
 

Quick guide to our Complaints Procedure 

 

 

 

  

Complaints procedure 

You can make your complaint in person, by phone, by email or in writing. 

 

We have a two-stage complaints procedure.  We will always try to deal 

with your complaint quickly.  But if it is clear that the matter will need 

investigation, we will tell you and keep you updated on our progress. 

 

If your complaint relates to a care service you can choose to complain to us or to 

the Care Inspectorate. 

Stage 1:  Frontline response 
 

We will always try to resolve your complaint quickly, within five working days if 

we can. 

 

If you are dissatisfied with our response, you can ask us to consider your 

complaint at Stage 2. 

Stage 2:  Investigation 
 

We will look at your complaint at this stage if you are dissatisfied with our 

response at Stage 1.  We also look at some complaints immediately at this 

stage, if it is clear that they need investigation. 

 

We will acknowledge your complaint within three working days.   

 

We will confirm the points of complaint to be investigated and what you want to 

achieve. 

 

We will investigate the complaint and give you our decision as soon as 

possible.  This will be after no more than 20 working days unless there is 

clearly a good reason for needing more time. 

Scottish Public Services Ombudsman 
 

If, after receiving our final decision on your complaint, you remain dissatisfied 

with our decision or the way we have handled your complaint, you can ask the 

SPSO to consider it.   

There are some complaints about housing that have an alternative route for 

independent review.  We will tell you how to seek independent review when we 

give you our final response on your complaint. 

 



 

Reporting a significant performance failure to the Scottish 

Housing Regulator 
 

The Scottish Housing Regulator (SHR) can consider issues raised with them 

about ‘significant performance failures’. A significant performance failure is 

defined by the SHR as something that a landlord does or fails to do that puts the interests of its 

tenants at risk, and which the landlord has not resolved. This is something that is a systemic 

problem that does, or could, affect all of a landlord’s tenants. If you are affected by a problem like 

this, you should first report it to us. If you have told us about it but we have not resolved it, you can 

report it directly to the SHR. 

 

A complaint between an individual tenant and a landlord is not a significant performance failure. 

Significant performance failures are not, therefore, dealt with through this complaints handling 

procedure. You can ask us for more information about significant performance failures. The SHR 

also has more information on their website: www.scottishhousingregulator.gov.uk/  

 

Getting help to make your complaint 

 

We understand that you may be unable or reluctant to make a complaint yourself.  We accept 

complaints from the representative of a person who is dissatisfied with our service.  We can take 

complaints from a friend, relative, or an advocate, if you have given them your consent to complain 

for you.   

 

You can find out about advocates in your area by contacting the Scottish Independent Advocacy 

Alliance: 

Scottish Independent Advocacy Alliance Tel: 0131 510 9410  Website: www.siaa.org.uk 

 

You can find out about advisers in your area through Citizens Advice Scotland: 

Citizens Advice Scotland 

Website: www.cas.org.uk or check your phone book for your local Citizens’ Advice Bureau. 

 

We are committed to making our service easy to use for all members of the community.  In line 

with our statutory equalities duties, we will always ensure that reasonable adjustments are made to 

help you access and use our services.  If you have trouble putting your complaint in writing, or 

want this information in another language or format, such as large font, or Braille, please tell us in 

person, contact us on 01478 612035 or email us at Info@LSHA.co.uk. 

 

Our contact details 
  

 

Lochalsh & Skye Housing Association  

Morrison House, Bayfield, Portree, Isle of Skye, IV51 9EW 

Tel: 01478 612035 

Fax: 01478 613377 

e-mail: info@LSHA.co.uk 

website: www.LSHA.co.uk 
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