
COMPLAINTS REPORT 1ST APRIL 2021 TO 31ST MARCH 2022 

 

Cloch Housing Association publishes information on complaints every 3 months. A complaint is 

any expression of dissatisfaction from our customers. We use complaints to monitor how our 

services are being delivered to our customers and so that we can learn from them. Complaints 

are broken down into 3 categories:  

Stage 1 – complaints that can be dealt with as front-line resolution within 5 working days.  

Stage 2 - complaints that are of a more serious nature and require some investigation or have 

been escalated from a Stage 1 complaint. These should be dealt with within 20 working days.  

SPSO referred complaints – if a customer is not satisfied with the outcome of their Stage 2 

complaint, they can escalate the complaint to the Scottish Public Services Ombudsman.  

For the period 1st April 2021 to 31st March 2022 Cloch Housing Association recorded the 

following numbers of complaints, these have been broken down into quarters: 

  Completion 
Target 

96% Completion 
Target  

100% 

  TOTAL 
STAGE 1 
COMPLAINTS 

% 
COMPLETED 
ON TIME 

TOTAL 
STAGE 2 
COMPLAINTS 

% 
COMPLETED 
ON TIME 

Q1 – APRIL-
JUNE 2021 

110 99.1% 11 100.0% 

Q2 – JULY-SEPT 
2021 

132 97.7% 11 100.0% 

Q3 – OCT-DEC 
2021 

154 98.1% 15 100.0% 

Q4 – JAN TO 
MARCH 2022 

162 99.4% 14 92.9% 



 A total of 365 complaints were made about our repairs contractors with the majority of these 

being for our main reactive repairs contractor. 

General themes of complaints over the last year were: 

• Lack of contact from contractors/failure to attend appointments 

• Dissatisfaction with quality of repairs 

• King’s Glen defects – contractor performance 

• Quality of garden maintenance contractor 

• Queries about incorrect items on factoring and rechargeable repair invoices 

• Dissatisfaction with standard of close cleaning 

• Housing Register priorities 
 

What have we learned from complaints? 

The past couple of years have been difficult for everyone, restrictions with our services and 

other external services meant that we were unable to carry on as normal.  The Association has 

been working closely with our reactive repairs contractor to improve on their service delivery 

and to ensure that all outstanding repairs that were put on hold during the restrictions have been 

carried out.   Staff have also been developing a repairs appointment system that works for our 

customers.  We accept that things have not been perfect, but we are working toward making 

this work going forward. 

Compliments 

As well as recording all expressions of dissatisfaction as complaints, staff are encouraged to 

record any compliments received from our customers.  The Association recorded a total of 53 

compliments throughout the year, some examples are detailed below. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Tenant overjoyed with the 

quality of work from 

Nurture 

Thank you to the gas engineer 

who was very friendly and 

helpful, brilliant service! 

New tenant 

advised that L and 

A had been very 

helpful during the 

allocation process. 

Ms G complimented how 

amazing staff have been 

throughout tenancy sign up 

process. 

Thanks to J for all the help 

and service she has provided 

me. 

They are a breath of fresh 

air, what a difference it 

makes so find someone 

willing to help. 

Thanks to all the 

staff for your hard 

work and support. 


