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This policy explains how we respond to and use complaints and feedback to monitor 
and improve services. Complaints are a way to identify problems, reduce mistakes, 
increase value and make sure we are delivering a service our customers need. This 
policy covers all Link customers, including tenants, factored owners, access owners, 
sharing owners, mid-market and market tenants. When we refer to ‘Link’ in this 
policy we mean all the subsidiaries of Link, ticked above. It also covers members of 
the public, friends or family members who want to complaint about a service Link 
provides or complaints relating to contractors providing services on our behalf.  
 
 

This policy complies with Link’s Equality, Diversity and Inclusion Policy. An 
equalities impact assessment has been carried out. We are committed to making 
sure our services are accessible and that people are treated fairly and respectfully 
when making a complaint.  This policy is available in audio, alternative formats, 
languages or braille on request. We will work with people who wish to make a 
complaint to access the support they require to do so. We treat complaints relating 
to accusations of discrimination seriously and staff are trained to deal with this 
appropriately.  
 

This policy complies with Link’s Data Protection Policy and General Data Protection 
Regulations (GDPR). Staff are trained in GDPR responsibilities and a Privacy Impact 
Assessment has been completed.  
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1. INTRODUCTION  
 
This policy explains how Link responds to and uses complaints and feedback to 
monitor and improve services. Complaints are a way to identify problems, reduce 
mistakes, increase value and make sure we are delivering a service our customers 
need.   

2. PRINCIPLES 
 
The following principles govern the operation of this policy:  
 

• Complaints and feedback about our services are valued and welcomed.  
• Complaints will always be recorded, analysed and actioned appropriately.  
• Complaints should be resolved quickly at the frontline where possible. 
• Frontline staff are empowered to make appropriate decisions when dealing 

with reasonable requests from customers.  
• Customers will be treated fairly, with respect and empathy when reporting 

complaints.  
• Complaints are an indicator of service quality and can highlight failures, poor 

value for money, reputational risk and customer safety concerns. 
• Lessons learned from complaints are a way of improving services.  

3. OBJECTIVES 
 
The objectives of this policy are to:  
 

• Comply with the principles of the two-stage SPSO Model Complaints 
Handling Procedure (MCHP) and any other legal or contractual obligations 
in relation to complaints.  

• Provide clear and accessible information on how to complain and provide 
feedback and make it easy for customers to do so.  

• Embed a culture of learning lessons from complaints and share this 
throughout the organisation and with customers.  

• Provide clear and accurate decisions on the outcomes of complaints and 
how to escalate complaints.   

• Apply a consistent approach to complaints covering all customers.  

4. SCOTTISH SOCIAL HOUSING CHARTER (CHARTER), REGULATORY AND 
LEGAL CONTEXT  

 
The following Charter outcomes, regulatory requirements or legislation relate to this 
policy:  
 

• The Scottish Housing Regulator’s (SHR) regulatory requirement is for an RSL 
to comply with guidance from the Scottish Public Services Ombudsman 
(SPSO) and to ensure it has effective arrangements to learn from complaints.  
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• Standard 2 of the SHR’s Standards of Governance and Financial 
Management for RSLs, which requires an RSL to be open and accountable for 
what it does.   

• All Charter outcomes and particularly numbers one, two and six relating to 
equalities, communication and estate management, include complaints as 
indicators of Charter performance.  

• The First-tier Tribunal for Scotland (Housing and Property Chamber)  
provides redress in certain circumstances for customers affected by the 
Letting Agent Code of Practice and the Factoring Code of Conduct.   

• Equalities Act (2010) which states reasonable adjustments will be made to 
remove any barriers for customers to make complaints about services Link 
provides.  

• Freedom of Information (Scotland) Act 2002 – Complaints performance 
information is part of the publication scheme 

5. APPROACH AND METHOD 
 
The Link Group Board and subsidiary boards in their approval of the policy 
acknowledges they accept full responsibility for its implementation. Day-to-day 
responsibility for the operation of this policy lies with the appropriate directors and 
managers of the Link group of companies. All relevant employees have a 
responsibility to ensure that this policy is applied as instructed.  Serious complaints 
against the Chief Executive Officer follow a separate policy and procedure. 
 
The policy will be implemented using the following approaches:  
 

• The SPSO MCHP will be adopted as the Link Group Complaints Handling 
Procedure (CHP) and any updates published by the SPSO will be adopted.  A 
summary procedure will be attached to this policy and operational procedures 
published.   

