
 

Yorkhill Housing Association                                                    AGENDA ITEM 6 

Report to: Virtual Management Committee 27th May 2021 

Prepared by: Marion Menabney, Chief Executive 

Subject: Complaints 2020-21 

--------------------------------------------------------------------------------------------------------- 

Introduction and Purpose of Report 

The purpose of this report is to provide governing body members with information on 

all complaints received within the scope of the Association’s Complaints Handling 

Procedure during 2020-21. 

- A complaint is any expression of dissatisfaction about the Association’s 

service provision 

- Target completion time for Stage 1 complaints is 5 working days 

- Any member of staff can open and close a Stage 1 complaint. 

- Target completion times for Stage 2 complaints is 20 working days 

- Stage 2 complaints must be signed off by a manager. 

The complaints handling procedure (CHP) is operated in accordance with the 

SPSO’s Model CHP, first issued in 2012. Adoption and implementation of the Model 

CHP is a regulatory requirement. 

Members should note that SPSO’s new Model CHP has been adopted by YHA and 

is effective from 1st April 2021.  

Antisocial behaviour complaints are not within the scope of the CHP and are handled 

within a separate set of procedures. 

This is because the management of issues arising from antisocial complaints is not 

within the direct control of YHA. Intervention and involvement from other agencies is 

often required. 

Association staff work closely with other agencies to manage or resolve these cases. 

- Police Scotland 

- GCC’s Social Work Department 

- Other organisations such as GAMH 

- Medical service providers where appropriate 

Senior Staff regularly discuss active complaints at SMT meetings. 

Managers are responsible for ensuring that learning outcomes from complaints are 

shared with staff and where appropriate, practices are reviewed. 

Staff are encouraged to welcome complaints as an opportunity to improve service 

quality. 

 



 

Complaints 2020-21 Stage 1 Stage 2 

Fully Upheld 6 2 

Partly Upheld 12 4 

Not Upheld 5 8 

Not yet complete 0 1 

Total 23 15 

 

Stage 1 Complaints Fully Upheld 

6 Nature of Complaint YHA Action and Learning 
Outcomes 

HM002 Tenant objected to receiving letter asking 
him to stop feeding birds from his window. 
He adamantly denied he was doing this and 
wanted an apology for the false accusation. 

The member of staff who 
sent the letter had relied on 
the word of a neighbour. 
 
Staff were reminded to seek 
independent evidence of 
incidents, and avoid 
accusatory language. 

HM016 Tenant received documents in response to 
his SAR, and was unhappy at comments in 
emails eg ‘ x is over-reacting’,  ‘blowing 
things out of proportion.’ 

Staff were reminded not to 
include personal opinions or 
subjective remarks when 
sending internal emails.  

PS 018 Complaint from contractor about tenant’s 
behaviour. 

Unacceptable Behaviour 
letter sent from HM to 
tenant. 

PS029 Tenant was unhappy that scaffolding had 
been erected with no prior warning to 
residents. 

Contractor had installed 
scaffolding without an 
agreed site start with YHA. 
Scaffolding was dismantled 
immediately and contractor 
reminded that a minimum of 
seven days’ notice is 
required to allow YHA to 
inform residents.  

A004 Tenant complaining that YHA staff were 
unhelpful when he made a call to ask who 
had been at his home and why. 

Investigated by GW who 
established there had been 
some confusion over a gas 
servicing arrangement.  
Complaint upheld but noted 
that the tenant could be 
difficult to communicate with 
on the phone.  

A011 Complaint from resident about YHA staff 
comments overheard while she was making 
a telephone request for a new key.  

Investigated by GW. 
Apology issued to resident 
and staff working near to 
reception area warned to 
keep volume of 
conversations down. 

 



 

Stage 2 Complaints Fully Upheld 

2 Nature of Complaint YHA Action and Learning 
Outcomes 

SM1 Tenant on full HB was sent arrears warning 
and asked to pay a month’s rent in 
advance. Tenant’s daughter reported her 
father had been significantly distressed by 
the content and tone of the letter. 

Full apology issued by MM 
to tenant and daughter. 
 
Meeting held with CE and 
HM section. Staff reminded 
that policy is clear that no 
action should be taken in 
respect of technical arrears. 
 
