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TOPIC :   QUARTERLY COMPLAINTS REPORT    
   
PREPARED BY :  CHRISTINE ROTHNIE (COMMUNICATIONS &  

ENGAGEMENT OFFICER) 
 
QUARTER : 1ST APRIL 2016 – 30TH JUNE 2016 
 
DATE OF MEETING :  23RD AUGUST 2016 
 

 

1. INTRODUCTION 
 
The purpose of this report is to inform the Management Committee of the 
number and types of complaints that have been managed through our 
Complaints Handling Procedure (CHP), changes that we have made as a 
result of the complaints we have received and how well complaints have 
been managed in line with the CHP.  

 

2. STATISTICAL INFORMATION 
 

Number of complaints received this 

quarter  

1st Stage  2nd Stage  

No % No % 

Equalities related 0 

  

3 

  Others 13 9 

Total no of complaints 13 12 

Responded to in full this quarter 13 100% 11 100% 

Fully Upheld 4 31% 5 45% 

Partially Upheld 2 15% 4 36% 

Total Upheld 6 46% 9 81% 

Complaints closed this quarter within 
SPSO timescales 

 13 100% 11 100% 

 



 

 

There were 25 complaints received  in this quarter, 24 of which were 
answered within the quarter. The one remaining complaint  was reopened 
within the next quarter and was closed within SPSO timescales.   

 
3. COMPLAINTS ANSWERED OUTWITH SPSO TIMESCALES 

 
There were no complaints resolved out with SPSO timescales this quarter. 
However, CR2445 was mistakenly recorded on Cirrus as being resolved 
outwith timescales. This complaint has been reported to Committee as being 
within timescale.    
 

 CR2445 is a stage 1 complaint that was resolved within the timescale but 
recorded as being overdue. The tenant complained that the cleaning 
product used to clean their close was leaving a film on the floor tiles. The 
Housing Officer agreed with the tenant and CAS that a different product 
be used for the next clean for a comparison. This resolved the issue to 
the tenant’s satisfaction and the complaint should have been closed off 
on the system at this point.  

 
 The Housing Officer chose to keep the complaint open until the next 

scheduled clean was carried out. The staff member has been reminded 
that once a satisfactory course of action has been agreed with the 
complainant that complaint should be closed off.  

 
4. NUMBER OF COMPLAINTS 

 
The number of complaints that were received this quarter is comparable with 
the same period last year when 26 complaints were received. There has 
been a notable rise in stage 2 complaints, with a reduction in stage 1. This 
may be due to more effective categorisation of complaints when they are first 
received. 
 

5. EQUALITIES 
 
There were three stage 2 complaints logged on Cirrus as having an 
equalities factor. The equalities elements for two of the complaints were not 
upheld, (although one of those comlpaints was partially upheld for other 
reasons) and the third complaint was partially upheld as there was no 
concrete evidence either way. 
 

 CR2438 A Transgender tenant who lives as a woman believed they were 
referred to as male on the telephone after having previously been 
through the complaints process for a similar complaint. An independent 
witness verified that this was not the case however the complaint was 
partially upheld due to the lack of concrete evidence either way. 
Equalities training for all staff will be arranged as agreed with the 
customer previously. The Association will also ensure that reception 
scripts are gender neutral.  

   



 

 

 CR2439 A tenant felt he was singled out for different treatment by a 
member of staff. Although he was unable to explain why he felt this would 
be the case he insisted that it was an equalities issue.  After investigation 
this complaint was not upheld.  
 

 CR2440 A family member complained on behalf of a person who had 
subletted a room from one of our tenants. The complaint was due to the 
subletter being asked to leave the property by the tenant, and NGHA not 
supporting the subletter to recoup her financial losses or gain alternative 
housing. The complainant stated they felt that this was due to gender 
inequality. The situation was delicate due to both data protection issues and 
the tenant’s breach of tenancy by subletting a room. As the subletter had no 
legal right to occupy the property the association could not accept an 
application stating this address. The complaint was partially upheld on the 
basis that explanations could be simpler and clearer. The equalities issue in 
the complaint was not upheld. 
 

