
No 1 Details of all of the housing association’s housebuilding projects approved in 
the last ten years, including the address of the project, the affected 
geographical area, the total number of units built, the number of units built for 
social housing, the number of affordable houses built, and the date the 
project was approved.  
 

 Complete Answer 
 
Kings Glen, Greenock.  Geographical Area is Inverclyde.  The total number 
of units that are currently being built is 57 and all are social housing for rent.  
The project was approved by Cloch’s Board on 19th June 2017. 
 

No 2 Details of all complaints made by tenants about the organisation’s housing 
service in the past five years, including the date of the complaint, reason 
given for complaint, whether the complaint was investigated and upheld, and 
what the outcome of the complaint was. 
 

 Complete Answer 
 
CSV File completed.  Please note that Cloch defines a complaint in line with 
SPSO regulations as any “expression of dissatisfaction” with a service, so we 
record considerably more complaints than our peers and we feel this is a 
much better complaints service. 

No 3 Details of all complaints made by prospective tenants and applicants about 
the organisation’s housing service in the past five years, including the date of 
the complaint, reason given for complaint, whether the complaint was 
investigated and upheld, and what the outcome of the complaint was. 
 

 Complete Answer 
 
CSV file completed.  Please note, as we are part of a common housing 
register and it is run in partnership with Oak Tree H.A., Larkfield H.A. and 
Sanctuary H.A., we do not record all complaints about the service.   
 

No 4 The total number of people currently on the waiting list for housing properties, 
broken down by bedroom number? 
 

 Complete Answer 
 

Count of applications by 
bedroom size.   

Bedroom Total 

1 1635 

2 1395 

3 626 

4 114 

5 19 

6 5 

7 1 

Grand Total 3795 
 



No 5 The number of people currently on the waiting list for housing in each 
geographical area, broken down by property bedroom number? 
 

 We have a choice based letting system and we don’t gather info by 
geographical area. 

No 6 The anticipated waiting time for housing accommodation, broken down by 
bedroom number.  
 

 We have a choice based letting system and we don’t gather info by 
geographical area nor do we collect average waiting times. 

No 7 The anticipated waiting time for housing accommodation in each 
geographical area, broken down by bedroom property number. 
 

 We have a choice based letting system and we don’t gather info by 
geographical area nor do we collect average waiting times. 

No 8 The average waiting time for housing accommodation, broken down by 
bedroom number, in each of the last ten years.  
 

 We have a choice based letting system and we don’t gather info by 
geographical area nor do we collect average waiting times. 

No 9 The average waiting time for housing accommodation in each geographical 
area, broken down by bedroom number, in each of the last ten years.  
 

 We have a choice based letting system and we don’t gather info by 
geographical area nor do we collect average waiting times. 

No 10 The total number of social housing properties owned by the housing 
association, broken down by geographical area and bedroom number.  
 

 Partially complete Answer 
 
As at 31st March each year (all properties are in Inverclyde local authority are 
only): 
 
2011 Bedroom Sizes: 

Studio Flat - 6 
1 Bedroom – 362 
2 Bedroom – 728 
3 Bedroom – 242 
5 Bedroom – 15 
Total - 1353 
 
2012 Bedroom Sizes: 

Studio Flat - 6 
1 Bedroom – 363 
2 Bedroom – 681 
3 Bedroom – 257 
5 Bedroom – 19 
Total - 1326 
 
 



 
2013 Bedroom Sizes: 
Studio Flat - 6 
1 Bedroom – 372 
2 Bedroom – 707 
3 Bedroom – 261 
5 Bedroom – 19 
Total - 1365 
 
 
2014 Bedroom Sizes: 

Studio Flat - 6 
1 Bedroom – 376 
2 Bedroom – 708 
3 Bedroom – 253 
5 Bedroom – 19 
Total - 1362 
 
2015 onwards is available on the SHR Website: 
 
https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-
housing-association-ltd 

No 11 The total number of social housing properties built by the housing association 
in each of the past ten years, broken down by geographical area and 
bedroom number.   

 Complete Answer 
In the last 10 years Cloch Housing Association has built 168 units. 
 
Geographical Area: Inverclyde   
Bedroom Size Numbers Built  

1 10 
2 83 
3 66 
4 9 

 
 

No 12 Percentage increases on rent imposed on social tenants by the housing 
association in each of the last ten years. 

 1/4/2011: 5.8% 
1/4/2012: 3.6% 
1/4/2013: 4.2% 
1/4/2014: 4.2% 
1/4/2015:  2.3% 
1/4/2016:  1.3% 
1/4/2017:  3.0% 
1/4/2018:  3.6% 
1/4/2019:  3.0% 
1/4/2020:  2.8% (note: we are in the process of rent restructuring, so although 
2.8% is the increase, some tenants actual increase was more than this and 
some was less or zero) 
 

https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd
https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd


No 13 The total number of housing association tenants in each of the last ten years 

 Partially Answered: 
 
As at 31st March each year (all tenants including non-self-contained 
properties etc., we do not hold self-contained only figure): 
 
31/3/2011 - 1286 
31/3/2012 - 1368 
31/3/2013 - 1414 
31/3/2014 - 1380 
31/3/2015 - 1412 
31/3/2016 -  Information not held 
31/3/2017 – Information not held 
31/3/2018 – Information not held 
31/3/2019 – Information not held 
31/3/2020 - 1420 
 
 
 
 

No 14 The total value of rent arrears accumulated by housing association tenants, 
as well as the total number of tenants who have entered rent arrears, in each 
of the last ten years 

 Partial Completion: we do not hold the total number of tenants who have 
entered rent arrears.  This figure fluctuates on a monthly basis depending on 
when someone pays their rent for the month.  For example, if rent is due on 
1st April and the person does not pay until 2nd April, technically they are in 
arrears of 1 day, however, we would not physically include this in any 
statistical analysis. 
 
Gross Rent Arrears at 31st March each year: 
 
2011: £140, 360 
2012: £150,357 
2013: £176,061 
2014: £74,031 
 
2015 onwards is available on the Scottish Housing Regulator website: 
https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-
housing-association-ltd 

No 15 Details of all evictions carried out on housing association tenants in the last 
ten years, including the number of evictions carried out and the reasons for 
the evictions. 

 Complete Answer 
 
Evictions for year ending 31st March each year. 
 
2011: 1 
2012:  1 
2013:  5 

https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd
https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd


2014:  5 
 
2015 onwards is available on the Scottish Housing Regulator Website: 
https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-
housing-association-ltd 

No 16 The number of housing association tenants currently facing evictions, 
including all active eviction notices 

 Cloch Housing Association has 1 decree of eviction pending. 

 

https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd
https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd


Complaints 

Reference
Reported 

Date

Type 

Description Urgency Description Resolution Description

Service 

Area

Underlying 

Cause Action Taken

Unacceptable 

Actions Policy 

Applied

Equalities 

Issue Summary Resolution Description2

Subject 

Title

Subject 

Surname

Subject 

Forenames

Subject 

Code

771 26/03/2015

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Compla int Refuted

Hous ing 

Services No None * unhappy with outcome of dispute re parking bays Compla int Refuted * *

806 13/04/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

* ca l led to compla in about 3 bikes  and a  go cart that he have been

removed from his  driveway Compla int Refuted * * *

822 20/04/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

staff 

shortage apologised to tenant No None

Tenant  compla ined about customer service as  he s tated that his  

i s sues  should have been dealt with at vis i t. 015. Explanation (Refuted) * * *

841 28/04/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

Tenant's  daughter * * ca l led re 4 power cards  which were found to be 

faulty. They had been returned and meter checked out but had not 

yet been replaced. Explanation (Refuted) * * *

878 21/05/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Not satis fied with the close cleaning. Upheld - Contractor Service

898 10/06/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Contractors  have arrangement to clean close after 10 am and were 

out at 9.10 yesterday and woke Ms * who works  nightshi ft Upheld - Contractor Service

913 22/06/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services n/a n/a No None

Mrs  * s ti l l  not happy with close cleaning the bottom landing i s  s ti l l  

thick with di rt. Upheld - Contractor Service *

926 01/07/2015 Compl iment Compl iment Compl iment

Hous ing 

Services n/a n/a No None

Mrs  * sa id she was  very impressed by * at ATV; he had very nice 

manner and was  very profess ional  during their meeting. She was  

impressed and just wanted to report this . Compl iment

932 07/07/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

videod condition of close as  unhappy with product being used to 

clean close Explanation (Refuted) *

956 23/07/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services n/a n/a No None

Mr * has  compla ined that a  compla int has  been closed. See 

Compla int 884 Compla int Refuted

975 03/08/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services None Close cleaning service decl ined Upheld - Contractor Service *

976 03/08/2015 Compl iment Compl iment Compl iment

Hous ing 

Services No None Compl iment about s tandard of close cleaning Compl iment

977 03/08/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Mr * responded to satis faction survey for close cleaning.  Not happy 

with s tandard or mop being used for each landing Upheld - Contractor Service *

978 03/08/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Satis faction Survey Response.  tenant unhappy with the smel l  of 

dis infectant and s taff are someitmes  noise Upheld - Contractor Service *

979 03/08/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Compla int that contractors  have not cleaned binstore s ince close 

cleaning s tarted Compla int Refuted *

980 03/08/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Close cleaning service i s  not cons is tent.  Close smel ls  as  thought 

di rty water i s  being used to clean i t. Upheld - Contractor Service *

981 03/08/2015 Compl iment Compl iment Compl iment

Hous ing 

Services No None Close Contractor i s  very good  and close i s  a lways  nice and fresh Compl iment *

983 04/08/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

response from satis faction survey reporting dissatis faction with 

close cleaning service Upheld - Contractor Service *

985 04/08/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

tenant noted on satis faction survey that internal  and external  glass  

i s  not being cleaned. Upheld - Contractor Service *

986 04/08/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Response in Customer Satis faction Survey - comments  about bin area  

and windows not being cleaned Compla int Refuted *

987 04/08/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Windows and binstore not being cleaned. Upheld - Contractor Service *

988 04/08/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Concerns  about contract for close cleaning ra ised as  part of Close 