• Effective systems are in place to record and report consistently on complaints.  
• Customers can complain in a range of ways to suit their communication 

preferences. Information of how to complain is published on our website and a 
customer leaflet will be produced.  

• Complete records of how complaints are handled will be kept assisting 
investigations that may be escalated.   

• Staff will be trained regularly so they have the right skills and confidence to 
handle complaints effectively.  Managing and dealing with complaints form  
part of the core training matrix for relevant staff. Information on Link CHP will 
be provided to new staff at induction and on Linkipedia (staff intranet). Staff 
who are complained about will be supported and, where possible, informed 
before responding and of the outcome.  

• This policy applies to contractors and managing agents delivering services on 
Link’s behalf.  

• The Unacceptable Actions Policy will be attached to the complaints policy to 
set out how we will deal with inappropriate customer behaviour.     

• Customers are encouraged to make a complaint as soon as possible and 
usually within six months of the event they wish to complain about. We will 
consider complaints up to one year after the event.  
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6. POLICY MONITORING 
 
Any serious failure of internal controls will be reported immediately to the Chief 
Executive.  
 
The following activities will be monitored in support of this policy;  
 

• Quarterly complaints KPI reports to Senior Management Group and Link 
Group Board including alerts if Stage 1 complaints increase by 10% compared 
to the same period in the previous year.  

• Sample quality assurance checks will be carried out to monitor application of 
the CHP.  

• Horizon, Larkfield and West Highland Housing Associations report complaints 
performance to their boards to provide detailed reporting on trends and 
themes. In the event of complaints targets not being met within the group 
more detailed commentary will be provided to Link Group Board.  

• Staff and customer feedback will be sought to review and improve procedures 
at least every 3 years.  

• Complaints performance will be reported at least annually to customers by 
newsletter or on the website including; 

 
 Total number of stage one and stage two complaints 
 Average number of days taken to respond 
 % responded to in full 
 % upheld and benchmark comparisons against national averages will be 

reported. 
 Feedback will be analysed to monitor the services and types of complaints 

and frequency and lessons learned recorded.  
 Any mandatory revisions to SPSO performance indicators. 

 
• The number of complaints referred to and upheld by the SPSO or other 

authorities listed on page 6 will be monitored.  
• Charter indicators 3 and 4 will be reported annually to SHR.  
• Employees and Board members have a responsibility to promote and uphold 

the requirements of this policy. Any material breach of the policy will be 
considered under our disciplinary procedures and may result in a disciplinary 
action being taken.  

• The policy may be audited by the Internal Auditor to assess compliance and 
any findings reported to the Risk and Audit Committee and Senior 
Management Group.  

7. COMPLAINTS TIMESCALES AND ESCALATION  
 
The CHP allows for most complaints to be resolved by Link front line staff within a 
five working day limit (Stage 1), or if the complaint is complex, or if the customer 
remained dissatisfied, following the front line resolution,  a detailed investigation will 
be made by a manager within a 20-working day limit (Stage 2). The Director of the 
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subsidiary will respond to the Stage 2 complaint, or if appropriate, the Chief 
Executive.  
 

There is a different complaints procedure for the LIFT Open Market Shared Equity 
and Help to Buy (Scotland) schemes, which we administer on behalf of the Scottish 
Government. We will acknowledge these complaints within one working day and 
provide a response within two working days, or an update will be provided on the 
expected resolution date.  
 
Anyone receiving care or support service from us has the right to complain either 
direct to the Care Inspectorate or to us.  

At each stage Link will advise the customer how the complaint should be taken 
forward and advise which organisation is appropriate to consider the case. If a 
customer is not satisfied with our response after being through Stage 1 and Stage 2 
of the Link CHP they can escalate to the following authorities;  
 
Customer  Contact details 
Housing association tenant, applicant 
or access owner 

Scottish Public Sector Ombudsman  
0800 377 7330  

Private Sector Leasing tenant  Edinburgh City Council 
customer.care@edinburgh.gov.uk 0131 200 
2300 Or  

Scottish Public Sector Ombudsman 0800 377 
7330  

Sheltered housing tenants  Scottish Public Sector Ombudsman 0800 377 
7330 Or  
Care Inspectorate 01382 207100 

Factoring customers  First-tier Tribunal for Scotland Housing and 
Property Chamber 0141 302 5900  

Link2Let customers  Housing and Property Chamber First-tier 
Tribunal for Scotland for Scotland             
0141 302 5900 

