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1. INTRODUCTION

Milnbank Housing Association aims to provide a first class service, however, 
although we strive to do our best, the Association like everyone else is not 
infallible and mistakes can happen.

For clarification, the Association defines a complaint as:
An expression of dissatisfaction by one or more members of
the public about an organisation’s action of lack of action,
or about the standard of service provided by or on behalf of
the organisation. 

The Association attaches a great deal of importance to the proper handling of 
complaints.  This policy details the process for making a complaint, who to 
complain to and what procedure to follow if you are dissatisfied with the 
response.

The complaint procedure is formulated by the Management Committee and 
reviewed annually or as otherwise deemed necessary. In line with good practice 
guidance, the Management Committee publish complaints and the outcomes, on 
an annual basis. 

2. THOSE ELIGIBLE TO USE THE COMPLAINTS PROCEDURE

The Complaints Procedure can be used by anyone who receives or is affected by a 
service provided by Milnbank Housing Association.  This includes:

-  Tenants of the Association 
 -  Owner Occupiers & Sharing Owners within the Association               

-  Agencies who have Management Agreements with MHA  
          -  People applying to be housed by the Association

-  Residents residing in neighbouring property

The procedure is also open to people who may be acting on behalf of residents, 
this includes: Advice Agencies, Solicitors, Local Councillor, Member of Parliament.

Although the Association will work with representatives, residents are encouraged 
to contact the Association first.

3. CIRCUMSTANCES WHERE COMPLAINTS CAN BE MADE

Customers can lodge a complaint about any aspect of service they are unhappy 
about.  Although not exhaustive, examples of this may include:

-  If you feel that a member of staff, a committee member, a contractor or   any 
other  representative of the Association has not behaved in an acceptable 
manner.

-  If you have not received information you have requested.

-  If a repair has not been carried out in accordance to policy/procedure
           
-  If you consider that your housing application has not been handled properly



There are a few exceptions where the nature of the complaint would not be dealt 
with under the Complaints Policy.  Examples of this may include:

- Complaints against neighbours will not be considered under this policy unless it is 
a complaint about the way in which the Association has handled the 
neighbour dispute.  Neighbour disputes are dealt with in accordance with 
the process outlined in the Dealing with Anti Social Behaviour Policy.

-  The Association has numerous policies in operation.  A complaint about the 
content of any policy will not be dealt with under the Complaints Procedure 
Policy; however the Association welcomes resident’s views on policy 
contents which will be referred to the management committee during the 
review process.

- In terms of confidentiality, members of staff and the Management 
Committee are strictly prohibited from discussing someone’s 
circumstances with a third party.  This means that a complainant cannot 
be given information on any individual e.g. how an applicant was 
rehoused, but can receive general information about the subject matter.

4. INFORMAL COMPLAINTS

If you have a problem you wish to be brought to our attention but not lodged in a 
formal manner, it will be treated as an informal complaint.

As a matter of course, any staff member should attempt to resolve the 
issue that has been raised. It is the duty of the member of staff who deals with 
the issue to try to resolve your problem.  The member of staff should:

- Ascertain what should have happened.
- Clarify what did happen.
- Identify what was the cause of any identified failings.
- Identify what can be done to resolve the problem.

Informal complaints either are face to face, in writing or via the telephone and 
will be logged in the Complaints Register in note form and recorded as an 
informal complaint. 

The aim is to provide a quick, informed response to a complaint without 
the need for a detailed investigation of the points raised. Ideally a 
resolution should be achievable within a short period of time, and the 
Association aims to resolve the majority of cases within 24 hours and no 
longer than 5 working days.     

5. THE FORMAL COMPLAINTS PROCEDURE

The Complaints Procedure Policy has been designed to enable those customers 
who exercise their right to formally complain to be treated quickly with as little 
red tape as possible.



Residents wishing to complain should be clear on what their problem is and how 
they would wish it to be resolved (e.g. an apology, a working practice reviewed). 
The Association encourages complaints to be lodged in writing whenever possible, 
although complaints made verbally, by telephone, fax or email will be accepted.

