A Registered Social Landlord

Complaints

How
to make a Complaint

Abbeyfield Scotland Ltd aims to deliver a high standard of service in
all aspects of its business. However, it is acknowledged that there may
be occasions when people receiving a service from the Association
may not be entirely satisfied. It is essential therefore that we have a
simple system in place for receiving, investigating and trying to resolve
any issues that may be raised, in a fair and open way.

Copies of our complaints forms can be sent to you
in confidence or are available at each Abbeyfield
location.
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What can you complain about?
You can complain about any aspect of a service that you have
received or requested from us and which you are unhappy about.
To assist with this you may want to consider whether or not you wish
to complain or you wish to request information or a service from us.
For example:
• A
 request for a repair may not be a complaint however if your
welfare is affected by a repair not completed then you may have
a valid reason for complaint
• A
 request for compensation is not a complaint but you may be
dissatisfied with the handling of your request
• A
 staff member who is behaving in a unreasonable or
unsupportive manner may result in a complaint
• A
 housing application that you feel has not been handled properly
is a complaint
• Our rights of appeal system will not be considered as a complaint.

Who can complain?
Anyone who receives or requests a service from us, or people who act
on their behalf, can use the complaint procedure. This includes:
• tenants, tenants family members; volunteers and visitors
• MPs, MSPs, councillors; contractors and advice agencies;
• Applicants and users of our housing support service.
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Frontline resolution
We want to resolve complaints at the first point of contact and with
an immediate on the spot apology, explanation and any other action
to resolve the complaint from our frontline staff. Therefore in the first
instance, you should talk to an appropriate staff member as quickly
as possible. They will acknowledge this within one day and provide a
resolution within 5 working days.

Formal Investigation
If the problem is not resolved informally, you can make a formal
complaint. You can do this by contacting us in person; or by
telephoning us to request a meeting with us to hear your complaint.
You may also wish to write to us detailing your complaint or use our
complaints form.
We will acknowledge your request within 3 working days and
complete the investigation within 20 days.
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Independent External Review
The Scottish Public Services Ombudsman (SPSO) will become involved
if you feel we have not resolved your complaint to your satisfaction.
Their details are at the end of this leaflet
To summarise there are three different stages that a complaint can go
through, as shown in the following table:
Complaint stage

Who deals with it?

Acknowledgement

Target for response

Stage 1  FRONTLINE
RESOLUTION

Frontline housing or
support staff.

1 day

1 week

Stage 2
INVESTIGATION

Housing Coordinator,
Area Manager,
Head of Housing
Operations

Three working days

20 days

Stage 3
INDEPENDENT
EXTERNAL  REVIEW

SPSO or other agency

Three working days

20 days

We will try to respond to your complaint within the target times
shown above. However, some issues may take longer to investigate.
We will tell you if it is going to take a longer time to respond.

Confidentiality
As far as possible, all complaints will be treated confidentially.
However, it may not be possible to investigate a complaint fully or
resolve it without sharing information. We will only do this with your
agreement. If you withhold agreement, it may make it more difficult
for us to take action to resolve the problem
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Who else can help
If you are still not satisfied with either the complaints process or the
outcome of your complaint, you can contact one of the following
organisations, depending on the nature of your complaint.

Scottish Public
Services Ombudsman
(SPSO)
Anyone who receives a service
or has applied for housing from
a housing association can make
use of the Scottish Public Services
Ombudsman.  However, the
Ombudsman will not normally
deal with complaints until the
Association’s own complaints
procedure has been exhausted.

Care Inspectorate
Anyone receiving services
registered with the Care
Inspectorate has the right to
complain direct to them. They
will investigate complaints at any
stage even if you have not used
the Association’s complaints
procedure.
The main contact office for Care
Inspectorate is as follows under
their formal name:
Social Care, Social Work
Improvement Scotland
(SCSWIS),
Care Inspectorate,
Compass House
11 Riverside Drive,
Dundee DD1 4NY

The contact details are:
Scottish Public Services
Ombudsman,
4 Melville Street,
Edinburgh EH3 7NS
Telephone: 0800 377 7330
Text: 0790 049 4372
Fax: 0800 377 7331

Telephone: 0845 600 652
Email: enquiries@
careinspectorate.com

Email: ask@spso.org.uk
Web: www.spso.org.uk

Web: www.careinspectorate.com
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Complaints form
Please use this form if you would like to make a complaint about
the service you have received from Abbeyfield Scotland Ltd.
Name:
Address:

Postcode:
Telephone:

Mobile:

Email:
Details of Complaint:

(If you need more space to write
please use the other side of this page.)

What would you like us to do to resolve your complaint?

Signature:

Date:

You can hand this form to a member of staff or send it to:
Abbeyfield Scotland Ltd, 14 New Mart Road, Edinburgh, EH14 1RL
Telephone: 0131 225 7801   Email: info@abbeyfield-scotland.com
Web: www.abbeyfield-scotland.com
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Use this space for any
additional information

tel: 0131 225 7801 fax: 0131 225 7606
website: www.abbeyfield-scotland.com

Affiliate Member

Registered Office: 14 New Mart Road, Edinburgh EH14 1RL.
Industrial & Provident Society 1883 R(S).
The Scottish Housing Regulator 20 Abbeyfield Scotland Ltd
is a registered Scottish charity, No: SC012549.

