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This report provides a detailed review of how well we have performed during the 2023/24
reporting year.

We provide quarterly updates to our Board of Management—our Complaints Handling
Procedure is based on the Scottish Public Services Ombudsman (SPSO) Model which is
required to be adopted by all Registered Social Landlords in Scotland.

We report on our annual complaints performance to advise staff, Board of Management
members, tenants, other customers and the public, on our performance. It also allows us
to facilitate benchmarking and improvement for ourselves, and across the sector.

Effective "Complaints Handling’ is a key element of the Scottish Social Housing Charter,
with Outcome 2 (Communications) having a direct relationship with complaints handling:-

Charter indicator 3 requires us to report the percentage of all complaints responded to in
full at stage 1 and stage 2:-

¢ 97.01% of our stage 1 complaints were responded to within the SPSO'’s target of 5
working days, this compares favourably to the Scottish average figure of 96.7%.

¢ 90.57% of our stage 2 complaints were responded to within the SPSO'’s target of 20
working days—this is slightly lower than the Scottish average of 90.7%.

Charter indicator 4 requires us to report the average time (in working days) it takes us to
provide a full response to stage 1 and stage 2 complaints. On average we took

+ 6.32 working days to complete a Stage 1 complaint - the Scottish average was 5.1
working days;

+ 19.40 working days to complete a stage 2 complaint—the Scottish average was
17.5 working days.

Compliment analysis—2023/24 Overview

For 2023/24, we recorded 46 compliments, the majority of which were received from
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= Welfare rights and help with arrears

= Tenancy (advice and assistance)

Repairs
= Improvement works (new kitchen/ bathroom, new heating, rewiring)
= Grounds / tree maintenance & winter works



Complaints analysis—2023/24 overview

Comparison of complaints received over the last 3 years.

Comparison of

complaints received 2021/22 | 2022/23 2023/24 Trend
Stage 1 complaints 35 69 67 Lower
Stage 2 complaints 31 39 46 Lower
SPSO investigations 1 0 0 Lower
Total 67 108 113 Lower
Complaints 1° 2" 3 4" Total
received in 2023/24 | Quarter | Quarter | Quarter | Quarter

Stage 1 16 15 12 24 67
Stage 2 16 12 6 12 46
Total 32 27 18 36 113

Of the 46 stage 2 complaints received in 2023/24, complainants requested to escalate
their complaint due to dissatisfaction with the outcome of their stage 1 complaint.

The other 30 complaints were skipped directly to stage 2:-

+ by complainant request;

+ as a result of the requirement for further investigation;
+ due to the complexity;

«+ serious nature of the complaint.

On completion of a Stage 2 complaint, each complainant is provided with information on
how to contact the SPSO if they are unhappy with how we have dealt with their complaint.
During 2023/24, 3 complainants sent their complaint to the SPSO for investigation — none
of these complaints were taken forward.

Complaints received by category

Complaints received by Category between April 2023 and March 2024

Conduct, treatment by/attitude of ACHA staff or disagreement with a
decision

I
o

Delays in responding to enquiries and requests . 3

Conduct, treatment by/attitude of Contractor or disagreement with a
decision

Disagreement with decision (other procedures used i.e HOMEArgyll) - 7

Dissatisfaction with ACHA policy, or its impact on the individual _ 13

Failure as factors to carry out duties (as per Statement of Service) I 2
Failure or refusal to provide a service . 3

Failure to follow appropriate admin process I 2

Failure to properly apply law, procedure, or guidance when delivering

services 3

Inadequate quality, standard of service, or an unreasonable delay in
providing a service

Repair that has not been carried out properly or in an agreed
timeframe

I -
—
Unfairness, bias or prejudice in service delivery - 3

= Apr 2023 to Mar 2024



Complaint outcomes
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Stage 1 complaints Stage 1 complaints Stage 1 complaints Stage 2 complaints Stage 2 complaints Stage 2 complaints
Upheld Partially Upheld Not Upheld Upheld Partially Upheld Not Upheld
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We will uphold any complaint we agree does not reach the standard of service that we
expect to be provided to our customers and service users.

We will not uphold any complaint where we feel the service provided is of an acceptable
standard and we do not believe there are grounds for the complaint to be made.

Complaint handling timescales
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Stage 1 complaints resolved Stage 1 complaints resolved Stage 2 complaints resolved Stage 2 complaints resolved
within 5 days outwith 5 days within 20 days outwith 20 days

m2021/22 =2022/23 m2023/24

73.13% of Stage 1 complaints received in 2023/24, were completed within 5 working days
and 71.74% of Stage 2 complaints were completed within 20 working days, as per the
targets set out by the SPSO.



Complaints by source

17.59% 1 17.59%

® Complaint form
= Email

® Home visit

u Letter

m Office visit

u Telephone call

50.00%

50% of the complaints received during 2023/24 were sent to us via email. 17.59% of the
complaints received were made by telephone and 17.59% were made using our
complaints forms.

Learning from complaints

Of the complaints received in 2023/24, we identified 63 lessons to be learnt, mainly from
complaints that were upheld or partially upheld (41% and 32% respectively). These
complaints typically identified a potential need for improvement in our service.

Better communication with customers (extemally and _ 8
internally)
Repairs - to be completed to the high standard required, I ¢
monitoring when required

Policies and procedures to be followed consistently and I
regularly review

Familiar with relevant policies/procedures etc [ 4

Staff to provide ID, and ensure privacy when discussing - 2
personal matters

Weakness in training process identified [Jij 2
New/change of policy/procedure [Jj 1
New build issues ] 1

Re-lets - ensure up to a lettable standard [Jj 1



Customer satisfaction with complaint handling

During 2023/24, 84 Customer Complaint Satisfaction Surveys were issued, 14 sur-
veys were completed, which equates to 16.67% of the forms issued (compared to
7.14% of surveys issued the previous year).

How easy was it to make your complaint?

Fairly Easy
17%

How satisfied or dissatisfied were you with the following aspects of the
complaints service?

Overall, how satisfied or dissatisfied are you with the - 1
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The speed with which your complaint was dealt with

I 5

The information and advice provided by staff, in 1
eeton o fhe compiam e

m Fairly Dissatisfied mFairly Satistied = Very Satisfied
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