STEP 1 – Contact with the Directorate

The aim is that the majority of complaints are dealt with by front line staff; 
however, the Association recognises that there are occasions when senior 
management may require to investigate a complaint. Examples include: -

-Customers remaining dissatisfied by the outcome of the informal 
  stage. 
-The issue raised is complex and will require detailed investigation. 
-The complaint related to issues that have been identified as 
  serious or high risk/high profile.   

The first stage in the formal complaints procedure process is for the resident to 
contact the Director or Depute Director if a resident has a complaint regarding 
the manner in which you have been treated by a member of staff.

If the complaint is against the Directorate, the Secretary of the Management 
Committee should be contacted.

If a customer has a complaint against a member of the Management Committee, 
The Scottish Public Services Ombudsman should be contacted.

The relevant Staff Member will acknowledge, in writing, formal complaints within 
3 working days and within 14 working days of receiving the complaint, customers 
will be informed of the outcome.  In some instances a longer period of response 
time maybe required, in these circumstances the complainant will be advised of 
the time delay.

Recording of complaints and the complainant’s right to view their complaints file 
shall be treated in terms of Data Protection legislation.   

If customers are unhappy with the written response the undernoted Appeals 
procedure will be applied.



STEP 2 – Appeals Committee

If the customer considers that the Directorate has not resolved their complaint 
satisfactorily, they should write to the Secretary of the Association to request a 
meeting with the Appeals Committee.

The Appeals Committee will be compiled from a cross section of committee 
members and consist of no more than 3 members.  A member of staff will also 
normally be in attendance in an advisory capacity. A minute of the Appeals 
hearing will be recorded.



The Chairperson of the Appeals Committee is obliged to inform the customer, in 
writing, within 3 working days, advising of the date of the meeting.

The complainant may be accompanied by an advisor, representative or friend. 
The Association requires that notification be given of who will be accompanying 
the complainant and clarification of their role.  The Appeals Committee has the 
right to refuse such a representative if prior permission has not been sought.

Appeal hearings will be conducted within the Association’s offices and will 
normally take the format of: the Chairperson outlining the Association’s 
understanding of the reason for the appeal, the customer being invited to state 
their point, and if applicable, the customer’s representative stating their point. 
This will be followed by general questions/discussion and concluded by the 
customer and Chairperson each providing a final statement.

Upon the customers, and their representative vacating the hearing, the Appeals 
Committee will make their decision and notify the customer, in writing, of the 
outcome of the decision within 3 working days.



STEP 3 – The Ombudsman Service

If the customer considers that the above procedure has failed to resolve their 
problem satisfactorily, they have the right to contact The Scottish Public Services 
Ombudsman. The Ombudsman is independent of the landlords in this scheme, 
and is impartial.  There is no charge for using the service.

The Ombudsman is appointed to investigate individual complaints against housing 
associations for maladministration and reports on whether the problems raised 
should be rectified, and how this should be done. The Association, unless 
otherwise instructed by the Ombudsman, will make copies of any investigation 
reports available for inspection to those who lodge a request. 

The customer must have already complained to their landlord.  The Ombudsman 
cannot start an investigation until the resident has reached the end of the 
complaints process in trying to obtain satisfaction through the landlord’s own 
complaints procedure.

The Ombudsman can be contacted at:

The Scottish Public Services Ombudsman
4 Melville Street
Edinburgh
EH3 7NS
Telephone: (0800-377-7330)
Text: (0790-049-4372)
Fax: (0800-377-7331) 
Email: ask@spso.org.uk
Website: www.spso.org.uk 

mailto:ask@spso.org.uk


Care Commission
Similarly, those tenants who receive the Association’s Supporting People Service, 
Sheltered Housing support and tenants of Walpole and Circus Drive Housing 
Projects have the right of appeal to the Care Commission in terms of the 
Regulation of Care (Scotland) Act 2001.