Cleaning satis faction survey being returned Upheld - Contractor Service *

995 05/08/2015

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Unsatis factory s tandard of close cleaning contract. Upheld - Contractor Service *

1013 19/08/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services n/a n/a No None

Communal  close has  not been cleaned for 3 wks . Her blue bin has  

not been put out for col lection. Upheld - Contractor Service *

1036 01/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

T compla ined that HB form was  not completed correctly by s taff at 

s ign up. HB refused rent on 2 homes  cla im based on wording and T 

had to submitt recons ideration letter. Upheld - CHA Service Fa i lure

1047 08/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Mrs  * ca l led to compla in that she had not had a  vis i t to judge her 

garden for the Garden Competi tion Upheld - CHA Service Fa i lure

Hous ing 

Services

1049 10/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Tenant not happy about being recharged for removal  of dog dirt from 

back green as  she does  not have a  dog. Upheld - CHA Service Fa i lure

Hous ing 

Services

1051 10/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None Rechargeable repair to upl i ft bin bags Upheld - CHA Service Fa i lure

Hous ing 

Services

1052 10/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

T unhappy with share to pay on RR sent for clearing bin bags  from 

close. Compla int Refuted

Hous ing 

Services

1053 10/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

T not happy with RR sent. Also  not happy with treatment from EM 

staff. Upheld - CHA Service Fa i lure

Hous ing 

Services

1054 10/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None Unhappy about paying share of RR bi l l  to upl i ft refuse bags Upheld - CHA Service Fa i lure

Hous ing 

Services

1058 11/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Appeal  aga inst invoice her received for rubbish dumped in 

communal  area. Upheld - CHA Service Fa i lure

Hous ing 

Services

1061 14/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

Disputing 

RR bi l l  to 

remove 

i tems from 

bin Store No None disputing RR bi l l  to remove s tuff from bin area Upheld - CHA Service Fa i lure

Hous ing 

Services

1063 14/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

tenant disputing RR charge of £10.50 to upl i ft a  carpet  as  the carpet 

was  dumped by our contractor  the guy with the pick up. Upheld - CHA Service Fa i lure

Property 

Services

1064 14/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services None Mrs  * recharged for dog foul ing clearance prior to her moving in. Upheld - CHA Service Fa i lure

Hous ing 

Services

1065 14/09/2015

Stage 2 SPSO 

Compla int

SPSO Extens ion of 

Time Upheld - CHA Service Fa i lure

Hous ing 

Services None

Mr * attended office regarding arrears  ba lance as  a  result of OP.  OP 

was  created due to error in process ing HB (included Heating charge) Upheld - CHA Service Fa i lure

Hous ing 

Servces

1091 28/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services None Mrs  * i s  not happy with close cleaning Upheld - Contractor Service *

1099 29/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services None Wil l  not be paying recharge for carpet i t was  not hers Upheld - CHA Service Fa i lure

Hous ing 

Services

1100 29/09/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services refuted none No None The Recharge Repair i s  not his  respons ibi l i ty he puts  his  bags  out Compla int Refuted

Hous ing 

services

1106 05/10/2015 Compl iment Compl iment Compl iment

Hous ing 

Services n/a n/a No None

Mrs  * phoned to thank * * for letters  sent to * * * Advised letters  

were very good. Compl iment * * *

1128 14/10/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenants  daughter unhappy with close cleaning contract being 

implemented. Explanation (Refuted)

1129 15/10/2015

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Compla int Refuted

Hous ing 

Services No None Escalation from compla int 1128 re close cleaning implementation Compla int Refuted

1134 19/10/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Emai l  received that close cleaniong was  not as  good Upheld - Contractor Service Anon

1141 20/10/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Close cleaning not as  good as  before and floor left wet s l ip hazard Upheld - Contractor Service *

1149 27/10/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Mrs  * Contact Deta i l s  * Mrs  * daughter i s  not happy that the close 

cleaning i s  being introduced to her mothers  close her motther cleans  

her s ta i rs Explanation (Refuted)

1150 27/10/2015

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Would l ike compla int esca lated as  s ti l l  not happy with outcome - 

Implementation of Close Cleaning Explanation (Refuted)

1161 05/11/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None received a  text message re rent at Chris tmas Compla int Refuted

1175 11/11/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

staff 

memeber 

off and 

appointme

nt made

when s taff are on dury juty 

they don't make 

appointments No None

Tenant phoned at 13.53pm to say no-one had turned up for her ATV at 

1.30pm today. Did advise * * was  ca l led to jury duty. Explanation (Refuted) * *

1183 16/11/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Received Superhero letter on Friday  which was  clos ing date; date on 

letter wrong Upheld - Contractor Service *

1191 19/11/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services

Rent 

arrears  

created by 

non 

payment of 

HB for 2 

homes No None

Mrs  * i s  unhappy that she has  an arrear to pay from the s tart of her 

tenancy at * * *  The arrear arises  from HB paying from date moving 

in (31/03/15) rather than DoE (09/03/15). Compla int Refuted

Hous ing 

Services

1197 20/11/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

Compla int that bins  not being put back in bin s tore after emptying 

weekly and some left in car park. Explanation (Refuted) *

1204 24/11/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Contacted tenants  mother re. gas  servicing and she sa id that the 

tenancy has  ended  she handed the keys  in and thinks  we got them 

and have carried out repairs . Compla int Refuted * *

1217 01/12/2015

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Other - Please Note in Deta i l s

Hous ing 

Services No None

Ms * i s  uhappy with the way her ASB compla int about neighbour Mr * 

has  been dealt with. Other - Please Note in Deta i l s * * *

1219 30/11/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant i s  unhappy that the property at * * (which she had bid for and 

was  top for) has  been withdrawn and offered to another appl icant Explanation (Refuted)

1220 01/12/2015

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant feels  l ike she was  not a l located the property at * * as  Cloch 

did not want her to get the property. Explanation (Refuted)

1223 27/11/2015 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Tenant's  l i fe has  changed s ince sher s tarted getting support from * 

@ * * Compl iment * *

1224 27/11/2015 Compl iment Compl iment Compl iment

Hous ing 

Services No None Shared owner compl imentsed * for sorting her DD so quickly Compl iment * * *

1226 04/12/2015

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Repairs  to property not solving problem of water ingress   tenants  

had intention of withholding rent on that bas is . Explanation (Refuted)

Hous ing 

Services

1238 15/12/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

emai l  from tenant regarding an estate management letter with the 

wrong date. Upheld - CHA Service Fa i lure

1241 15/12/2015

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None compla int re ATV letter Compla int Refuted * * *

1245 22/12/2015 Compl iment Compl iment Compl iment

Hous ing 

Services n/a n/a No None

tenant ca l led because he had recieved a  £10 voucher for nominating 

his  neighbour for the super hero award  he ca l led to thank s taff at 

Cloch for this  and  for the great service we provide. Compl iment

1252 05/01/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Mr * not happy with s tandard of cleaning Upheld - Contractor Service *

1257 06/01/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services n/a n/a No None

Bins  were not returned on to bin s tore on Tuesday and her bin was  

not taken out for col lection. Upheld - Contractor Service *

1261 08/01/2016 Compl iment Compl iment Compl iment

Hous ing 

Services n/a n/a No None

Tenant attended office to request ass is tance in resolving i ssue with 

Electrici ty suppl ier.  * resolved issue with previous  tenants  debt Compl iment * * *



1267 11/01/2016

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

property 

closed 

whi ls t off 

on hol iday  

cant 

identi fy 

s taff

not close prop @ A/L s taff to 

use emai l  not chat No None

Compla int made regarding bid for * * * - Property open for bidding 

over hol idays   she a lso fel t that she wasnt dealt with nicely  she was  

1st on l i s t this  changed. ful l  deta i l s  attached Upheld - CHA Service Fa i lure

Cloch 

Hous ing & 

ICHR

1274 15/01/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Work/Inspection Required

Hous ing 

Services n/a n/a No None Bins  are not being put back in the proper bin s tore after col lection Work/Inspection Required *

1275 15/01/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

tra ining 

i ssue

staff involved tra ined on 

heating system No None

Tenant i s  unhappy with lack of information provided at s ign up and 

s tandard of property when i t was  let (further compla int logged re this  

with property services ) Upheld - CHA Service Fa i lure * * *

1276 15/01/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services no n/a No None

Former tenant unhappy about being charged for keys  not coming in 

unti l  the 3rd of November (Tuesday) - see notes Explanation (Refuted) * * *

1283 18/01/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

T compla ined about wrong information being given to him on severa l  

ocas ions  about his  rent account and a lso debt letter regarding 

factoring sent by mistake. Upheld - CHA Service Fa i lure

1304 21/01/2016

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Upheld - Contractor Service

Hous ing 

Services No None tenant unhappy with the s tandard of the close cleaning Upheld - Contractor Service *

1305 27/01/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

emai l  sent 

to wrong 

section

office serv asked to add 

Newark onto l i s t No None

owner emai led on 5/1/16 regarding bin s tore  and no one repl ied or 

did anything about this . Upheld - CHA Service Fa i lure

1315 29/01/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services n/a n/a No None

Compla ined that the bins  were not put back after col lection on 

Tuesday. Compla int Refuted *

1322 01/02/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Letter received re close cleaning charges  and man fees  - she couldnt 

understand the letter ans  has  been passed pi l lar to post s ti l l  no 

resolve Upheld - CHA Service Fa i lure

Hous ing 

Services

1326 03/02/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Tenant reported faulty communal  l ight on 21/01/16 not emai led to 

Property Services . Work not carried out. Upheld - CHA Service Fa i lure

HOUSING 

SERVICES

1337 09/02/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services

time to 

complete 

EME repair No None

(1) timescale to complete Cal l -out repair (2) Ca l led office at 16-59 

and answer machine was  on. Compla int Refuted *

1360 22/02/2016

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

human 

error

a l l  s taff reminded to check 

mai l No None tenant's  arrears  letter was  sent to another tenant in error Upheld - CHA Service Fa i lure

1372 29/02/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Compla int re close cleaning not up to s tandard when they fi rs t 

s tarted and not cleaning wal ls  and bin area  when i t should be Upheld - Contractor Service *

