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Ayrshire housing'
COMPLAINTS PROCEDURE
Ayrshire Housing is committed to providing high-quality customer services.
We value complaints and use information from them to help us improve our services.
If something goes wrong or you are dissatisfied with our services, please tell us. This
document describes our complaints procedure and how to make a complaint. It also
tells you about our service standards and what you can expect from us.
What is a complaint?
We regard a complaint as any expression of dissatisfaction about our action or lack of
action, or about the standard of service provided by us or on our behalf.
What can I complain about?
You can complain about things like:
delays in responding to your enquiries and requests
failure to provide a service
our standard of service
dissatisfaction with our policy
treatment by or attitude of a member of staff
our failure to follow proper procedure.
Your complaint may involve more than one of our services or be about someone working
on our behalf.
What can't I complain about?
There are some things we can't deal with through our complaints procedure.
include:

These

a routine first-time request for a service, for example reporting a problem that needs
to be repaired or initial action on anti social behaviour
requests for compensation
our policies and procedures that have a separate right of appeal, for example, if you
are dissatisfied with the level of priority you have been given when applying for a
house, you may have the right to appeal against the decision
issues that are in court or have already been heard by a court or a tribunal

an attempt to reopen a previously concluded complaint or to have a complaint
reconsidered where we have already given our final decision following a stage 2
investigation. If you are still not satisfied, you can ask the Scottish Public Services
Ombudsman for an independent review of the complaint.
If other procedures or rights of appeal can help you resolve your concerns we will give
information and advice to help you.
Who can complain?
Anyone can make a complaint to us, including the representative of someone who is
dissatisfied with our service. Please also read the section on 'Getting help to make your
complaint'.
How do I complain?
You can complain in person at our office, by phone, in writing, email or by using our
complaints form.
It is easier for us to resolve complaints if you make them quickly and directly to the
service concerned e.g. our repairs service or our housing officers. So please talk to a
member of our staff at the service you are complaining about. Then they can try to
resolve any problems on the spot.
When complaining, tell us:
your full name and address
as much as you can about the complaint
what has gone wrong
how you want us to resolve the matter.
How long do I have to make a complaint?
Normally, you must make your complaint within six months of:
the event you want to complain about, or
finding out that you have a reason to complain, but no longer than 12 months after
the event itself.
In exceptional circumstances, we may be able to accept a complaint after the time limit.
If you feel that the time limit should not apply to your complaint, please tell us why.
Contact details
Office: 119 Main Street, AYR, KA8 8BX
Telephone: 01292 880120
Email: info@ayrshirehousing.org.uk
Website: www.ayrshirehousing.org.uk

