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Policy Owner Group Chief Executive

Document Author(s) Group Governance and Regulation Manager

Approved By Harbour Homes Board

Date approved February 2026 

Next Review Date February 2029

Review Cycle 3 years unless there are changes to legislation 

Communication & Training 
Methods

Induction
Annual Refresher Training 

Is a mandatory read required? Yes

Does this policy require to go on 
the website? Yes

Who does this policy apply to
eg GROUP or ENTITY NAME(S)
NB if not all, check there is a 
separate policy in place

 Harbour Homes

The Policy has a direct link to the 
following Harbour policies and 
procedures
If there are separate procedures 
which require to be attached to 
the policy in Doctract, please 
ensure these are reviewed at the 
same time and also provided.

Harbour Homes Model Complaints Handling 
Procedure

This policy complies with the 
requirements of these legal 
and/or regulatory documents

Regulatory Framework (SHR 2024)

Equality & Diversity Impact (EI) 
Assessment Status

This document was EDI Assessed by the Group 
Governance and Regulation Manager using the 
organisation’s set procedure in February 2026 
and is considered to be free of anything which 
may lead to any unfair discrimination in its 
application.
EI Assessment records are held by the Business 
Support team and can be accessed on request 
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to the Group Governance and Regulation 
Manager.

Data Protection Considerations

Our policies and procedures foster an approach 
of ‘data protection by design and by default’ 
In practice it means that our policies and 
procedures consider data protection issues, ie 
how to protect the data subject served by the 
policy or procedure; New systems, services, 
products and business practices involving 
personal data are designed and implemented to 
ensure personal data is protected by default; 
Data protection principles and safeguarding of 
individuals’ rights are clear in the policy or 
procedure; And that if the policy or procedure 
aims to provide service to vulnerable groups (eg 
children) that the personal data is treated with 
extra protection.
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1. Introduction

1.1 Harbour Homes aims to deliver the best services possible to customers and 
stakeholders. We positively encourage feedback in the form of complaints, 
compliments or comments.
 

1.2 Complaints give us valuable information we can use to improve our services 
and customer satisfaction.  

1.3 We have adopted the Scottish Public Services Ombudsman’s (SPSO’s) 
Model Complaints Handling Procedure for Registered Social Landlords.

1.4 Our Complaints Handling Procedure will enable us to address a customer's 
dissatisfaction and may help us prevent the same problem from happening 
again.  

1.5 For our colleagues, complaints provide a first-hand account of the 
customers’ views and experience and can highlight problems we may 
otherwise miss.  Handled well, complaints can give our customers a form of 
redress when things go wrong and can also help us continuously improve 
our services.

2. Complaints handling principles

2.1 The SPSO Complaints Handling Principles were approved by the Scottish 
Parliament in June 2025.

22 The principles are an expression of how complaints should be handled to 
develop and maintain a positive complaints handling culture.

A culture which values complaints has a pro-active approach to effective 
resolution, monitoring and learning from complaints and is an essential part 
of effective governance.

2.3 The principles are:

• Person – centred
• Accessible
• Simple and timely
• Thorough, proportionate, consistent and effective
• Objective, impartial and fair
• Resolution
• Learn and improve

3. Overview of the complaints handling procedure

3.1 Anyone can make a complaint, either verbally or in writing, including face-
to-face, by phone, letter or email.
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3.2 We will try to resolve complaints to the satisfaction of the customer 
wherever this is possible.  Where this isn’t possible, we will give the 
customer a clear response to each of their points of complaint.  We will 
always try to respond as quickly as we can (and on the spot where 
possible).

3.3 Our complaints procedure has two stages.  We expect the majority of 
complaints will be handled at stage 1.  If the customer remains dissatisfied 
after stage 1, they can request that we look at it again, at stage 2.  If the 
complaint is complex enough to require an investigation, we will put the 
complaint into stage 2 straight away and skip stage 1.

3.4 After we have given you our final decision, if complainants are still 
dissatisfied with our decision or the way we dealt with the complaint, they 
can ask the Scottish Public Services Ombudsman (SPSO) to look at it.   

3.5 The SPSO will look at a complaint if:
• The Harbour Homes CHP has been exhausted
• It has been less than 12 months since the issue being complained 

about has arisen
• The matter has not been (and is not being) considered in court.

4. Responsibilities Under the Complaints Handling Procedure

4.1 Harbour Homes Board will promote a “valuing complaints” culture by:
• Approving the adoption of the Complaints Handling Procedure (CHP)
• Reviewing and noting of complaints performance to ensure Harbour 

Homes complaint handling is meeting the required performance and 
quality standards.

• Reviewing information and learning from complaints to ensure both 
steer Harbour Homes policies and procedures.

 
4.2 The Group Chief Executive will ensure that:

• An effective CHP is in place with a robust investigation process that 
demonstrates how Harbour Homes learns from complaints

• Complaint performance reports are reviewed by GLT and Board
• Governance and accountability arrangements are in place in relation 

to complaints about contractors.

4.3 Directors and Managers will ensure that:
• Harbour Homes final position on a complaint investigation is signed 

off by an appropriate manager or officer in order to provide 
assurance that this is the definitive response of Harbour Homes and 
that the complainant’s concerns have been taken seriously 

• they maintain overall responsibility and accountability for the 
management and governance of complaints handling (including 
complaints about contracted services) 

• they have an active role in, and understanding of, the CHP (although 
not necessarily involved in the decision-making process of complaint 
handling) 
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• mechanisms are in place to ensure a consistent approach to the way 
complaints handling information is 
managed, monitored, reviewed and reported at all levels in Harbour 
Homes; and 

• complaints information is used to improve services, and this 
is evident from regular publications. 

 
4.4 The Governance and Regulation Manager will:

• Act as the SPSO liaison officer, providing complaints information in an 
orderly, structured way within requested timescales, providing 
comments on factual accuracy on our behalf in response to SPSO 
reports, and confirming and verifying that recommendations have 
been implemented. 

4.5 All Staff will be aware of :
• the Complaints Handling Procedure (CHP) 
• how to handle and record complaints at the frontline response stage 

(stage 1) 
• who they can refer a complaint to, in case they are not able to handle 

the matter 
• the need to try and resolve complaints early and as close to the point 

of service delivery as possible; and 
• their clear authority to attempt to resolve any complaints they may 

be called upon to deal with. 

5. Further guidelines

WhyDoComplaintsMatterToBoardMembers.pdf

https://www.spso.org.uk/sites/spso/files/csa/WhyDoComplaintsMatterToBoardMembers.pdf