1391 04/03/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

Wrong 

ki tchen 

orderded No None

Tenant was  to ki tchen fi tted over the weekend and no one has  got 

back to her  the ki tchen fi tted i s  the wrong colour. Upheld - Contractor Service *

1395 07/03/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services no none No None

Tenant received a  letter advis ing only £400.00 paid to account when 

she had paid £420.00 and has  receipt Upheld - CHA Service Fa i lure * * *

1410 10/03/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services no No None

* * * * * * ca l led to advise that she was  upset at s ti l l  receiving mai l

with her husbands  name on i t.  * advised that Death Cert was  

handed in over a  week ago Explanation (Refuted) *

1413 16/03/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

bin not 

being put 

back in 

correct bin 

s tore after 

col lection n/a No None

Report that bin not being returned to her bin s tore and being put in 

no. 11 Upheld - Contractor Service *

1416 17/03/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

sta i rs  not 

being 

cleaned 

properly n/a No None

Not happy with s tandard of s ta i r cleaning  sa id just getting a  wipe 

over and edges  not getting cleaned properly. Also ins ide windows 

not being done. Upheld - Contractor Service *

1428 22/03/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

s l ipped on 

wet floor 

left by 

close 

cleaners

cleaners  went back and 

dried the floor No None Close cleaning left the s ta i rs  soken wet and Miss  * s l ipped Upheld - Contractor Service *

1442 31/03/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

Tenant i s  very unhappy about the fact she made a  compla int about 

her neighbour dispute and Cloch did not action i t. She a lso sa id she 

reported i t into the office and nothing was  done about i t Explanation (Refuted)

1445 31/03/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

Not 

satis fied 

with close 

cleaning n/a None

Sta irs  are not being cleaned properly. Bottom sta i rs  look grubby and 

men only taking 5 minutes  to do close. Upheld - Contractor Service *

1461 11/04/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services n/a

Staff reminded about 

customer s tandards  and 

mai l  turnaround No None

Miss  * ca l led on behal f of her mother.  She feels  that her mum has  

not been kept informed she received a  letter on the Saturday s tating 

i f she did not reply by friday 12 noon the offer withdrawn Upheld - CHA Service Fa i lure * * *

1465 11/04/2016

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Compla int Refuted

Hous ing 

Services n/a None Yes Race

Customer cla imed that * was  cheeky to him that that the Association 

was  racis t in their deal ings  with him. Compla int Refuted * * *

1472 14/04/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

close 

cleaning 

compla int n/a None

Tenant compla int that card put through door to say close cleaned but 

she sa id close has  not been done. Explanation (Refuted) * *

1492 25/04/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Compla int about close cleaning going ahead no happy and not 

paying i t Explanation (Refuted)

Cloch 

Hous ing 

Associatio

1493 25/04/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services n/a n/a No None Not happy with s tandard of clean and bin area  not been cleaned Upheld - Contractor Service *

1495 25/04/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant phoned to advise us  about the dog foul ing i ssues  at her 

property Explanation (Refuted) * *

1502 28/04/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Socia l  worker obo tenant was  rea l ly happy with the service that * * 

provided in ass is ting his  cl ient with being rehoused.  very 

profess ional Compl iment * * *

1506 03/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services n/a n/a No None

Close cleaners  were at property today and she was  not impressed 

with the s tandard Upheld - Contractor Service *

1508 03/05/2016

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None

tenant unhappy with the response from the s tage 1 compla int 

number 1492 Explanation (Refuted) *

1509 27/04/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

tenants  

not aware 

letter sent 

to a l l  

res idents

note this  on letter "sent to 

a l l  res idents" No None

unhappy with the tone of a  letter sent out which they fel t was  

accus ing them of dumping rubbish without proof Upheld - CHA Service Fa i lure * * *

1513 04/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

close not 

cleaned n/a None

Reported close not cleaned on Tuesday as  water mark from last 

week s ti l l  on s ta i rs  and never had card thru door to advise had been Upheld - Contractor Service *

1531 13/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

Tenant i s  in dispute over a  recharge for i tems that were removed 

from his  close that he has  been charged for  and wants  to know why 

he is  being recharged? Explanation (Refuted)

1533 16/05/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Ms * wanted the Association to note how helpful  and mannerly * i s .  

Very profess ional Compl iment * * *

1537 17/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Not happy about recharge repair he uses  bin properly and doesnt 

think he should pay Explanation (Refuted)

Hous ing 

Services

Cloch 

Hous ing 

Associatio

1539 18/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Compla int about service in genera l Explanation (Refuted)

1547 20/05/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Mrs  *  expressed that during the recent i ssues  she has  had  * a lways  

answered the phone in a  pol i te and corteous  manner Compl iment * *

1549 20/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services RR Letter i ssued None Disputing RR charge for clearing bin area Explanation (Refuted)

1550 20/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant i s  compla ining that even though she compla ins  about dog 

foul ing outs ide her home  she i s  s ti l l  having the same problem. She 

is  asking i f there i s  anything other than sending letters  to tenants Explanation (Refuted)

1551 20/05/2016

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Upheld - Contractor Service

Hous ing 

Services n/a n/a No None Unhappy with poor s tandards  of cleaning by contractor in close. Upheld - Contractor Service *

1552 23/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Mr * received a  recharge and has  compla ined that he has  been 

charged and the contractor * did not carry out work and s ti l l  charged 

for i t. Explanation (Refuted) *

1553 23/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Mr * i s  not paying recharge a  rubbish was  not his Explanation (Refuted)

1555 23/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Not happy about recharge repair being charged to her Explanation (Refuted)

1557 23/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Received Rechargeable repair and is  not happy that she has  been 

charged Explanation (Refuted)

1561 24/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

We are rehous ing undes irables  and he has  lost 4 tenants  through 

this .  There i s  a lso a  scatter flat next door to i t he has  now to look for 

another new tenant Explanation (Refuted)

Cloch 

Hous ing

1568 26/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Anonymous  ca l ler reported that Ms  * has  a  Mr * * (partner) l iving at 

property and he i s  in ful l  time employment in * and she is  receives  

hous ing benefi t. Compla int Refuted * *

1569 26/05/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Tenant unhappy with confl icting information being provided by 

Association s taff and about missed appointments Upheld - CHA Service Fa i lure * * *

1586 07/06/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None No happy with recharge to clear bin area Upheld - CHA Service Fa i lure

Hous ing 

Services

1608 15/06/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

Close 

cleaning 

s tandard n/a None Not happy with close cleaning of s ta i rs Upheld - Contractor Service *

1610 16/06/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

Bins  not 

upl i fted by 

counci l n/a None Black bins  put out at 8am on Tuesday and not emptied by * Upheld - Contractor Service *

1615 09/06/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

Rechargea

ble Repair 

appeal n/a None Rechargeable Repair appeal  received Upheld - CHA Service Fa i lure

1621 20/06/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Mrs  * of flat * ca l led regarding the letter about chi ldren playing 

during the hol idays .  she i s  del ighted that she has  received this  as  

the chi ldren are a  problem she dindt want to compla in Compl iment * * *

1626 21/06/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services None

Paying for a  service to have her bin taken from bin s tore for col lection 

and this  i s  not being done properly. Rubbish disposed of properly 

but i s  s trewn over the pavement. T not happy. Upheld - Contractor Service *

1629 21/06/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services noti fy owner of RR No None owner i s  upset at how long i t has  taken cloch to empty flat * * bin Explanation (Refuted) * *



1630 21/06/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

Compla int re door entry system and lack of contact with tenants  at * * 

submitted via  * * Explanation (Refuted)

1636 22/06/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None See attached letter. Explanation (Refuted) * *

1680 20/07/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None

* * res idents   thank you for your continued support especia l ly * *  

emai ls  attached in notes Compl iment * * *

1683 21/07/2016 Compl iment Compl iment Compl iment

Hous ing 

Services

Compl ime

nt n/a None Cal led to thank for help in ass is ting with poss ible dog compla int Compl iment * *

1687 20/07/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services

Close 

cleaning 

not great n/a None Compla int that close cleaning was  not great this  week. Compla int Refuted *

1705 25/07/2016

SPSO 

Referred 

Compla int

SPSO Referred 

Compla int Compla int Refuted

Hous ing 

Services

Enquiry re 

communic

ation with 

tenants  

pre close 

contract Information suppl ied No None

tenant unhappy with the impos ition of close cleaning contract and 

feels  the Association did very l i ttle to resolve this  before impos ing 

this  service Compla int Refuted

1725 09/08/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

text did 

not say i t 

was  from 

Al l  texts  sent wi l l  advise 

they are from CHA No None

tenant unhappy that his  mobi le number was  passed to survey 

monkey Explanation (Refuted)

1732 12/08/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

dissatis fie

d with 

atti tude of 

s taff 

member No None

Mrs  * phoned to compla in about the manner in which * spoke to her 

in relation to her rent. She fel t she was  rude and condescending  this  

has  been on more than one occas ion. Upheld - CHA Service Fa i lure

Compla int 

about 

service.