Rent procedures fully 
clarified to avoid similar 
situations in future.  

PS008 Tenant’s relative reported concern that 
tenant had been without a kitchen for six 
weeks and volume of boxes was causing 
anxiety. 

Investigated by MM and 
storage facilities arranged 
immediately. 
Tenant’s kitchen was 
scheduled for upgrade. 
Existing kitchen was 
dismantled immediately 
before lockdown and he had 
stored all items from the 
units in several boxes. 
Contractors were unable to 
install the new kitchen until 
August 2020 due to Covid 
restrictions. Staff were 
reminded of the importance 
of keeping in touch with 
vulnerable tenants. 

 

Learning Outcomes 

Most fully upheld complaints involved poor communication. All staff require to: 

- Listen to exactly what is being said and avoid making judgements 

- Check facts and circumstances before taking any action 

- Ensure full compliance with relevant policies and procedures 

- Be careful of language used in internal emails 

- Be mindful of conversations and comments near the reception area 

- Ensure regular follow-up contact with tenants where repairs/improvements are 

not completed 

- Where possible inform tenant of what to expect  

- Establish the desired outcome with the complainant 

 

 



 

Stage 1 Complaints Partly Upheld 

12 Nature of Complaint YHA Action and Learning 
Outcomes 

PS012 Tenant unhappy with gas servicing 
contractor’s attitude and competence. Was 
unclear why the cooker had been identified 
as a risk. Also felt undermined by his 
questioning. 

Investigated by RC. 
Position with cooker clarified 
with contractor. RC spoke 
with tenant and explained. 

PS027 Repair to thermostat could not be 
undertaken by contractor sent by YHA. 

Investigated by RC. 
Reminder to staff to clearly 
identify service 
requirements when a repair 
is logged. Check with PS 
staff if it might be a 
specialist contractor that 
needs to be arranged. 
 

PS028 Tenant complaining about number of 
occupants in neighbouring property. 

Investigated by PH. 
Property concerned is 
privately owned, so scope 
for YHA intervention is 
restricted. PH contacted 
owner. 
 

F006 Owner complaining of contractor not 
displaying signage, using a blower in the 
close area and not wearing masks. 

DoPS met with contractor 
and provided signage for 
future use. Agreed blower 
would not be used in close 
area. 
 

F007 Owner requested loft key for installation of 
Sky services and when he discovered there 
was no connection point in his flat he 
lodged a complaint.  

FO acknowledged complaint 
and accepted it would have 
been useful for owner to 
have been advised there 
may not be a connection 
point in his flat. 
  

various Binstores and missed collections Partly upheld because 
complaints were valid.  
However, services 
concerned are outwith 
YHA’s direct control.  
Staff can only contact GCC 
to report issues and remind 
residents of the need to 
keep bins closed. 

 

 

 



Stage 2 Complaints Partly Upheld 

4 Nature of Complaint YHA Action and Learning 
Outcomes 

SM2.2 Part of multiple complaints. Tenant 
objecting to rudeness of staff member and 
stated she should have been given the 
opportunity to move the items before Fire 
service was notified. 

Staff member advised he 
did not mean to appear rude 
and apologised if that was 
the impression given to the 
tenant. It was agreed that 
the tenant should have been 
warned prior to involving the 
Fire Service. 
 

SM2.3 Part of multiple complaints. Tenant listed a 
number of outstanding repairs. 

PH investigated and 
identified several access 
arrangements which had not 
been kept by the tenant 
between September 2019 
and March 2020. These 
arrangements were 
renewed but complaint 
partially upheld. 
 

SM2.5 Included in multiple complaints. Tenant 
complained lift and stairs had not been 
cleaned in four weeks.  

Stair cleaning regime has 
been altered due to Covid 
restrictions. PH inspected 
and found common areas to 
be in a satisfactory 
condition.  
 

F009 F007 escalated to S2 by owner. PH investigated and partly 
upheld as owner could have 
been given full information 
about YHA’s role in satellite 
provision when he made the 
initial request for a loft key. 