The Care Commission strives to ensure that it serves the interests of the people 
who use care services and in the event of receiving a complaint, it will be 
categorised into either complaints about the support service or complaints 
concerning the Care Commission.

At the outset of the complaints process, it will be agreed with the receiver of the 
service which National Care Standard is applicable. The Care Commission work on 
a set of principles when assessing each complaint, these being: accessibility, 
effectiveness, clarity, confidentiality, impartiality and fairness.

As with the Scottish Public Services Ombudsman, the Care Commission has 
various stages in the complaint process, ranging from level 1 to 4. The outcome 
of a complaint can be either upheld, not upheld or partially upheld. 

The Care Commission is independent of the Association, and is impartial. There is 
no charge for using this service. 

The Care Commission can be contacted at:

Central West Region
4th Floor
1 Smithhills Street
PAISLEY PAI 1EB
Telephone: 0141-843-4230
Fax: 0141-843-4289
Email: enquiries@carecommision.com
Website: www.carecommision.com

  
(Please note that a full extract of the Care Commission Complaints Procedure 
forms part of the handbook providing information to tenants who receive support) 



STEP 4 – Legal Advice

In terms of the Housing (Scotland) Act 2001 a person who is aggrieved by a 
decision of a landlord has the right to seek legal advice.  

6. CONFIDENTIALITY

The Association will, as far as possible respect the confidentiality of complaints. 
The Appeals Committee is issued with briefing materials outlining the customer’s 
case however; the person’s name and address will not be divulged any more than 
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is necessary.  In normal circumstances the identity of the complainant will only be 
known by the Directorate and the Secretary and/or Chairman of the Management 
Committee, all of whom are not at liberty to inform others of who has lodged the 
complaint.

It should be noted, however, that in cases where a complaint refers to a particular 
resident, Committee member or member of staff, it may be necessary to disclose 
the identity of the complainant to allow a fair assessment to be carried out.

7. WHISTLEBLOWING

The Association has a Whistleblowing Policy in place that encourages staff and 
committee members to raise concerns of suspected misconduct or wrongdoing, 
for example, fraud, danger to health and safety, in order that the Association can 
investigate any such issues.  

8. MANAGING UNACCEPTABLE ACTIONS

The Association appreciates that people may act out of character in time of 
trouble or distress. We do not view behaviour as unacceptable because a 
complainant is forceful or determined, however if these actions lead to the 
complainant becoming angry, demanding, abusive or persistent then the 
Association’s policy is for staff to manage these unacceptable actions in the 
appropriate manner. 

This may take the form of restricting personal contact in the office and insist on 
telephone, fax or some other form of communication. The police may be called if 
there is a threat or use of violence, we may refuse communication if it is abusive 
or contains allegations that lack substantive evidence or staff will end telephone 
calls if they are considered aggressive, abusive or offensive.

A complainant can appeal a decision to restrict contact by contacting a senior 
member of staff who was not involved in the original decision.         

9. GENERAL

(a) Where a complaint is signed by people from more than one household or if 
one individual is acting as a representative for all the signatories, the 
Association will only respond to that person.  In the event that there 
is no appointed representative, all signatories will receive a response from 
the Association.

(b) Anonymous complaints will be dealt with at the discretion of the 
Directorate.  They will be retained on file for a reasonable period of time in 
order to monitor whether there are other complaints originating from 
different sources regarding the same allegation.

(c) Residents who are Committee Members and have a complaint against the 
Association should use the same procedure as any other residents but 
would refrain from participating in any appeals stage.

(d) Where a person chooses to withdraw a complaint the Association reserves 
the right to investigate the matter if considered necessary.



(e) The Complaints Procedure Policy is aimed at resolving complaints. MHA 
recognises that it is important not to be overly prescriptive in its approach 
and, where possible and reasonable, resolve the complaint at an early 
stage. The Association consider appropriate redress to include:
- An apology
- An explanation
- Correcting the error
- Financial redress 

      