1735 15/08/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None unhappy about the colour of bl inds  put into the decant address Explanation (Refuted)

1737 15/08/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

Direct Debt 

not 

adjusted 

properly. Emai l  sent to s taff. No None

Direct Debt was  increased incorrectly so the tenant was  charged rent 

twice on 28/7/16 and  29/7/16. Upheld - CHA Service Fa i lure

1738 15/08/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

tenant i s  a l ledging that a  member of s taff from this  office ca l led her 

mother and told her she was  moving to * *  a fter she advised she did 

not want her parents  informed Compla int Refuted

1742 18/08/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None Analys is  of TSS for EM Compl iment * * *

1743 18/08/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Tenant repl ied to EM Sat Survey to say she was  unhappy with how the 

compla int was  dealt with. Compla int Refuted

1744 18/08/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Compl iment for swift response and profess ional  service by * in 

rubbish being removed from the close. Compl iment * * *

1755 22/08/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None

NTSS: T advis ing that she i s  very happy in her new home and that * 

was  very helpful  during the process . Compl iment * * *

1756 22/08/2016 Compl iment Compl iment Compl iment

Hous ing 

Services Yes None

Coming from * * I  am very happy with the property was  offered. It was  

secure and I  was  kept up to date throughout there-hous ing pocess . Compl iment

1758 22/08/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Very happy with service  a l l  s taff and contractors  helpful   both * and 

* were very helpful Compl iment * * *

1760 22/08/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None

tenant very pleased from a l location to moving into property. s taff 

very profess ional  and flat in excel lent condition. Compl iment

1798 06/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a No None

Tenant unhappy about receiving an untidy garden letter on the 30th 

August.  Tenant had picture of her garden which was  dated the 29th 

August Explanation (Refuted)

1799 06/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant unhappy about recieving a  letter about the condition of her 

garden.  Tenant advised that her husband spoke to * who issued an 

apology I  am assuming Mr * contacted in response to CID Explanation (Refuted)

Hous ing 

Services

1810 09/09/2016

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services n/a

Investigation  Further s taff 

tra ining on DP No None

Former tenant wishes  to compla in about a  breach of data  protection 

from a  member of the hous ing section. Upheld - CHA Service Fa i lure * * *

1812 14/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Anonymous  compla int about an a l location to * * * Compla int Refuted * *

1816 15/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

tenant unhappy with request to pay one month in advance 3 years  

ago Explanation (Refuted)

1817 14/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Compla int received re a l location of property.  Tenant does  not l ive 

there.  Daughter and her friend do Compla int Refuted * *

1818 20/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant annoyed that * didnt vis i t this  week as  * had promised even 

though she went out and vis i ted her neighbour Explanation (Refuted) * * *

1819 19/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None emai l  from * * on behal f of * * regarding use of the back garden Explanation (Refuted)

1829 22/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None owner compla ing regarding poor finish at joint on roughcast Upheld - Contractor Service * *

1844 27/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Please take note that once again * * have not arrived on time to ful fi l  

their dutie of taking out the bins  at * * * Compla int Refuted *

1845 27/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Cal led to report that the close cleaners  are kicking  door in to ga in 

access  to clean close Upheld - Contractor Service *

1846 27/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Compla int aga inst service after receiving a  letter to s top feeding 

birds Explanation (Refuted)

Hous ing 

Services

1850 27/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

tenant unhappy witht the way * spoke to him regarding his  smoke 

a larm being activated Compla int Refuted

1852 28/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Her bin has  not been put back into the bin area  by close cleaners Upheld - Contractor Service *

1860 29/09/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

* * are putting bins  out for col lection but not returning them  a lso

standard of close cleaning i s  poor. Explanation (Refuted) *

1873 03/10/2016 Compl iment Compl iment Compl iment

Hous ing 

Services

Would l ike 

to thank * 

and the * 

s taff for 

the 

fantatstic No None

Would l ike to thank * and the * s taff for the fantatstic job they did 

insta l l ing the new hearting system Compl iment *

1888 06/10/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

Recharge 

appl ied 

agains  a  

tenant 

without 

evidence

Emai l  to HA's  to fol low RR  

procedure No None

Mr * (PoA) for Mr * ca l led into office to compla in about recharge.  He 

advised that there i s  no evidence Mr * was  respons ible for urnating 

in the close. Upheld - CHA Service Fa i lure *

1893 07/10/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

Contractor 

fa i lure to 

address  

i ssue

Contratcor has  been 

reminded of s i te 

requirements No None

Tenant has  cla imed that contaractor has  damaged carpets  in her 

home  and shouldnt have been in her home to damage i t in the fi rs t 

place Upheld - Contractor Service *

1906 11/10/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

tenant unhappy with how she was  dealt with when compla ining 

about her neighbour * Compla int Refuted * * *

1923 17/10/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

* error in

reading 

renta l  

s tatement - 

mis inform

ed tenant

clari fication with SHO NF on 

error in reading account No None

Tenant unhappy about being advised there has  been an arrear s ince 

Apri l  2016 with no noti fication Upheld - CHA Service Fa i lure

1956 03/11/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None

tenant ca l led to say thanks  for getting the washing machine that was  

outs ide the close removed Compl iment * * *

1968 10/11/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Mr & Mrs  * emai led to compla in about vis i tors  to Mr * house  noise  

drug taking in area  and mentioned that they feel  CHA have not dealt 

with these i ssues  in the past. Explanation (Refuted)

Hous ing 

Services

1970 14/11/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Mrs  * i s  s ti l l  waiting on someone col lecting the ASB logs  and has  

had not contact regarding ongoing noise compla int Upheld - CHA Service Fa i lure

1984 22/11/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

Cal led re letter i ssued  not happy that Cloch are threatening to evict 

tenants  who have not accepted decant. Explanation (Refuted)

1986 22/11/2016

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services n/a

Reminded s taff about s ign 

up / HB process No None

tenant cla ims  * made her commit fraud on her HB form & unhappy 

with decant requirements . Explanation (Refuted) * * *

1987 22/11/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None tenant upset at NOP Explanation (Refuted)

1988 23/11/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Wants  to compla in that i s  fi rs t on hous ing l i s t but has  been told that 

can't move.  T says  Cloch are lying to him. Compla int Refuted

2007 05/12/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services n/a n/a No None

tenant i s  annoyed that her neighbour upsta i rs  got offered a  property 

in * * over her Compla int Refuted

2013 08/12/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Tenant handed 2 boxes  of sweets  (passed to * in thanks  for a l l  

kindness  and help he has  received from staff  and for the refund of 

rent. He forgot Chris tmas  card - wi l l  hand this  in. Compl iment

2034 19/12/2016

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Mr * recieved a  Rent Increase Survey on saturday and he isnt happy  

see notes Explanation (Refuted)

2035 19/12/2016 Compl iment Compl iment Compl iment

Hous ing 

Services n/a n/a No None

Mr * s is ter phoned to say what a  wonderful  service we are providing 

to her brother  i ts  a  huge weight off her shoulders . Compl iment

2037 20/12/2016 Compl iment Compl iment Compl iment

Hous ing 

Services No None * * handed in a  gi ft of chocolates  as  a  thanks  you Compl iment * * *

2056 05/01/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Tenants  boyfriend reported that * cleaning had left a l l  th e windows 

open and the close got wet and her son fel l  down the s ta i rs Compla int Refuted *

2066 10/01/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None

In EM compla ints  satis faction survey  owner compl imented * - see 

notes . Compl iment * *

2068 11/01/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

emai l  received regarding bins  not being returned to bin area  after 

col lection Explanation (Refuted) * *

2081 16/01/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services n/a n/a No None

tenant advised no one ever returns  her ca l l  when she leaves  a  

message Compla int Refuted

2083 18/01/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None Tenant was  extremely happy with how * dealt with his  EM compla int Compl iment * * *

2084 18/01/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Mrs  * i s  not happy that her tenant (private let) received a  letter about 

the i tems to be removed within the bin area. Explanation (Refuted)

2092 20/01/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Tenant unhappy at receiving an arrears  letter when he has  

purchased his  house and has  an actual  credit Upheld - CHA Service Fa i lure * * *

2096 23/01/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

Not happy with free FACE event taking place when rent i s  increas ing 

by 3% Explanation (Refuted)

2097 24/01/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None

very happy with how * * dealt with her a l location  he was  very 

helpful Compl iment * * *

2098 24/01/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None received excel lant service from * *  100%. Compl iment * * *



2099 24/01/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None

very happy with service from a l l  s taff and contractors   especia l ly * * 

and * * Compl iment

2104 24/01/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

tenant responded to a l locations  satis faction survey to say "property 

was  di rty when I moved in" Upheld - CHA Service Fa i lure

2119 27/01/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

I have wri tten on numerous  occas ions  regarding our bins  at * * * My 

bin does  not get taken down the back AGAIN. This  happens  far to 

many times  and I  cannot understand why They won't do i t. Upheld - Contractor Service *

2127 30/01/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Close cleaners  are not cleaning the clsoe properly Compla int Refuted *

2145 08/02/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None * * phoned to thank Cloch for today's  cinema event Compl iment

2146 08/02/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Reported to * * - Tenant phoned to say thanks  to a l l  s taff at * * today  

they had a  great time. Compl iment * *

2162 17/02/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Tenant ca l led to discuss  decant  whi le on the phone she advised 

that she was  so happy with the improvement and investment at * * Compl iment

Property 

Services

2165 20/02/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

Emai l  recived from Ms * compla ining about the work required at 

hose she is  wishing to exchange to. Explanation (Refuted)

2175 23/02/2017 Compl iment Compl iment Compl iment

Hous ing 

Services

Coml iment 

about 

current 

services None No None

At * drop in sess ion Mr * wanted to say that  he was  del ighted with 

Cloch Service and tha  tthe rent ri se was  being to put to ggod use  

modern apprentice and garden tidy scheme Compl iment

2177 24/02/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

owner not happy with one off clean oi l  s ta ins  s ti l l  vi s ible in common 

close s ta i rs  and landings Upheld - Contractor Service *

2178 24/02/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None Tenant unhappy that she cannot access  web porta l Explanation (Refuted)

2181 27/02/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

tenant not 

noti fied of 

rent 

increase

rent increase info added to 

success ion approval  letter No None

She is  not happy that she wasnt informed about the rent increase at 

s ign up. 1st she knew about i t was  the DD confi rmation at the higher 

rent. Explanation (Refuted)

2194 27/02/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

* wrote to compla in about house vis i t to tenants  Mr * and Ms * (Ten

No * Explanation (Refuted) * * *

2195 28/02/2017

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Compla ined about the close cleaning charge. It i s  not affordable and 

the tenant's  should be doing i t. Explanation (Refuted)

2196 27/02/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Compla int about close cleaning charge - not affordable  can tenant's  

not just do i t themselves Explanation (Refuted)

2203 03/03/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

wrongly 

advised of 

the date 

bacs  

payment 

would be 

in a/c

advise given is  a  guidel ine  

not definate No None

compla int about  BACS request for decant payment. He says  that  

payment would be in his  bank account today Upheld - CHA Service Fa i lure

2206 06/03/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Emai l  received regarding the letter sent out to the close Compla int Refuted

