure we attend 

to any service failure and take appropriate action.  We will report and 
publicise the outcome of our analysis of complaints detailing; 

 Complaints attended to at each stage of the complaints 
procedure; 

 Performance in attending to complaints; 

 Summary of the complaints; 

 Improvements we have made to prevent a reoccurrence of any 
service failure or performance. 

 
12.4 We will report and publicise our performance and outcomes from our 

management of complaints through the following: 

 Quarterly on the Association’s website; 

 Quarterly in our newsletters 

 Quarterly to the Management Committee; 

 Annually in our Annual Report and in the impending 
Annual Report on the Charter to tenants and the 
Regulator. 
  

 
 
 
 
 
 
13.0 Timescales 
 
13.1 In some instances it can be difficult to investigate complaints after 

significant time has elapsed, therefore complainants should bring 
complaints to them within 6 months of becoming aware of the problem, 
unless there are special circumstances for considering the complaint 
beyond this time.   

 
 



14.0 Monitoring & Evaluation 
 
14.1 The Director is responsible for ensuring that the system is understood 

by all members of staff and properly implemented by staff at all levels. 
 
14.2 The Director will provide a performance report to the Management 

Committee on a quarterly basis, which monitors the system and its key 
targets.  In addition an annual report will be provided in April to the 
Management Committee that details the number of complaints received 
in the previous 12 months, the subject and outcomes.  Any trends in 
the complaints should be analysed and opportunities for reviewing 
services for improvement should be considered. 

 
14.3 These results should also be fed back to tenants and customers via our 

 newsletters and website. 
 

 

15.0 Review 

 
15.1 This policy will be reviewed every 3 years and is therefore is due for review 

in August 2015 or earlier to take account of: 
 

 Any changes in the complaints handling procedure by the SPSO; 

 The views of tenants and customers; and 

 Our performance in managing complaints.  

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

       Complaint Form   

______________________________________________________________ 
 

Name 
 

 

Address 
 
 
 

 

Home Telephone 
Number 

 

Mobile Number 
 

 

Email address 
 

 

 
If you wish someone to act on your behalf, we need you to sign the 
consent below, if you can, to allow them to attend to your complaint. 

Their Name 
 

 

Their Address 
 
 
 

 

Their Telephone Number  

Their e-mail address 
 

 

Their relationship to you  

 

Consent 
I authorise the person named above to make my complaint to Cadder 
Housing Association for me.  I understand that Cadder Housing 
Association may give personal information about me and my 
complaints to this named person. 
 
Signed: 
 
Date: 

 
 
 



What is your complaint?  
Please describe the problem as fully as possible and give details of why it arose and who was 
involved 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Unless there are special circumstances we will not look at complaints 
that: 

 Happened more than 6 months after the event;  

 You knew about more than 12 months ago. 
 
When did the problem you are complaining about happen? 
 
Month ___________ Year:_______________ 
 
If you have known about this issue for more than 12 months please tell 
us why you are bringing this to our attention now: 

 
 
 
 
 
 

 
 
 



 
Have you have contacted us before about this complaint?  If so, who did 
you speak to? 

 
 
 
 
 
 

 
 
 
What action was taken? 

 
 
 
 
 

 
 
What do you think Cadder Housing Association should do to put things 
right? 

 
 
 
 
 
 

 
 
 
Signed  ________________________ 
 
 
Date  ________________________ 
 
 
 

 
 


