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Introduction
We aim to provide our 
customers with an excellent 
service, but we know that 
sometimes things can 
go wrong.    We welcome 
complaints as a valuable 
way of letting us know about 
problems so that we can 
improve our services.  We 
need to know where we are 
going wrong in order to put 
things right.  Equally it helps 
us to know when we are 
doing things well, so we also 
welcome compliments on 
our service.
Anyone who receives or 
requests a service from us 
can make a complaint, and 
so can their representatives, 
such	as	solicitors	or	MSPs.
We will treat all complaints 
confidentially.  
You may wish to make a 
complaint if:
•	 	We	have	not	provided	

a service you think we 
should

•	 	There	has	been	a	delay	in	
providing a service

•	 	You	feel	our	service	has	
been poor

•	 	You	have	not	been	happy	
with the attitude of our 
staff or contractors

•	 	You	are	not	happy	with	a	
decision we have made

•	 	You	are	not	happy	
with our policy and 
procedures

•	 	You	think	information	we	
have provided is wrong or 
misleading

Our	Complaints	Procedure	is	
very simple.  You can contact 
staff in person or over the 
phone, as well as in writing 
or through our website 
elha.com.  

Informal 
Complaints
In most cases, we can 
resolve problems quickly 
and easily, so it is always 
best to try to sort out the 
problem informally by 
speaking to the staff in the 
relevant department. Most 
complaints are normally 
resolved at this point. We 
aim to give explanations 
that are clear and easy to 
understand and we will 
apologise if we have got 
things wrong. We will then 
take steps to make sure 
that, if possible, changes will 
be made to make sure the 
problem does not arise in 
future. 



Formal	Complaints
If you feel that your complaint has not been resolved then you 
can make a formal complaint, either in writing, by telephone, or 
online at elha.com.  The complaint will usually be dealt with by 
the Manager of the relevant department.  
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Complaints about Reception staff  
or a visit to our office

Corporate Services 
Manager

Complaints about Repairs  
or Maintenance

Asset Manager

Complaints about Housing staff  
or how Tenancy Management issues 
have been dealt with

Housing Manager

Complaints about making a payment, 
or errors in your rent balance

Finance Manager

If you remain dissatisfied 
with the response to your 
complaint, we have an 
appeal	process.		For	more	
information, please ask for 
a copy of our complaints 
leaflet, or visit elha.com.

At each stage of our 
complaints process you will 
receive confirmation that 
your complaint has been 
received and is being dealt 
with, and we will send you 
a written response to your 
complaint.

Scottish	Public	Services	
Ombudsman

If, having completed our 
Complaints	Procedure,	you	
feel we have not dealt with 
your complaint properly, you 
have the right to contact 
the	Scottish	Public	Services	
Ombudsman at:

Freepost	EH641
Edinburgh
EH3	0BR

0870 011 5378 
www.spso.org.uk



The	Scottish	Public	Services	
Ombudsman provides a 
service for members of the 
public who feel they have 
suffered an injustice in the 
delivery of a public service.   
They investigate complaints 
of maladministration 
or service failure.  If the 
Ombudsman decides 
we have not dealt with a 
complaint properly they will 
make a recommendation 
about what we should do 
to put things right.  We 
will take on board any 
recommendation made by 
the Ombudsman. 

Normally,	any	complaint	to	
the Ombudsman must be 
made within 12 months of 
the problem arising.
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