Cloch 

Hous ing 

Assoc

2210 07/03/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

* has  had to put the bins  out as  * have not put the bins  out for 3 

weeks  and they are not cleaning the close as  they were meant to do 

each day Upheld - Contractor Service *

2219 03/03/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

tenant unhappy with the wording of the estate management letter 

sent from * * Upheld - CHA Service Fa i lure

2238 15/03/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

I would maybe cons ider attending i f anyone from your office ever 

took compla ints  about the s tate of the close we have to l ive in and 

do something about i t.    On 14 Mar 2017 9:35 am  "Office" <O@cloch Compla int Refuted

Hous ing 

Services

2241 16/03/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

Mr * had turned up for FACE meeting 10 mins  late but was  unable to 

ga in acces  to the office Explanation (Refuted)

2249 17/03/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Close not cleaned properly  us ing a i r freshener spray to freshen 

close Upheld - Contractor Service *

2255 21/03/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Tenant compla ining about the close cleaning contract being i l lega l ly 

extended for a  year as  we just want to give the money to our mates . Compla int Refuted

2259 22/03/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Cose cleaning not to her s tandard she is  not happy and the bin area  

has  not been cleaned the area  i s  green and so i s  the front s tep. Explanation (Refuted) *

2275 04/04/2017

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Compla int Refuted

Hous ing 

Services No None Not happy with the s tandard ofclose cleaning Compla int Refuted *

2277 04/04/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None T not happy about not qual i fying for garden tidy scheme Explanation (Refuted)

2306 20/04/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Mrs  * ca l led re the close cleaning at the above  she sa id i t’s  not 

being done properly. They are only spending 10 minutes  to clean the 

whole close  the fi rs t 3 s ta i rs  are rea l ly di rty Upheld - Contractor Service *

2307 20/04/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Close cleaning has  not been very good and they had to previous ly 

come back and deep clean and she thinks  this  needs  done again  as  

they seem to use the one water from top to bottom. Upheld - Contractor Service *

2318 25/04/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None Unhappy that she has  to provide 28 days  notice to end her tenancy. Explanation (Refuted) * *

2335 02/05/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None T is  unhappy as  she feels  we are not deal ing with her compla int Explanation (Refuted)

2337 02/05/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

tenant has  repeatedly asked for a  breakdown of RR costs  and has  

never recieved this Compla int Refuted

2348 08/05/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Owner responded to the estate management satis faction survey to 

compl iment * Compl iment * * *

2351 08/05/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None Tenant responded to Al location satis faction survey to compl iment * * Compl iment * * *

2352 08/05/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None compla int regarding letter received Compla int Refuted * * *

2353 08/05/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Miss  * came into the office with a  thank you card and chocolates  she 

was  soo happy that she had her garden mainta ined by garden tidy 

over the moon Compl iment *

2354 08/05/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Tenant responded to the a l locations  satis fation survey to 

compl iment * * Compl iment * * *

2361 08/05/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

tenant unhappy with estate management compla int letter being sent 

to her close as  they put their bins  away Compla int Refuted

2365 10/05/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Tenant ca l led to compla in about a l leged ASB tenant who may be 

moving next door to he  named as  * * Compla int Refuted * *

2374 11/05/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services n/a n/a No None Issue after factoring survey Compla int Refuted

2381 12/05/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Worried about a l leged a l location of property next door to * * Explanation (Refuted) * *

2388 17/05/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

compla int regarding close cleaning she does  not think the landing i s  

being cleaned. MArk on floor has  been there for a  number of weeks Upheld - Contractor Service *

2393 18/05/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Bottom of close not being done properly i t i s  looking worse that i t 

was  before Upheld - Contractor Service *

2394 19/05/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

Informatio

n given to 

RCH which 

tenant 

s tates  i s  

untrue. No None

Mr * ca l led to say his  partner * * had received letter from RCH 

'knocking her back' for hous ing because of the report given by  Cloch 

about him caus ing damage to the property. See notes . Explanation (Refuted) * *

2422 31/05/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

Decant 

accomodat

ion Met with tenant No None

Tenant i s  unhappy that she asked for a  member of hous ing severa l  

weeks  to contatc her about moving house and she hasnt had a  reply Upheld - CHA Service Fa i lure

2432 02/06/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services n/a n/a No None

Tenant phoned in and was  advised by a  member of s taff that she 

had £1200 rent arrears   which was  incorrect. Upheld - CHA Service Fa i lure

Cloch 

Hous ing

2459 14/06/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Compla int received regarding the playpark  weeds  l i tter and 

overgrown grass . Upheld - Contractor Service *

2460 15/06/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

T's  daughter ca l led very unhappy with the ca l l  she received from * re. 

dog foul ing in garden. Explanation (Refuted) * * *

2478 19/06/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None unhappy with satff atti tude Compla int Refuted *

2509 12/07/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

compla int about the porta l   di fficul t to understand as  i t does  not 

show balance due Upheld - CHA Service Fa i lure

Cloch 

Hous ing 

Associatio

19 Bogle 

Street

2522 17/07/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Thinks  that we are not doing anything about the neighbour - thinks  

we are being more sympathetic than we should be. Origina l  letter 

attached. Compla int Refuted

2525 18/07/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None T ca l led to say close cleaners  are not cleaning properly Upheld - Contractor Service *

2538 20/07/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

On behal f of Mr * * *at***  ASB from neighbour * * *  see 

attachments . Explanation (Refuted) * *

2554 31/07/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services None No None

Tenant unhappy with letter from Cloch advis ing him that the close 

cleaning wi l l  commence on 1/8/17. Explanation (Refuted)

2560 02/08/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Ms * i s  compla ining abouthe fact  her parents  in number * are being 

subjected to di fficul t l iving conditions  by the neighbour above being 

anti  socia l Explanation (Refuted) * *

2563 03/08/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Compla int taken by * Tenant compla ined that * * was  very cheeky to 

her on the phone  going on about how much she owed in rent and 

was  speaking to her as  i f she was  a  five-year-old. Compla int Refuted * * *

2586 10/08/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None tone of emai l  sent on the 9th August 2017 Compla int Refuted * * *

2595 15/08/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None unhappy with decis ion to bypass  her for * * * Explanation (Refuted)

2615 25/08/2017 Compl iment Compl iment Compl iment

Hous ing 

Services No None

T daughter - Thank you for a l l  the help * gave to her parents  in 

getting the HB cla im sorted out Compl iment * * *

2617 25/08/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

Poor 

communic

ation No None

Mrs  * daughter phoned about the letter i ssued regarding the arrears  

on the tenant's  rent account. Explanation (Refuted)

2637 06/09/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Work/Inspection Required

Hous ing 

Services

This  i s  due 

to water 

ingress

I have vis i ted and we 

require an agreement with 

this  tenant No None

Various  i ssues  regarding outstanding repairs . See notes  for more 

deta i l s . Work/Inspection Required



2643 11/09/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

Double DD 

payment 

taken by 

Al lpay on 

8/9/17 No None

Miss  * phoned to compla in about the double DD payment being 

taken from her bank account on Friday 8/9/17. Explanation (Refuted)

2655 12/09/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services n/a n/a No None Mr * unhappy that he has  been given a  fi rs t refusa l  for offer of * * * Upheld - CHA Service Fa i lure

2670 25/09/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant not happy that £100 was  pa id to rent account - she says  she 

doesnt have arrears Explanation (Refuted)

2674 21/09/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Bins  taken out and not returned to location   Dog dirt in back s ta i rs Explanation (Refuted) *

2685 05/10/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services Apology No None Tenant received a  letter with no content. Explanation (Refuted)

2691 02/10/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None asking why £100 was  taken from dis turbance Compla int Refuted

2707 17/10/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

Mr * unhappy as  unable to get keys  unti l  he has  maid rent and 

s igned his  tenancy agreement  wants  to have access  to keys  prior to Explanation (Refuted)

2725 25/10/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

Repair not 

recorded. Apology and ra ised repair. No None

T sa id she spoke to * on Friday 20th Oct to say door lock needed 

repaired. Upheld - CHA Service Fa i lure * * *

2731 30/10/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

wrong 

tenant 

code used 

and a l lpay 

not 

searched 

properly

emai l  sent tohous ing 

section No None Tenant's  di rect debit was  taken twice today Upheld - CHA Service Fa i lure

2739 01/11/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

Ms * pa id £400.00 to her rent account. * forgot to put in her diary i t 

was  pa id I  ca l led Ms * to see i f she had made the payment and 

advised i t was  pa id on the 31/10/17. Ms  *  was  not happy. Explanation (Refuted) * * *

2801 29/11/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Pays  for close cleaning/bin service.  For about 4th week in a  row the 

bins  are being put out but not being brought back in. Upheld - Contractor Service *

2805 29/11/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None tenat would l ike her l ighting system replaced in certa in rooms Compla int Refuted

2813 01/12/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

* was  fi rs t for *  * * * which closed on 17/9/2017  was  offered the

property on 2/10/2017. Not cons idered for any other properties  even 

though no s ign of keys  coming in. Explanation (Refuted)

2825 07/12/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Mr * :Compla int about earl ier vis i t to office that * hadn't expla ined 

things  properly  did not have a  good atti i tude and that he couldn't 

expla in himsel f. Upheld - CHA Service Fa i lure * * *

2831 08/12/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Close cleaning below standard. Contractor finished in 10 minutes   

ground floor landing needs  deep clean and other floors  poor 

s tandard. Compla int Refuted *

2836 11/12/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

tenant unhappy with how HS have dealt with his  close cleaning 

compla int Upheld - Contractor Service

2837 11/12/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

T phoned to advise that she i s  not happy with the cleaners  - she sa id 

her landing wasnt cleaned last week. Compla int Refuted *

2838 12/12/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Tenant Mr * phoned to make compla int about s taff member * * See 

notes . Compla int Refuted

2844 08/12/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

owner thinks  * told tenants  partner she compla ined about rubbish 

they dumped Compla int Refuted

2874 22/12/2017

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services n/a n/a No None

Emai l  receieved from MSP * * office regarding Est Man/ASB issue with 

a l legations  of tenants  smoking canabis  in the close/flat.  Noting that 

nothing has  been done about the compla ints . Compla int Refuted

2888 09/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Sl ip returned fron tenant - unsatis factory Upheld - Contractor Service *

