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Introduction

This is the annual Complaints Performance Report for Kingdom Housing Association 

(KHA). This report provides detailed information regarding complaints recorded 

through the Association’s Complaint Handling Procedure (CHP) during the 2020/21 

reporting year (1 April 2020 to 31 March 2021).

Complaints give us valuable information we can use to improve our services and 

overall customer satisfaction. Our CHP should enable us to address customers' 

dissatisfaction and may also prevent the same thing happening again. Complaints 

provide us with a first hand account of our customers views and experience and can 

highlight problems we may otherwise be unaware of. Handling a complaint well can 

significantly improve a customer's view of us as an organisation.

The Association’s CHP is based on the Scottish Public Services Ombudsman (SPSO) 

Model. This has been in place since October 2012, but is subject to regular review. The 

Scottish Housing Regulator’s Regulatory Framework also requires us to demonstrate 

what we learn from complaints received. It is vital that we demonstrate our compliance 

with both the SPSO and SHR requirements as part of the process for completing our 

annual assurance statement by October each year. 

The report will provide statistical information as well as details on what changes we 

have made to our services as a result of the complaints we have received. 

The new SPSO Key Performance Indicators have been used for the first time with the 

exception of complaints using the new resolution type of "Resolved". This resolution 

was put in place for April 2021, so will be included in next years report.



Indicator One: Learning from complaints

Complaints are monitored daily by each individual department and are analysed monthly

by each department and the Chief Executive Department. Complaints are a standard

agenda item for monthly meetings with our Managers & Senior Officers Group and the

Compliance Officer attends this meeting on a quarterly basis to collate service

improvement information and encourage the sharing of information and trend analysis

across and between departments. See below an overview of some of the service

improvements made by Kingdom Housing Association in reporting year 2020-21.

You Said We Did

We sent out mail before it was franked, 

meaning tenants had to pay to pick up their 

mail from the depot.

 

We amended our process to better 

distinguish our franked mail from mail still to 

be franked by keeping them in different 

coloured bags to ensure this doesn’t 

happen again. 

A tenant did not receive a response to their 

compensation request.

 

 

Compensation outcome letters are now all 

sent Recorded Delivery and sent as a PDF 

attachment to an email, if an email address 

is available, to ensure they are received.

A tenant missed important information we 

provided in some paperwork. This resulted 

in their complaint being 'not upheld' as the 

information was already provided.

 

We have put all vital information in a simple 

to read document, which we will now ask 

you to sign to confirm your understanding. 

This should reduce the number of 

complaints in this area and ensure 

important information is received.

An operative couldn't find a property as it 

was new build and didn't show on GPS - 

this meant an emergency repair wasn't 

completed in time.

 

The briefing of new build schemes to our 

trades operatives was always done at 

handover of the site, but this process will 

now be brought forward to include schemes 

not formally handed over for repairs to 

avoid this happening again. 



Indicator Two
The total number of complaints received

In Reporting Year 2020-21

Total Complaints 
Responded To

495

Received in Reporting Year
*4 carried forward to 21-22

Stage 1 Complaints

471
Received Directly at Stage 2 

in Reporting Year

Stage 2 Complaints

5

In Reporting Year 2020-21

Stage 1 Complaints were 
Escalated to Stage 2

23

Responded to in total in 
Reporting Year

Stage 2 Complaints 

28



Indicator Three:

The number and percentage of complaints at each

stage which were closed in full within the set

timescales of �ve and 20 working days

We closed 99% of Stage 1 Complaints within 5 

working days. (460 out of 467)

99%

93%

96%

We closed 93% of all Stage 2 Complaints 

received within 20 working days (26 out of 28)

We closed 96% of escalated Stage 1 

Complaints within 20 days of escalation to 

Stage 2 (22 out of 23)

Stage 1 Complaints

Stage 2 Complaints

Escalated Complaints



Indicator Four:

The average time in working days for a

full response to complaints at each stage

(quantitative indicator)

To respond in full to Stage 1 
Complaints

Average Time Taken

3.42days

To respond in full to Stage 2 
Complaints

Average Time Taken

13.7days

To respond in full to complaints 
after escalation to Stage 2.