  



 

 

6. COMPLAINTS BY CATEGORY 
 
The table below breaks down the complaints that we have received this 
quarter by type.  
 

 Stage 1 Upheld Stage 2 Upheld 

Category Number Number Number Number 

Allocations 0 0 0 0 

Estate 
Management  

1 0 2 1 

Factoring  0 0 0 0 

Finance debt 
recovery 

0 0 0 0 

General Customer 
Service 

1 0 2 1 

Major Repairs and 
Servicing 

3 2 1 1 

New Build 
Developments 

1 1 0 0 

Reactive Repairs 0 0 0 0 

Rechargeable 
Repairs  

0 0 0 0 

Tenant Rent 
Payment  

0 0 0 0 

Miscellaneous 0 0 3 3 

Close Cleaning  7 3 3 3 

TOTAL 13 6 11 9 

 
It should be noted that only 24 complaints are shown in this table, due to one 
complaint that was answered outwith the quarter. 
 
  



 

 

7. ACTION PLAN FROM COMPLAINTS 
 
This Action Plan is to ensure that improvements to our service are made as a 
result of complaints. Progress of actions will be reported to Committee each 
quarter.  

 

Action  Responsible Person Progress 

Staff training on equalities Kirsty Fotheringham Training arranged but 
dates still to be agreed.  

Close cleaning newsletter 
that explains the 
expected quality 
standards 

Kirsty Fotheringham Close cleaning newsletter 
delivered to all 
customers.  

Tenants Panel to review 
Anti social Behaviour 
Procedure to ensure that 
process for 
communicating with 
customer is 
comprehensive  

Julie Macdonald Has been postponed as a 
number of procedures 
have to be reviewed and 
taken to the panel. Panel 
informed about this.   

 
 

8. COMMUNICATION WITH CUSTOMERS 
 
All customers received a close cleaning newsletter in June that detailed both 
the service they can expect from the close cleaning contractor, and their own 
responsibilities for keeping their close clean and tidy. Customers were invited 
to get in touch with us to share their views on the service, and although this 
generated some close cleaning complaints, there was also positive feedback 
taken. The Tenant Panel also commented positively on the newsletter and 
the cleaning service. This leaflet may be partly responsible for the high 
number of close cleaning complaints this quarter. 

 
9. TRAINING & DEVELOPMENT 

 
Training on Complaints was delivered for all staff in April. There were 4 
sessions delivered throughout the month to ensure that all staff got the 
opportunity to take part. Areas that were focused on included the importance 
of logging all complaints and what is an equalities issue . Correct procedures 
were reiterated.  

 
10. COMPLAINTS HANDLING NETWORK 

 

 The SPSO introduced their complaints improvement framework to the 
Complaints Handlers Network at the quarterly meeting in July. This 



 

 

framework is designed to enable Housing Associations to self-assess 
their performance in six key areas of complaints handling. This covers  
organisational culture, process and procedure, asccessibility, quality, 
learning from complaints and complaints handling performance. We are 
looking into this as a possible assessment model for the Association.  

 

 The reduction in complaints received in 2015/16 compared to previous 
years was a trend across the sector. It was discussed at the network 
meeting that this may be a sign that the procedure was being effective in 
reducing the number of complaints.  

 
11.  CONCLUSION 

 
The number of complaints received this quarter is lower for stage 1 but 
higher for stage 2 when considered with the same quarter last year. This 
may be due to more effective categorisation when a complaint is received, 
with complex complaints being referred straight to stage 2. Only one 
complaint was resolved outwith SPSO timescales. There continues to be a 
marked improvement in the time it is taking to respond to complaints, which 
we hope to see continue throughout the duration of 2016/17.  

 

 