Landlord Accreditation Scotland                
0131 553 2211 

Help to Buy (Scotland) 
Affordable New Build Scheme  

Scottish Government 
More Homes Division, Victoria Quay, EH6 
6QQ  0300 244 400 
  

LIFT Open Market Shared Equity 
(OMSE) scheme 

Scottish Government More Homes Division, 
Victoria Quay, EH6 6QQ     0330 3030125 
 

mailto:customer.care@edinburgh.gov.uk
tel:01312002300
tel:01312002300


 
 

  7 www.linkhousing.org.uk 
 

New Supply Shared Equity (NSSE) As detailed in your Build Warranty and 
thereafter; 
 
The Consumer Code for Home Builders 
Independent Dispute Resolution Scheme 

8. SIGNIFICANT PERFORMANCE FAILURES 
 
A significant performance failure (SPF) occurs if Link fails to do something or takes 
action that puts tenants’ interests at risk and it will affect many or all of Link’s tenants. 
A SPF is not an individual tenant complaint about a service. This applies to Link’s 
social landlord tenants only. If a tenant is are aware of a significant performance 
failure it should report this to the Chief Executive. If they are dissatisfied with Link’s 
response then the matter will be referred to the Scottish Housing Regulator.  

9. POLICY AVAILABILITY  
 
Link will produce this information on request in Braille, audio, large print and other 
languages on request to find out more call 0330 303 0124. The policy is available on 
our website and in audio format using BrowseAloud on our website.  

10. POLICY REVIEW 
 
Link Group undertake to review this policy regularly, at least every three years, 
regarding:  
 

• Applicable legislation, rules, regulations and guidance  
• Changes in the organisation  
• Continued best practice 
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Unacceptable Actions Policy –  
SPSO model policy adopted by Horizon Housing Association 
 
 
We believe that complainants have a right to be heard, understood and respected.  We work 
hard to be open and accessible. 
 
Occasionally, the behaviour or actions of individuals using our service makes it very difficult 
for us to deal with their complaint.  In a small number of cases the actions become 
unacceptable because they involve abuse of our staff or our process. 
 
When this happens we have to take action to protect our staff.  We consider the impact of the 
behaviour on our ability to do our work and provide a service to others. 
 
This Policy explains how we will approach these situations. 
 
1. What actions does Horizon Housing Association consider to be 

unacceptable? 
 
People may act out of character in times of trouble or distress.  There may have been 
upsetting or distressing circumstances leading up to a complaint coming to our office.  We do 
not view behaviour as unacceptable just because a complainant is forceful or determined.  In 
fact we accept that being persistent can be a positive advantage when pursuing a complaint. 
 
However, we do consider actions that result in unreasonable demands on our office or 
unreasonable behaviour towards our staff to be unacceptable.  It is these actions that we aim 
to manage under this Policy. 
 
a) Aggressive or abusive behaviour 
 
We understand that many complainants are angry about the issues they have raised in their 
complaint.  If that anger escalates into aggression towards Association staff, we consider that 
unacceptable. Horizon employees and Board members understand the difference between 
aggression and anger.  The anger felt by many complainants or people who use our services 
involves the subject matter of their complaint or need.  However, it is not acceptable when 
anger escalates into aggression directed towards our employees and or Board members.  
Any violence or abuse towards staff or Board members will not be accepted. 
 
Violence is not restricted to acts of aggression that may result in physical harm.  It also 
includes behaviour or language (whether verbal or written) that may cause staff to feel afraid, 
threatened or abused, and may include threats, personal verbal abuse, derogatory remarks 
and rudeness. 
 
We also consider inflammatory statements and unsubstantiated allegations to be abusive 
behaviour. 
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b) Unreasonable demands 
 
A demand becomes unacceptable when it starts to (or when complying with the demand 
would) impact substantially on the work of the office.  What amounts to unreasonable 
demands will always depend on the circumstances surrounding the behaviour and the 
seriousness of the issues raised by the complainant. 
 
Examples of actions grouped under this heading include: 
 

• Repeatedly demanding responses within an unreasonable timescale, 
• Insisting on seeing or speaking to a particular member of staff when that is not 

possible, 
• Repeatedly changing the substance of a complaint or raising unrelated concerns. 

 
An example of such impact would be that the demand takes up an excessive amount of staff 
time and in so doing disadvantages other complainants. 
 
c) Unreasonable levels of contact 
 
Sometimes the volume and duration of contact made to our office by an individual causes 
problems. 
 
This can occur over a short period, for example, a number of calls in one day or one hour.  It 
may occur over the lifespan of a complaint when a complainant repeatedly makes long 
telephone calls to us or inundates us with copies of information that has been sent already or 
that is irrelevant to the complaint. 
 