 

Learning Outcomes 

Three main reasons for a partly upheld outcome 

- Communication issues as noted in previous section 

- Where there is scope to give the complainant the benefit of the doubt 

- Where the complaint is valid, but the resolution is outwith YHA’s remit 

The most common complaint with a partially upheld outcome relates to backcourts 

and bin stores. 

During 2020-21 some of these complaints were recorded separately and for 2021-22 

will be excluded from the CHP logs unless there is a direct link to services provided 

solely by the Association. 

 



 

Stage 1 Complaints Not Upheld 

5 Nature of Complaint YHA Action and Learning 
Outcomes 

HM10 Tenant was not happy she had not received 
an immediate response to her complaint of 
ASB. 

Investigated by SP. Tenant 
received a written 
acknowledgement of the 
ASB complaint the day after 
she made it. SP explained 
timescales and ASB 
procedures directly to 
tenant. Staff to consider 
issuing information with all 
acknowledgements. 
 

HM13 Tenant unhappy with YHA’s ASB 
timescales and procedures. 

Case notes and 
correspondence checked 
and all procedures have 
been complied with in 
relation to the ASB 
complaint. Not upheld. 
 

PS014 Tenant reported contractor making 
excessive noise. 

Investigated by SP. 
Discussed with contractor 
and satisfied working 
practices are compliant with 
relevant standards. 
 

PS015 Tenant complaining about no hot water. Previous access 
arrangements not adhered 
to. New appointment made 
for contractor to attend. 
 

  PS017 Complaint recorded as tenant unhappy with 
kitchen. Joiner called at property and tenant 
advised no repairs were required, she had 
been enquiring when her kitchen was due 
for renewal. 

Staff reminded to be mindful 
of the need to identify 
specific purpose and 
desired outcome of 
complaints. 

 

Stage 2 Complaints Not Upheld  

8 Nature of Complaint YHA Action and Learning 
Outcomes 

SM2.1 Tenant lodged multiple complaints after YHA 
had notified fire service about the fire door 
and landing being blocked with toys. Tenant 
had previously been warned of fire hazard.  
Tenant was alleging YHA had breached data 
protection by releasing her details to fire 
service. 

Tenant was reminded of 
terms of Tenants’ Privacy 
Statement which allows 
YHA to advise fire service or 
police of occupancy details 
if appropriate. 
 



 SM2.4 Included with multiple complaints. Tenant 
stated YHA was responsible for her high gas 
bills, damaged kitchen unit and leak at sink. 

Despite visits to the property 
and requests to the tenant, 
staff were unable to inspect 
the alleged damage.  

SM2.6 Final complaint in tenant’s multiple complaint 
submission was that YHA was acting in a 
racist manner. 

Tenant was asked twice to 
provide specific reasons for 
racism allegations. No 
response was received, 
complaint was not upheld.  

HM003 Tenant objecting to receiving final warning 
for ASB 

Police Scotland confirmed 
tenant had been charged 
with a breach of the peace 
and disablist offence 
following an incident outside 
a neighbour’s property. 
HSM issued warning in 
accordance with ASB 
procedures and conditions 
of tenancy. 

HM019 Tenant complained YHA staff had been 
unsympathetic after he had been locked out 
of his flat all night.  

Tenant has very severe 
mental health issues. His 
conduct is erratic and 
irrational. Staff are currently 
trying to obtain support from 
SWD and GP to assist him 
to sustain his tenancy. 

A028 Tenant complaining that his complaints have 
been ignored and staff member unhelpful. 

On investigation, it was 
found the staff member had 
made several attempts to 
contact the tenant. Phone 
calls were ignored and no 
responses to requests for 
the tenant to provide more 
information. 

F030 Tenant unhappy with quality of work to slabs 
in backcourt. 

Investigated by PH who 
arranged to meet the 
resident on site. 
The slabs had been 
identified as a trip hazard 
and were made safe.  
Resident accepted that the 
standard of work was 
satisfactory for that purpose. 

SM4 Tenant has had ongoing issues with a 
neighbour and complained that YHA had 
failed to resolve the issues raised. He is very 
clear that his objective is to have the 
neighbour evicted despite being advised that 
the Association will not be raising any legal 
action in this regard. 