Average Time Taken

13.2days
Total Complaints Resolved in Time

98%
2%

Resolved In Time 98%

Resolved Out of Time 2%



Indicator Five:

The outcome of complaints at each stage.

of Stage 1 Complaints 

were Upheld

34% 19%

18%

of Stage 1 Complaints 

were Partially Upheld

47%

of Stage 1 Complaints 

were Not Upheld

of all Stage 2 Complaints 

were Upheld

32%

of all Stage 2 Complaints 

were Partially Upheld

50%

of all Stage 2 Complaints 

were Not Upheld

22%

of escalated complaints 

were Upheld

26%

of escalated complaints 

were Partially Upheld

52%

of escalated complaints 

were Not Upheld



Complaints by Department

58% of all complaints received for 

Kingdom were for our Asset 

Management Department. This 

includes Estates, Maintenance, 

Technical and Trades teams. Due to 

the high level of direct customer 

interaction that takes place in this 

team it is reasonable to expect this 

department to receive the highest 

number of complaints. The covid19 

pandemic also resulted in a lot of 

these services being halted which 

lead to an unavoidable build up on 

jobs. 

Asset Management Complaints

Estates 16% Maintenance 50%

Technical 26% Trades 8%

16%
50%

26%

8%

Housing Complaints

Alternative Tenure Team 3%

Customer Rents 12%

Customer Services 16%

Estate Management 9%

Housing Management 60%

3%

12%

16%
9%

60%

27% of all complaints received for 

Kingdom were for our Housing 

Department. This includes Customer 

Rents, Customer Services, Estate 

Management, Alternative Tenure 

Team and Housing Management. 

Again, with the high level of direct 

customer interaction that takes place 

here, it's expected that complaints will 

be received. 

The remaining 15% of complaints 

were for our Development 

Department. 



Compliments
Although all reporting requirements from SHR and SPSO are focused on complaints,

we believe it is just as important to recognise the positive feedback that comes through

from our tenants and service users. 

All departments are encouraged to record their compliments onto Orchard when they

are received. The Compliance Officer then goes through these on a quarterly basis to

share a Compliments Update and give staff the recognition they deserve for their

excellent work. This receives great feedback from the staff population and gives staff

throughout the organisation an idea of what front line staff do and the positive impact

they can have on our tenants lives. A selection of some of the compliments received in

20/21 are below;

Compliments 20/21

"Tenant wishes to pass on how much her weekly support cals from Kingdom

have helped her. She advised they are "her lifeline" and thanked KHA so much

for providing this service."

"Tenant would like to thank KHA as we have been the easiest company to deal

with during COVID-19. He states that we have all been very helpful and nice to

deal with during the difficulties they have faced, particularly with their rent,

during this time."

"Trades Operative who replaced the rotten posts in my back garden was

brilliant. One of the most decent and polite guys I have had from Kingdom, great

job, genuinely nice guy."

"Just wanted to say 'Thank You ' for all you've done for myself and my

grandchildren. I would still be struggling had it not been for you and I will be

eternally grateful to you."

"I wish to let you know that I am delighted with the work carried out to replace

my ceiling. Your Tradespeople were all brilliant but I would like to specially

mention the Painter who could not have been more professional and left a

fantastic painting job."

"The information, advice and guidance he was given from initial interview to

allocation was fantastic. I was kept up to date during Covid, which was

especially important due to the delays. I was then given time to transfer from my

old property, and was informed throughout this process also. I love the property

it's far better than I imagined. Overall very happy."



Overview

This report has provided an overview of complaints based on the five essential 

Complaints Key Performance Indicators required by the Scottish Public Services 

Ombudsman. 20/21 was an unprecedented year, with the Covid19 pandemic shutting 

down major services within Kingdom for a  significant period of time and all office 

based staff working from home. 

Despite this, we have performed fantastically well to continue to handle complaints

effectively. 9 complaints out of 495 were resolved out of time, but this was mainly due

to errors in recording or staff being on annual leave. Complaints are now allocated to a

whole team, to then be allocated to an individual to avoid the complaint be allocated

directly to someone who is currently on annual leave. 

Despite an increase in complaints figures, and working from home, our average time to

close complaints remained the same as last year at less than 3.5 days for a Stage 1

and 13 days for a Stage 2. 

In 21/22, complaints will continue to be monitored by individual departments, Managers

& Senior Officers and the Chief Executive Department. Further analysis will be carried

out quarterly on the reasons for complaints with efforts made to reduce the number.

We have implemented the new "Resolved" status for complaints from April 2021 for

those complaints that are resolved on the front line with no further investigation

required. These complaints will be monitored to see what the reasons for them were so

we can still implement service improvements where possible.

The quarterly reporting to the Board and our tenants will be updated to match the

requirements set out by SPSO and the 5 essential Key Performance Indicators and we

will continue to improve our service offering through feedback we receive through

complaints and compliments. 