We consider that the level of contact has become unacceptable when the amount of time 
spent talking to a complainant on the telephone, or responding to, reviewing and filing emails 
or written correspondence impacts on our ability to deal with that complaint, or with other 
people’s complaints. 
 
d) Unreasonable persistence 
 
We recognise that some people will not or cannot accept that we are unable to assist them 
further, or provide a level of service other than that provided already.  Complainants may 
persist in disagreeing with action or decision taken in relation to their complaint or contact 
Horizon persistently about the same issue. 
 
Examples of actions grouped under this heading include persistent refusal to accept a 
decision made in relation to a complaint; persistent refusal to accept explanations relating to 
what Horizon can or cannot do; and continuing to pursue a complaint without presenting any 
new information.  The way in which these complainants approach Horizon may be entirely 
reasonable, but it is their persistent behaviour in continuing to do that which is not. 
 
We consider the actions of persistent complainants to be unacceptable when they take up 
what Horizon regards as being a disproportionate amount of time and resources. 
 
 
e) Unreasonable use of the complaints process 
 
Individuals with complaints about the Association have the right to pursue their concerns 
through a range of means. 
 



 
 

  11 www.linkhousing.org.uk 
 

They also have the right to complain more than once about an organisation with which they 
have a continuing relationship, if subsequent incidents occur. 
 
However, this contact becomes unreasonable when the effect of the repeated complaints is 
to harass, or to prevent an organisation from pursuing a legitimate aim or implementing a 
legitimate decision.  We consider access to a complaints system to be important and it will 
only be in exceptional circumstances that we would consider such repeated use is 
unacceptable – but we reserve the right to do so in those exceptional cases. 
 
2. Examples of how we manage aggressive or abusive behaviour 
 
The threat or use of physical violence, verbal abuse or harassment towards Association staff, 
Board members and others working on our behalf is likely to result in a termination of all 
direct contact with the complainant.  Incidents may be reported to the Police.  This will 
always be the case if physical violence is used or threatened. 
 
We will not accept any correspondence (letter or electronic) that is abusive to staff or 
contains allegations that lack substantive evidence.  We will tell the complainant that we 
consider their language offensive, unnecessary and unhelpful and ask them to stop using 
such language.  We will state that we will not respond to their correspondence if the action or 
behaviour continues. 
 
Association staff will end telephone calls if they consider the caller aggressive, abusive or 
offensive.   Association staff have the right to make this decision, to tell the caller that their 
behaviour is unacceptable, and end the call if the behaviour persists. 
 
In extreme situations, we tell the complainant in writing that their name is on a ‘no personal 
contact’ list.  This means that we will limit contact with them to either written communication 
or through a third party. 
 
3. Examples of how we deal with other categories of 

unreasonable behaviour 
 
We have to take action when unreasonable behaviour impairs the functioning of our office. 
 
We aim to do this in a way that allows a complaint to progress through our process.  We will 
try to ensure that any action we take is the minimum required to solve the problem, taking 
into account relevant personal circumstances including the seriousness of the complaint and 
the needs of the individual. 
 
a) Actions we may take  
 
Where a complainant repeatedly phones, visits the office, raises repeated issues, or sends 
large numbers of documents where their relevance isn’t clear, we may decide to: 
 

• Limit contact to telephone calls from the complainant at set times on set days. 
• Restrict contact to a nominated member of Association staff who will deal with future 

calls or correspondence from the complainant. 
• See the complainant by appointment only. 
• Restrict contact from the complainant to writing only. 
• Return any documents to the complainant or, in extreme cases, advise the 

complainant that further irrelevant documents will be destroyed. 
• Take any other action that we consider appropriate. 
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Where we consider continued correspondence on a wide range of issues to be excessive, 
we may tell the complainant that only a certain number of issues will be considered in a given 
period and we ask them to limit or focus their requests accordingly. 
 
In exceptional cases, we reserve the right to refuse to consider a complaint or future 
complaints from an individual.  We will take into account the impact on the individual and also 
whether there would be a broader public interest in considering the complaint further. 
 
We will always tell the complainant what action we are taking and why. 
 
4. The process we follow to make decisions about unreasonable 

behaviour 
 
Any member of Association staff who directly experiences aggressive or abusive behaviour 
from a complainant has the authority to deal immediately with that behaviour in a manner 
they consider appropriate to the situation and in line with this Policy. 
 