2894 09/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning Upheld - Contractor Service *

2895 09/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services n/a n/a No None not satis fied with close cleaning s Upheld - Contractor Service *

2896 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services n/a n/a No None not satis fied with close cleanings Upheld - Contractor Service *

2897 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning and loudness  of workers Upheld - Contractor Service *

2898 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None not satis fied with close cleaning Explanation (Refuted) *

2900 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Work/Inspection Required

Hous ing 

Services No None not satis fied close cleaning Work/Inspection Required *

2901 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied close cleaning Upheld - Contractor Service *

2902 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not s tis fied with close cleaning Upheld - Contractor Service *

2903 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied close cleaning Upheld - Contractor Service *

2904 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied close cleaning Upheld - Contractor Service *

2905 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied close cleaning Upheld - Contractor Service *

2906 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied close cleaning Upheld - Contractor Service *

2907 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services Yes None not satis fied close cleaning Upheld - Contractor Service *

2908 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied close cleaning Upheld - Contractor Service *

2909 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Work/Inspection Required

Hous ing 

Services No None not satis fied close cleaning Work/Inspection Required *

2911 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services None No None not satis fied close cleaning Explanation (Refuted) *

2912 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None satis faction on close cleaning Upheld - Contractor Service *

2913 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning Upheld - Contractor Service *

2914 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning Upheld - Contractor Service *

2915 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning Upheld - Contractor Service *

2916 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning Upheld - Contractor Service *

2917 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning Upheld - Contractor Service *

2918 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning Upheld - Contractor Service *

2919 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning Upheld - Contractor Service *

2920 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning Upheld - Contractor Service *

2921 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning Upheld - Contractor Service *

2922 10/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not satis fied with close cleaning Upheld - Contractor Service *

2930 12/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None not satis fied with close cleaning Compla int Refuted *

2933 12/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Compla int re condition of close - mudd a l l  over the close caused by 

contractor Upheld - Contractor Service *

2945 18/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Contacted regarding rent increase survey and Mr * s tated that he i s  

not happy that he does  not qual i fy for garden tidy scheme Explanation (Refuted) Cloch HA *

2959 23/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Cleaners  have been today but i ts  not been cleaned to good s tandard 

– there’s  a  door lock  fork  pigeon poo at at front door which haven’t 

been moved. She sa id i t doesn’t look as  i f i t i s  done Upheld - Contractor Service *

2963 25/01/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

Tenant 

upset by 

arrears  

letter No None

T phoned to compla in about the arrears  letter I  i s sued to her on 

8/1/18. Explanation (Refuted) * *

2988 07/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None tenant has  compla ined about the rent increase Explanation (Refuted)

2989 07/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None tenant has  compla ined about the rent increase Explanation (Refuted)

2992 08/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

2993 08/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

2994 08/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

2995 08/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about close cleaning Explanation (Refuted)

2996 08/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

2997 08/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

2998 08/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

2999 08/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3003 08/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenants  made comment about attending meeting at Cloch in the past 

via  rent increase survey. Explanation (Refuted) * * *

3009 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Close cleaning Explanation (Refuted)

3010 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Close cleaning Explanation (Refuted)

3011 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Close cleaning Explanation (Refuted)



3012 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Close cleaning Explanation (Refuted)

3013 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Close cleaning Explanation (Refuted)

3014 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Close cleaning Explanation (Refuted)

3015 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about garden tidy Explanation (Refuted)

3016 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about garden tidy Explanation (Refuted)

3017 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about garden tidy Explanation (Refuted)

3018 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about garden tidy Explanation (Refuted)

3019 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about garden tidy Explanation (Refuted)

3020 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about garden tidy Explanation (Refuted)

3021 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3022 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3023 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Tenant compla ined about Rent increase Compla int Refuted

3024 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3025 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Tenant compla ined about Rent increase Compla int Refuted

3026 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Tenant compla ined about Rent increase Compla int Refuted

3027 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3028 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Work/Inspection Required

Hous ing 

Services No None Tenant compla ined about Rent increase Work/Inspection Required

3029 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3030 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3031 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3032 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3033 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3034 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Tenant compla ined about Rent increase Compla int Refuted

3035 13/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Tenant compla ined about Rent increase Compla int Refuted

3038 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Close cleaners  have been continual ly Putting the bins  in the wrong 

places  no * in no * etc Upheld - Contractor Service *

3039 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3040 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3041 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3042 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3043 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3044 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3045 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3046 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3047 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Tenant compla ined about Rent increase Compla int Refuted

3048 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3049 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3050 14/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant compla ined about Rent increase Explanation (Refuted)

3057 16/02/2018 Compl iment Compl iment Compl iment

Hous ing 

Services No None tenant compl imented on Rent increase letter Compl iment * * *

3058 16/02/2018 Compl iment Compl iment Compl iment

Hous ing 

Services No None tenant compl imented on Rent increase letter Compl iment ** * *

3059 16/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Weed removal  unsatis factory Compla int Refuted * *

3080 27/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Contacted us  on 25/01 for a  rent/recharge s tatement from * * and is  

s ti l l  waiting on this  info Upheld - CHA Service Fa i lure

See SDM 

diary

3081 28/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

T phoned to compla in that she was  given the wrong info fromj this  

office when making her UC cla im - told to put the rent inc amount as  

opposed to the current rent. Upheld - CHA Service Fa i lure

3082 02/03/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

direct 

debit 

taken off letter of aplogy sent out No None Ms * Direct Debit taken twice Upheld - CHA Service Fa i lure

3083 27/02/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

wrong 

informatio

n given

advise tenant of potentia l  

ba lance at pre term No None

tenant upset that she was  told she did not need to pay anything for 

her old property at * * when she moved to * * Upheld - CHA Service Fa i lure * * *

3084 05/03/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

T is  rea l ly annoyed about us  taking 3rd party deductions  and a  di rect 

debit Explanation (Refuted)

3105 12/03/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Is  paying £15 per month for a  service and things  are not being done 

as  they should be. Bins  were left outs ide and contractor should have 

been reurning them to the bnstore. Explanation (Refuted) *

3107 14/03/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Emai l  rec'd from * * - Ca l l  received from * to advise that bins  are not 

getting put back in the correct place. Al l  bins  getting put in number * 

* * Upheld - Contractor Service *

3120 21/03/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

* have put a  card through the door saying the close has  been done

but i t hasn't Explanation (Refuted) *

3142 05/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Compla int about new contractor bins  not put out for col lection and 

close not cleaned Upheld - Contractor Service *

3143 05/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

New contractor has  not brushed the s ta i rs  and mopped not happy 

with s tandard of clean Upheld - Contractor Service *

3144 05/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Whi le vis i ting * * * accom Viewing with SHO * we noted that the 

close was  not in good condition Upheld - Contractor Service *

3145 05/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Vis i ted property re ASB and noted that both * and * were not in clean 

condirion not up to s tandard vis i t by mysel ft and SHO * Upheld - Contractor Service *  

3149 09/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

New close 

cleaning 

contractor No None

Tenant phoned to advise the bins  have not been taken out for 

col lection for 3 weeks  on Tuesday 10/4/18. She sa id the black bins  

are over flowing and the blue bins  are due for col lection tomorrow. Upheld - Contractor Service *

3155 11/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None not happy with close cleaning contractor Upheld - Contractor Service *

3156 11/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Anon compla int with regards  to condition of the close cleaning 

s tandard. Compla int Refuted *

3158 11/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Staff at * * * have advised that the smel l  from the disenfectant i s  to 

s trong and is  overpowering. Also the floors  are being left to wet 

when they are washing the floors Upheld - Contractor Service *

3160 12/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Mr * ca l led regarding close cleaning.  He advised that the close was  

left with puddles  of water and was  not dried.  His  grandaughter went 

out with the rubbish and s l ipped on the wet floor. Upheld - Contractor Service *

3175 16/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None unhappy with outcome of compla int number 3173 Explanation (Refuted)

3180 17/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Close cleaning was  meant to be carried out Tuesday 17.04.2018 

tenant advises  i t has  not been done for some time Upheld - Contractor Service *

3185 18/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Bins  are getting left out too long after the bin col lection has  been 

made. Upheld - Contractor Service *

3205 25/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services

tenant 

unhappy 

that assn 

threatenin

g lega l  

action re 

arrears No None E-mai l  from * - tenant unhappy with way arrears  being dealt with Compla int Refuted

3223 27/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Mr * informed us  of card through door re rent and missed appt on 

23/4/18  and sa id he previous ly informed someone (unsure  not * 

and * that he would be away from 23-27/4/18  see notes Compla int Refuted

3224 30/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Compla int received regarding bins  left for 2 weeks  and not put back. Upheld - Contractor Service *

3233 30/04/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Mrs  * of flat * has  compla ined about the close cleaning. She sa id 

they are us ing the same water from the top to the bottom  bins  taken 

through the close Upheld - Contractor Service *

3238 01/05/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

Poor 

s tandard 

of close 

cleaning No None

Tenant advised communal  close has  been cleaned but the s tandard 

is  very poor and she is  not happy paying for this  service. Upheld - Contractor Service *

3240 01/05/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Issue with contractor taking bins  out too early. Rubbish a l l  over the 

place as  a  result of this . Compla int Refuted *

3242 02/05/2018 Compl iment Compl iment Compl iment

Hous ing 

Services n/a n/a No None saying the services  for new tenant i s  very useful Compl iment * *



3243 02/05/2018 Compl iment Compl iment Compl iment

Hous ing 

Services n/a n/a No None this  has  been my 1st home & my fi rs t tenancy. Compl iment

3253 03/05/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Condition of the close Upheld - Contractor Service *

3262 08/05/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Work/Inspection Required

Hous ing 

Services

Contractor 

not 

returning 

bins  to bin 

s tore 

correctly No None

Mrs  * phoned to advise she is  not happy because the new bin 

contractor i sn't putting the bins  back correctly. Work/Inspection Required *

3270 09/05/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Owner reported close cleaning unsatis factory. See notes . Upheld - Contractor Service *

