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• Delays or mistakes in paying an invoice.

• How well or otherwise we have provided
you with information you have asked for.

• The way we respond to any contact from you
– especially if you feel that an employee or a
contractor has behaved badly towards you.

• If you feel that you have been discriminated
against in any way.

Comments and suggestions
We appreciate receiving comments on how
well we are providing our services and any
suggestions you may have for improving how
we do things.  We also appreciate knowing
when things have gone well!  If you have a
comment or suggestion, please either e-mail
us (see back page for details) or use the
comments form attached to this leaflet.

What this procedure does not
cover

This procedure does not cover any
complaints you have about your neighbours.
These are covered by a different procedure,
but if you have a comment or complaint
about the way we have dealt with a
disagreement or dispute involving your
neighbours, then you can use this procedure.
Unacceptable behaviour is not covered by
this procedure. Please refer to our
Unacceptable Actions Policy for more
information. This sets out the accepted level
of behaviour from complainants.

Anonymous complaints
We will not be able to deal with anonymous
complaints.

Our aim is to ‘get it right first
time’ – but we realise that we
will not always achieve this.
This leaflet explains how you
can make a comment or
complaint about our services.

Letting us know your views is
important as it gives us the
opportunity to put things right.

Who can comment or complain?
Anyone who requests or receives a service
from us – for example an applicant, tenant,
sharing owner, factored owner, supplier or
contractor – can use this procedure.

If you prefer, someone acting on your behalf
such as your local Councillor, Member of the
Scottish Parliament (MSP) or the Chairperson of
a local Tenants’ Association can comment or
complain on your behalf.

What can you comment or
complain about?

You can make a comment or complaint about
any aspect of our services, for example:

• Delays in carrying out repairs to your
property.

• The standard of repairs to your property, or
the way the work was carried out.

• How we have dealt with your application for
housing.
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Sorting things out informally
Many problems can be sorted out quickly and
informally by speaking to the employee who
deals with the matter. 

We would encourage you to use the informal
approach first.

To help you ask for the right person when you
‘phone or call into our office:

• Informal comments and complaints will
normally be those which can be acted on
and where appropriate resolved without the
need for investigation or any other delay.
Brief details of informal complaints will be
recorded at Departmental level for internal
monitoring purposes, but they will not be
recorded in the formal complaints register.
Contact the Director of the relevant
Department to give details.

If you are not sure who to ask for, our Customer
Service Advisors will help you.  If the person
you need to speak to is not available, you can
leave a message on their voice-mail.

The person you speak to will let you know
what can be done about the matter and how
long it should take for the matter to be sorted
out.

Formal complaints
While we would hope that most problems can
be sorted out quickly and informally, you do
have every right to make a formal complaint.

Whenever possible you should try to write to
us within 2 weeks of the event or incident you
are not happy about.  If you contacted us
informally first, but you are not happy with our
reply and wish to take the matter further, please
try to contact us within 2 weeks of our reply to
your informal complaint.

Making a formal complaint
Normally formal complaints will be by letter or
using the complaints form attached to this
leaflet, giving as much detail as possible, to The
Risk & Compliance Manager, Hillcrest Housing
Association, 4 South Ward Road, Dundee, DD1
1PN. Assistance to do this will be provided on
request.

You may want to have some independent
advice before you decide to make a formal
complaint.  Some of those who could help you
are:

• Your local Citizens Advice Bureau

• Your local Councillor

• A solicitor (but you may have to pay for this
service)

What will happen next?
We will write to you within 5 working days to
acknowledge that your complaint has been
received.

We will look into your complaint and will write
to you again within 2 working weeks to let you
know the results of our investigation.

Your complaint may be a complicated one and
we may need more than two weeks to finish
our enquiries.  When this happens we will still
write to you at the end of 2 weeks to let you
know what is happening and to give you an
estimate of when we think we will be sending
you a final reply.

If you are still not happy
If you feel that your complaint has not been
dealt with satisfactorily, or you are unhappy
with the reply, you may appeal.  In our letter
replying to your complaint we will let you
know who you may appeal to, and when your
appeal needs to be received for us to consider
it.
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We will acknowledge receipt of your appeal
letter within 5 working days, let you know who
will look into your appeal and what will
happen next.

Ombudsman
If, having gone through all the stages of our
procedure, you are still not happy about how
we have dealt with your complaint you can
appeal to the Scottish Public Services
Ombudsman.

The Ombudsman investigates how public
authorities, including Housing Associations,
have handled complaints.  An information
leaflet is available from any of our offices.

You can contact the Ombudsman at:

4 Melville Street
Edinburgh EH3 7NS
Tel:  0800 377 7330
Email: ask@spso.org.uk

Who will know about my
complaint?

We will as far as possible respect your
confidentiality while we investigate your
complaint, and your name will only be known
by those who ‘need to know’ as part of our
investigation.

And finally ...

We hope that the information and
advice in this leaflet has been clear
and helpful to you, but if you need
more information about making a
comment or complaint please do
not hesitate to contact us.

If you have any suggestions about
ways we might improve this leaflet,
we will be happy to hear from you.
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