With the exception of such immediate decisions taken at the time of an incident, decisions to 
restrict contact with the Association are only taken after careful consideration of the situation 
by the Operations Director.  Wherever possible, we will give a complainant the opportunity to 
change their behaviour or action before a decision is taken. 
 
a) How we let people know we have made this decision 
 
When an Association employee makes an immediate decision in response to aggressive or 
abusive behaviour, the complainant is advised at the time of the incident.   
When a decision has been made by senior management, a complainant will always be told in 
writing why a decision has been made to restrict future contact, the restricted contact 
arrangements and, if relevant, the length of time that these restrictions will be in place.  This 
ensures that the complainant has a record of the decision. 
 
b) The process for appealing a decision to restrict contact 
 
it is important that a decision can be reconsidered.  A complainant can appeal a decision to 
restrict contact.  If they do this, we will only consider arguments that relate to the restriction 
and not to either the complaint made to us or to our decision to close a complaint. 
 
An appeal could include, for example, a complainant saying that:  their actions were wrongly 
identified as unacceptable; the restrictions were disproportionate; or that they will adversely 
impact on the individual because of personal circumstances. 
 
The Managing Director will consider the appeal.  He/she has discretion to quash or vary the 
restriction as he/she thinks best.  He/she will make his/her decision based on the evidence 
available to him/her.  He/she must advise the complainant in writing that either the restricted 
contact arrangements still apply or a difference course of action has been agreed. 
 
c) How we record and review a decision to restrict contact 
 
We record all incidents of unacceptable actions by complainants.  Where it is decided to 
restrict complainant contact, an entry noting this is made in the relevant file and on 
appropriate computer records.  A decision to restrict complainant contact as described above 
may be reconsidered if the complainant demonstrates a more acceptable approach.  The 
Operations Director will review the status of all complainants with restricted contact 
arrangements. 
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Privacy Impact Assessment Screening Questions 
 
Carrying out a Privacy Impact Assessment [PIA] will be useful to any project – large 
or small – that:  
 

• Involves personal or sensitive data about individuals 
• May affect our customers’ reasonable expectations relating to privacy  
• Involves information that may be used to identify or target individuals  

 
Please tick the applicable statement(s) below. Will your project involve: 
 

 

If you have answered ‘Yes’ to any of these points, please complete a full Privacy 
Impact Assessment. If you have answered ‘No’, you need take no further action in 
completing a Privacy Impact Assessment.  

 

1. A substantial change to an existing policy, process 
or system that involves personal information 
 

Yes No  

2. A new collection of personal information 
 

Yes No  
3. A new way of collecting personal information (for 

example collecting it online)  
 

Yes No  

4. A change in the way personal information is stored 
or secured 
 

Yes No  
 

5. A change to how sensitive information is managed Yes No  
 

6. Transferring personal information outside the EEA 
or using a third-party contractor 
 

Yes No  
 

7. A decision to keep personal information for longer 
than you have previously  
 

Yes No  

8. A new use or disclosure of personal information you 
already hold 
 

Yes No  
 

9. A change of policy that results in people having less 
access to information you hold about them 

 

Yes No  

10. Surveillance, tracking or monitoring of movements, 
behaviour or communications 
 

Yes No  

11. Changes to your premises involving private spaces 
where clients or customers may disclose their 
personal information (reception areas, for example)  

Yes No  
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Equality Impact Assessment Screening Questions 

Will the implementation of this policy have an impact on any of the following 
protected characteristics? 

1. Age  Yes No  
2. Disability Yes No  
3. Gender reassignment Yes No  
4. Marriage and Civil Partnership 

  Yes No  
5. Pregnancy and Maternity Yes No  
6. Race Yes No  
7. Religion or belief Yes No  
8. Sex   Yes No  
9. Sexual orientation  Yes No  

If you have answered ‘Yes’ to any of these points, please complete a full Equality 
Impact Assessment. If you have answered ‘No’, you need take no further action in 
completing an Equality Impact Assessment.  

 


	1. INTRODUCTION
	2. PRINCIPLES
	3. OBJECTIVES
	4. SCOTTISH SOCIAL HOUSING CHARTER (CHARTER), REGULATORY AND LEGAL CONTEXT
	5. APPROACH AND METHOD
	6. POLICY MONITORING
	7. COMPLAINTS TIMESCALES AND ESCALATION
	8. SIGNIFICANT PERFORMANCE FAILURES
	9. POLICY AVAILABILITY
	10. POLICY REVIEW
	Link Group undertake to review this policy regularly, at least every three years, regarding:
	 Applicable legislation, rules, regulations and guidance
	 Changes in the organisation
	 Continued best practice