3288 15/05/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services

State of * * 

due to 

ongoing 

i ssue with 

bins No None Litter/rubbish lying a l l  over * * due to i ssue with bin col lection Compla int Refuted *

3290 15/05/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

landing i s  di rtier than ever. They are us ing one bucket of water from 

top to bottom. Upheld - Contractor Service *

3293 11/05/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

unhappy with s tandard of the close cleaning service  he i s  not paying 

for this Upheld - Contractor Service *

3343 31/05/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant phoned to compla in about s taff member's  vis i t. Explanation (Refuted) * *

3362 06/06/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Mr * s is ter ca l led to ask why mai l  i s  going to Mr * address   i ts  

supposed to go to her as  Mr * cant read Upheld - CHA Service Fa i lure *

3373 11/06/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

sons  

autism n/a No None Tenant unhappy that we have not moved her Explanation (Refuted)

3404 14/06/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Compla int about rubbish in the genera l  area Upheld - Contractor Service *

3406 15/06/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None ASB at * * * Explanation (Refuted) * *

3409 18/06/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

no update 

on void 

given

staff member reminded to 

update appl icants No None

Mrs  * has  been waiting for * to ca l l  her back.  Has  tried a  few times  

last week and he hasn't phoned. Upheld - CHA Service Fa i lure * * *

3410 18/06/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Unhappy about the bin s tore after the bins  have been taken out 

today Compla int Refuted *

3429 21/06/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

unhappy 

with 

atti tude of 

s taff 

member No None tenant unhappy with atti tude of Staff member Explanation (Refuted) * * *

3436 21/06/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None tenant compla ining that he should not be charged for cleaning bi l l Upheld - CHA Service Fa i lure

3448 26/06/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Further report of i s sue with close cleaners Upheld - Contractor Service *

3449 26/06/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

Letter 

i ssued by 

s taff No None

Owner Mrs  * phoned to compla in about the letter the communal  

block has  received about close cleaning. Explanation (Refuted) * * *

3469 03/07/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services n/a n/a No None Grass  cutting cost emai l ; see notes . Upheld - CHA Service Fa i lure * * *

3483 06/07/2018 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Compl iment to * for i ssuing letter quickly in response to ASB and 

close i ssues . Compl iment * * *

3508 11/07/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Close not cleaned. See notes Explanation (Refuted) * *

3521 18/07/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Hedges  were ruined by Cloch gardener Explanation (Refuted)

3523 19/07/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

compla int that nothing has  been done about barking dogs  

downsta irs . Compla int Refuted

Cloch 

Hous ing 

Associatio

3526 19/07/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

bins  and back court areas  a  disgrace and close cleaning contractor 

not cleaning close properly. Upheld - CHA Service Fa i lure *   

3528 17/07/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

rent card 

not 

received No None Ordered Rent card and s ti l l  not received Upheld - CHA Service Fa i lure

3530 19/07/2018

Stage 2 SPSO 

Compla int

SPSO Extens ion of 

Time Compla int Refuted

Hous ing 

Services No None

giving up tenancy due to lack of support from Cloch and poor conduct 

of s taff member. Compla int Refuted * * *

3534 20/07/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

garden tidy 

l i s t not 

identi fied

for estate

manageme

nt

need to highl ight tenants  

on the garden tidy scheme No None

Mr * received a  letter about his  hedges   letter s tates  he would be 

charged £150 i f they were not cut but he i s  on the garden tidy scheme. Upheld - CHA Service Fa i lure

3565 30/07/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None compla int with re: to close cleaning s tandard getting worse Upheld - Contractor Service *   

3569 31/07/2018 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Tenant was  rea l ly pleased with World Pay and the service she 

received from their s taff. Compl iment

3571 01/08/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

Poor 

s tandard 

of cleaning 

from the 

close 

cleaning 

contractor No None

Mrs  * compla ined that the close cleaning has  not been carried out 

for 3 weeks . She a lso compla ined that the s tandard of the cleaning 

has  been terrible s ince the new contractor s tarted. Upheld - Contractor Service *   

3572 01/08/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Close hasn't been cleaned this  week nor has  the bins  been returned 

to the bin s tore Upheld - Contractor Service *

3576 02/08/2018

Dupl icate or 

Input in Error

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

Floors  oi ly 

and 

s l ippery 

after close 

cleaning 

carried out Emai led contractor No None

Close inspection carried out today and noted that the floors  look oi ly 

and are s l ippery. Upheld - Contractor Service *

3582 03/08/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

cal led 2 weeks  ago about sofa  outs ide window and i t s ti l l  has  not 

been removed. (see 3477 added 13/8/18) Upheld - CHA Service Fa i lure

Cloch 

Hous ing 

Associatio

3586 06/08/2018

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

feel  as  i f they were ta lked down to by s taff member and s taff were 

unprofess ional Upheld - CHA Service Fa i lure * * *

3591 06/08/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

has  reported 2 or 3 times  prams lying on landing (see 3479  added 

13/8/18) Upheld - CHA Service Fa i lure

Cloch 

Hous ing 

Associatio

3600 08/08/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Unhappy with card being put through door from estate management 

vis i t Compla int Refuted

Cloch 

Hous ing *

3613 13/08/2018

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Compla int Refuted

Hous ing 

Services No None

Mr * has  compla ined further regarding the close cleaning and tha  

fact he has  not received an update from Staff Compla int Refuted *

3637 16/08/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

Hous ing 

pol icy No None

Unhappy that date of entry i s  not the same day as  the keys  are 

received Explanation (Refuted)

The 

Associatio

3640 20/08/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

received a  letter about the s tate of her gardent. she i s  on the garden 

tidy scheme Upheld - CHA Service Fa i lure

3647 23/08/2018 Compl iment Compl iment Compl iment

Hous ing 

Services No None

tenant very happy with service  he sa id s taff were very patient when 

deal ing with his  rent Compl iment

3668 06/09/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Unhappy with letter received re: condition of garden Compla int Refuted * *

3681 11/09/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Father of * *  * at * * * * phoned to say that * hadn't returned a  ca l l  

from * * *  about a  neighbour incident at the weekend Upheld - CHA Service Fa i lure * *

3684 11/09/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant i s  being held to 28 days  wri tten notice  compla ined that he 

contacted the office tel l  us  he was  being rehoused and he was  told 

he should do i t through the webs i te. He wasnt able to get on the w Explanation (Refuted)

3696 13/09/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None Tenant charged for upl i ft that was  not required Upheld - CHA Service Fa i lure

3697 14/09/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

T compla ined about threatening letter he recieved from me about 

parking  and our procedure as  we took compla inants  word and didnt 

investigate further Upheld - CHA Service Fa i lure

3709 17/09/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Tenant not happy with letter sent out regarding the condition of his  

Garden  he sa id there was  no need for such a  threatening letter with 

the cost of £150 in i t.  He wi l l  be attending to his  garden Compla int Refuted

3716 18/09/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

unhappy that Cloch have pers is tently let neighbouring flat to anti -

socia l  tenants . Explanation (Refuted)

3737 24/09/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Compla ined that we are not carrying enough estate management 

vis i ts   she thinks  the service i s  poor. We dont make folk clean their 

s ta i rs . Compla int Refuted

3764 02/10/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None tenant was  told anyone can park in thier driveway Compla int Refuted

Cloch 

Hous ing 

Associatio

3775 04/10/2018 Compl iment Compl iment Compl iment

Hous ing 

Services

to pass  on 

thanks  to * passed message to * No None

to pass  on thanks  to * to attending to check over newly fi tted smart 

meter Compl iment * * *

3781 08/10/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

have repeatedly tried to log onto Cloch Porta l  but cant get i t to work 

properly Explanation (Refuted)

Cloch 

Hous ing 

Associatio

3787 08/10/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

unhappy with the s tandard of the property she was  let and the lack 

of a  decoration a l lowance. Compla int Refuted

Cloch 

Hous ing 

Associatio

3789 08/10/2018

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Compla int Refuted

Hous ing 

Services

unhappy 

with 

atti tude of 

s taff 

member

Dealt with by * - needs  

addn support No None tenant unhappy with atti tude of s taff member Compla int Refuted * * *

3793 08/10/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Tenant unhappy about s taff members  carryout a  settl ing in vis i t Compla int Refuted * * *

3803 11/10/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Not happy that * cleaning are back in post  nor did she receive any 

notice that they had the contractor aga in Explanation (Refuted)

Cloch 

Hous ing 

Associatio



3822 17/10/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

estate management letter recieved to whole close despite s taff 

where aware of why s tuff was  lying outs ide Explanation (Refuted)

Hous ing 

Services

3833 19/10/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

nothing being done about continuous  anti -socia l  behaviour from 

Cloch tenant. Explanation (Refuted)

Cloch 

Hous ing 

Associatio

n Ltd

3838 23/10/2018 Compl iment Compl iment Compl iment

Hous ing 

Services No None * was  very helpful  when tenant ca l led in about her rent Compl iment * * *

3859 01/11/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Cal l  to advise that the contractor has  not returned the bins   to the 

binstore. He has  returned his  own bin but just advise the rest of 

them were out Upheld - Contractor Service *

3862 02/11/2018 Compl iment Compl iment Compl iment

Hous ing 

Services

passed emai l  to * and * to 

make them aware No None

close cleaning contractor had left the bins  out  Mr * wanted to thank 

* for arranging to get them taken back in Compl iment * * *

3907 19/11/2018 Compl iment Compl iment Compl iment

Hous ing 

Services No None

compl imented on how she a lways  leaves  office happy after speaking 

to * Compl iment * * *

3909 20/11/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

T unhappy with the way a  member of s taff had spoken to her a  

couple of months  ago with regards  to a  compla int received  that she 

was  accused of Compla int Refuted * *

3917 21/11/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant & support worker disputing fina l  cost of recharge as  est cost 

was  less . Explanation (Refuted)

Cloch 

Hous ing 

Associatio

n Ltd

3939 30/11/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant unhappy she was  sent an arrears  letter as  she i s  a  regular 

payer Explanation (Refuted)