Original complaint was 
treated in accordance with 
ASB procedures, Stage 2 
was to review how YHA had 
responded to the ASB 
complaints.  
Investigation confirmed YHA 
had followed ASB 
procedures correctly and 
appropriately. 

 



Complaint not upheld 

A complaint is not upheld when: 

- There is no evidence to support the information provided 

- There is clear evidence to disprove the information provided 

The 13 complaints that were not upheld were made by 11 people.   

9 of these residents have ongoing issues with the Association and varying degrees 

of mental health problems. 

These ongoing issues generate a significant volume of staff time. The complaints are 

often irrational, but nevertheless are treated with an open mind and fully investigated 

in accordance with procedures. 

The pandemic has had a clear impact on the behaviour of some residents, resulting 

in a disproportionate allocation of staff resources to a minority of customers. 

These ongoing issues present challenges to YHA as we progress through 2021-22. 

There are implications for staff well-being, particularly the mental health of staff that 

are regularly involved in engaging with difficult and aggressive tenants. 

Summary and Recommendation  

Managers will use the information in this report to review, improve and monitor 

performance throughout 2021-22. 

Committee members are asked to note the contents of the report. 

------------------------------------------------- 

  



 Complaints 2020-21    Not   

Log Ref Nature of Complaint S1 S2 Upheld  Upheld Days   
SM1 Tenant on full HB was sent arrears warning (b/f)  . F  35  
SM2.1 Allegation of data breach  .  . 14  
SM2.2 Staff attitude and response to issue  . P  14  
SM2.3 Outstanding repairs  . P  14   

SM2.4 Damage to kitchen units  .  . 14  
SM2.5 Lift maintenance and close cleaning  . P  14  
SM2.6 Allegation of racism  .  . 14  
HM002 Letter from YHA was unjustified .  F  1  
HM010 CHP timescales and ASB procedures .   . 4  
HM013 ASB procedures and timescales .   . 5  
HM016 Tenant unhappy with SAR personal comments .  F  4  
HM003 Tenant objecting to ASB warning  .  . 9  
HM019 Staff not treating tenant with empathy  .  . 13  
HM025 Allegation of data breach  .   pending  
HM030 Staff attitude and response to issue  .  . 20  
PS008 Tenant left without kitchen at start of lockdown  . F  4   

PS012 Contractor left tenant without cooking facility .  P  2  
PS014 Contractors making excessive noise .   . 1  
PS015 Outstanding repairs and boiler not working .   . 1  
PS017 Kitchen replacement query .   . 5  
PS018 Contractor complaint about tenant .  F  1  
PS027 Contractors quality of work .  P  2  
PS029 Scaffolding erected prior to informing residents  .  F  1  
A028 Staff attitude and response to issue  .  . 15  
PS028 Overcrowding in privately owned flat .  P  1  
F006 Contractor not complying with Covid guielines .  P  4  



F007 Satellite installation problem .  P  1  
F009 Dissatisfied with S1 response   . P  13  
F030 Tenant unhappy with quality of backcourt work   .  . 16  
F005 Condition of binstore .  P  2  
F020 Condition of binstore .  P  2  
F021 Condition of binstore .  P  2  
F023 Close cleaning .  P  1  
F022 Missed bin collection .  P  1  
F024 Missed bin collection .  P  1  
F025 Condition of binstore .  P  2  
SM4 Tenant dissatisfied with YHA complaint handling  .  . 19  
A004 Staff attitude and response to issue .   F   1  
A011 Staff attitude and response to issue .  F  5  

        

  
2021   

2020   

 Stage 1 complaints received 23    35   

 Stage 1 complaints completed 23 100%  35 100%  

 Stage 1 complaints fully upheld 6 26%  21 60%  

 Stage 1 complaints partly upheld 12 52%  6 18%  

 Total days 50   
84   

 Average days to complete Stage 1 2.17   
2.4   

         

 Stage 2 complaints received 15   
10   



 Stage 2 complaints completed 14 93%  9 90%  

 Stage 2 complaints fully upheld 2 14%  1 10%  

 Stage 2 complaints partly upheld 4 26%  4 40%  

 Total days 208   
149   

 Average days to complete Stage 2 15.7   
14.9   

 


