
Complaints Policy 

1. Introduction and Aims

1.1 Muirhouse Housing Association aims to provide a high quality, 
responsive and consistent  service. However there will be occasions 
when a user of our services is not happy with the level or quality of 
service.  We will seek feedback on tenant satisfaction with our service 
through estate management visits, customer surveys and newsletters.  
We will treat complaints as useful feedback and act on them in a 
positive manner to improve our service. 

2. Legislation and Good Practice

2.1 We have adopted the Model Complaints Handling Procedure for 
Registered Social Landlords produced by the Scottish Public Services 
Ombudsman in line with the Public Services Reform (Scotland) Act 
2010.  This includes a leaflet for customers which provides 
standardised information on the complaints procedure to customers of 
all RSLs in Scotland.  This leaflet will be given to all new tenants and 
will be available from our office and on our web-site. 

2.2 The Complaints Handling Procedure aims to provide a quick, simple 
and streamlined process for resolving complaints early and locally by 
capable, well-trained staff.  It provides two opportunities to resolve 
complaints internally through ‘frontline resolution’ and ‘investigation’. 

2.3 We have adopted the ‘Employees Guide to the Complaints Handling 
Procedure’.  All staff will be trained in line with this good practice. They 
will aim to try to resolve complaints on the spot to the satisfaction of 
the customer wherever this is possible 

2.4 Adopting the Complaints Handling Procedure makes sure we meet the 
outcomes from the Scottish Social Housing Charter on equalities and 
communication:  

Equality: Social landlords perform all aspects of their housing 
services so that every tenant and other customer has their 
individual needs recognised, is treated fairly and with respect, 
and receives fair access to housing and housing services. 

Communication: Social landlords manage their businesses 
so that tenants and other customers find it easy to communicate 
with their landlord and get the information they need about 
their landlord, how and why it makes decisions and the services 
it provides. 



 

3. Principles and Approach 
 
3.1 A complaint is ‘An expression of dissatisfaction by one or more 
 members of the public about Muirhouse Housing Association’s lack of 
 action, or about the standard of service provided by or on behalf of 
 Muirhouse Housing Association’. 
 
3.1 Anyone who receives or requests a service from us can make a 
 complaint, either in person at our office, by telephone, by e-mail or in 
 writing. This includes: 
  

• Tenants or owners 
• People applying for a house 
• People acting on behalf of the above, e.g. solicitor, advice 

agency, councillor, MSP  
 
3.2 A complaint may relate to: 
 

• Delays in responding to enquiries and requests 
• Failure to provide a service 
• Our standard of service 
• Dissatisfaction of our policy 
• Treatment by or attitude of a member of staff 
• Our failure to follow proper procedure 

 
3.3 We will not deal with the following under the complaints procedure: 
 

• A first request for a service 
• A request for information or explanation of policy or practice 
• Any policies and procedures that already have a separate route 

of appeal (eg housing application decisions) 
• A complaint we have already investigated and given a final 

decision on 
• Complaints that are in court of have already been heard by a 

court of a tribunal. 
 
3.5 All complaints will be treated sympathetically and in confidence. 
 
4. Roles and Responsibility 
  
4.1 Overall responsibility and accountability for the management of 
 complaints lies with the Chief Executive and the Board of Management. 
 
4.2 Our final position on the complaint is signed off by our Chief Executive 

and we will confirm that this is our final response.  This ensures that 
our senior management own and are accountable for the decision.  It 
also reassures the customer that their concerns have been taken 
seriously. 

 



 

 
4.3 

 
Redress 

We expect that a prompt and positive response to a complaint would 
resolve the problem. In the event of prolonged periods of 
inconvenience or distress to a tenant in resolving a problem it may be 
appropriate to consider financial compensation in some form. This is 
considered by and at the discretion of the Chief Executive up to a 
maximum of £200.  More significant compensation would be 
considered by and at the discretion of the Board, on receiving a full 
report from and recommendation by the Chief Executive. 

 
5. Monitoring and Performance 
 
 We will record all complaints in a systematic way so that we can use 
 the complaints data for analysis and management reporting.  By 
 recording and using complaints information in this way, we can identify 
 and address the causes of complaints and, where appropriate, identify 
 training opportunities and introduce service improvements. 
  
 This information is reported regularly (and at least quarterly) to our 
 management committee. 
 
 Regularly reporting the analysis of complaints information helps to 
 inform management of where services need to improve.  It will also 
 help us report efficiently on the Annual Return on the Charter (the 
 ARC). 
 
6. Complaints and Service Improvement 
 
 We publish on a quarterly basis in newsletters/ on our website/ in our 
 office the outcome of complaints and the actions we have taken in 
 response.  This demonstrates the improvements resulting from 
 complaints and shows that complaints can influence our services.  It 
 also helps ensure transparency in our complaints handling service and 
 will demonstrate to our customers that we value complaints. 
 

We will also use case studies and examples to demonstrate how 
complaints have helped improve services. 

  
7. Policy Review 
 
 The Policy and Procedures will be reviewed at least every three years 
 by the Management Committee.  
 
 Last Review Date: 2012 
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