Cloch 

Hous ing 

Associatio

n Ltd

3950 07/12/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

tenant not happy with how a   compla int regarding noise i s  being 

dealt with Explanation (Refuted) * * *

3966 14/12/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None recieved a  rent arrears  letter in red for £4.39 Explanation (Refuted) * * *

3996 21/12/2018 Compl iment Compl iment Compl iment

Hous ing 

Services No None Thank-you card sent with regards  to cinema event Compl iment

3998 21/12/2018 Compl iment Compl iment Compl iment

Hous ing 

Services No None Thank you card for the cinema event Compl iment

4001 24/12/2018

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

not happy about recieving a  letter re rent arrears  after her making an 

arrangement to pay. letter s tates  she may be evicted and asking her 

to make contact with homeless  services Explanation (Refuted)

Hous ing 

Services

4006 04/01/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services n/a n/a No None

Tenants  have compla ined that the bins  were not put back over the 

festive period Upheld - Contractor Service *

4009 04/01/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

unhappy that he i s  housebound but has  been unsuccess ful  when 

bidding on properties  in * *  wanted to speak to a  manager. Compla int Refuted

4012 08/01/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Bins  put out far too early at * * High winds  and bins  blown over 

rubbish everywhere Upheld - Contractor Service *

4020 10/01/2019 Compl iment Compl iment Compl iment

Hous ing 

Services passed deta i l s  onto * * No None Miss  * dad ca l led in to say thanks  to * for sorting out the ASB Compl iment * * *

4045 17/01/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None Not satis fied with the condition of the close cleaning Upheld - CHA Service Fa i lure *

4064 25/01/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None wants  to s top paying for close cleaning as  i t i snt being done properly Upheld - Contractor Service *

4067 28/01/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Mrs  * has  phoned to compla in about the rubbish that i s  being left 

out s ide number *  this  i s  an onging i ssue  that she feels  Cloch do 

nothing to ass is t her. Explanation (Refuted)

4084 04/02/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

customer extremely angry and upset about est management letter 

put through her door today. Explanation (Refuted)

Hous ing 

Services

4085 04/02/2019 Compl iment Compl iment Compl iment

Hous ing 

Services None

compl imented * on how lovely she was  to deal  with fol lowing 

customer compla int. Compl iment * * *

4094 06/02/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Wishing to compla int about the garden invoice that has  been sent 

out Compla int Refuted *

4098 06/02/2019

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None Tenant i s  s ti l l  not happy with contractor Upheld - CHA Service Fa i lure *

4104 08/02/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services

informed hous ing services  

who have ca l led Al lpay No None

received a  letter from Al lpay re her Direct Debit with Oak Tree Logo 

and contact deta i l s Upheld - Contractor Service *

4105 08/02/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

has  received letter with Oak Tree headed paper regarding DD rent 

increase Upheld - Contractor Service *

4109 11/02/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None recieved a  rent increase letter for a  neighbour in with her letter Upheld - Contractor Service *

4117 12/02/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Your cleaning contractors  did not take out (or empty) my blue bin this  

week when they had taken out (or emptied) others . Upheld - Contractor Service *

4125 18/02/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

* spoke with Mrs  * on Friday 15th Feb. Her orignal  i s sue was

regarding the condition of the common close and the back area  court 

in particular. Id advised id pass  i t on to to the Estate team. Compla int Refuted

4129 19/02/2019 Compl iment Compl iment Compl iment

Hous ing 

Services No None

At Al location vis i t the new tenant was  wel l  impressed with the 

carpet and decor of the flat Compl iment *

4131 18/02/2019

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Compla int Refuted

Hous ing 

Services No None

Tenant ca l led to make a  compla int about a  s taff member breaching 

confidentia l i ty Compla int Refuted * *

4138 21/02/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

* * of the above has  ca l led because the close cleaners  have missed

taking his  bin out this  week. He sa id he got a  new one with a  l id on 

i t and they didn’t check to see i f his  was  ful l . Upheld - Contractor Service *

4155 26/02/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

tenant received letter saying she had not made rent payment when 

she can see the transaction off her bank account on 2 February 2019. Explanation (Refuted)

Hous ing 

Services

4159 27/02/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services n/a n/a No None

Mrs  * compla ined that the bins  were not being put back in the proper 

bin s tores Upheld - Contractor Service *

4164 28/02/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant unhappy about being woken by phone ca l l Explanation (Refuted)

4182 06/03/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

Poor info 

given from 

Hous ing None

Tenant not happy as  when her bathroom had been insta l led the £50 

a l lowance that was  granted to the tenant was  used against the 

arrears  on the tenants  account. Upheld - CHA Service Fa i lure

4186 07/03/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Emai l  received regarding letter for the Bins . Tenant has  ra ised prev 

compla ints Compla int Refuted

4188 08/03/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services sdm * deal ing with sdm No None

revieved an emai l  about somebody elses  rent account with a  

ba lance of arrears  on i t Upheld - CHA Service Fa i lure

Cloch 

Hous ing 

Associatio

n Ltd

4205 12/03/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Dupl icate / Error - Removed

Hous ing 

Services No None

Owner unhappy with condition of close fol lowing close cleaning 

contract Dupl icate / Error - Removed *

4211 13/03/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Unhappy with qual i ty of work this  week Upheld - Contractor Service *

4216 18/03/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

owner occupier unhappy with the close cleaning carried out today  

she was  able to wipe dirt off the floor with her foot. Compla int Refuted *

4233 21/03/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services n/a n/a No None Tenant unhappy with the communications  from cra ig Compla int Refuted * * *

4234 21/03/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

compla int that Cloch have been made aware numerous  times  about 

an anti -socia l  neighbour and somebody cla iming benefi ts  who does  

not l ive in property. she sa id Cloch never take any action. Compla int Refuted

4256 29/03/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Mrs  * ca l led to advise that the bins  are s ti l l  not being put away in 

the correct bin s tores Upheld - Contractor Service *

4262 01/04/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Tenant compla ined about being charged for l i tter picking and hedge 

cutting - s tates  they have never been done.   She i s  a lso not happy 

that she has  to cut the hedge at her s ide as  i t i s  too high. Compla int Refuted

4267 02/04/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

* * * bin area  in particular tenant got a  new Tuff bin with a  l id on i t 

the guys  are not checking the bins  with l ids  and not removing a l l  

rubbish this  has  been happening for 6 weeks Upheld - Contractor Service *

4270 03/04/2019

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None tenant unhappy with how * dealt with her ca l l Upheld - CHA Service Fa i lure

4275 04/04/2019

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None

unhappy with service received from * *  delay in sending letter to her  

rude and blunt and a lso wrong name on letter she received. Explanation (Refuted) * * *

4280 05/04/2019 Compl iment Compl iment Compl iment

Hous ing 

Services No None

The tenant's  daughter * came in to thank me for my ass is tance 

deal ing with the changes  to her mum's  hous ing benefi t. Compl iment * * *

4283 05/04/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Emai l  sent to Ms  * regarding payment received from Mr & Mrs  * * * * Explanation (Refuted)  * *

4286 08/04/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None close cleaning contractor left a  mess  at her back door. Upheld - Contractor Service *

4300 11/04/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant unhappy with letters  sent about the common close & rubbish 

left in i t. Explanation (Refuted)

4310 16/04/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

received a  letter with re: to clearing out the bin area  at the front of 

the garden after a  EM vis i t. Compla int Refuted

Hous ing 

Services

4315 17/04/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Mr * ca l led with re: to the letter recived about grass  cuttings  and 

i tems in the front garden. Explanation (Refuted) Cloch

4317 18/04/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

not happy about letter received about grass  cutting  washing 

machine & i tems t o be removed from the garden Compla int Refuted

Cloch 

Hous ing 

Associatio

n Ltd

4326 23/04/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

poor 

decoration emai l  sent to s taff No None Mrs  *  T gran  i s  compla ing about the condition of the flat we let her Upheld - CHA Service Fa i lure

Cloch 

Hous ing 

Associatio

n Ltd

4328 23/04/2019 Compl iment Compl iment Compl iment

Hous ing 

Services No None Tenant happy with * & * vis i t. Compl iment * * *

4331 23/04/2019 Compl iment Compl iment Compl iment

Hous ing 

Services No None Tenant happy with Vis i t from * & * Compl iment * * *

4353 30/04/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Mr * ca l led to say that his  bin bags  were not taken out yet aga in and 

the bin area  bags  have burst a l l  over the bin area Upheld - Contractor Service *

4361 02/05/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

unhappy about i tems dumped in close letter - she needs  key to 

cel lar waiting for some time. Upheld - CHA Service Fa i lure

4364 03/05/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

phone ca l l  from tenant with re: to card put through letter box about 

grass  cutting Compla int Refuted

Cloch 

Hous ing 

Associatio

n Ltd

4368 07/05/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Unhappy at our pol icy of advertis ing properties  before they have 

moved out. Explanation (Refuted)



4370 07/05/2019 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Tenants  s is ter very grateful  for support & help during the di fficul t 

process  with her son Compl iment * * *

4385 10/05/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services n/a n/a No None

unhappy with Cloch Hous ing with regards  to the last 3 tenant's  who 

have been put into * Explanation (Refuted)

Hous ing 

Services

4388 10/05/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

wants  rubbish at back of the property removed  was  told this  would 

be done over a  year ago Upheld - CHA Service Fa i lure

Cloch 

Hous ing 

Associatio

4390 13/05/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

had prospective new tenant turn up at her door to ask to see around 

property Explanation (Refuted)

Hous ing 

Services

4398 15/05/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

recieved a  rent letter with a  ba lance on i t tel l ing her to continue with 

her agreement. T not happy that i t has  red ink on the balance Explanation (Refuted)

Hous ing 

Services

4406 16/05/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services

fel t 

viewing 

was  

rushed

phoned tenant who advised 

put comment o survey now 

knowing No None very rushed not a  lot of time to rea l i se faults  within property Compla int Refuted

Cloch 

Hous ing 

Associatio

n Ltd

4408 16/05/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

better s ign 

posting to 

services  

when in 

hus ing 

need

phoned and discussed 

range of services  out there No None

Make the process  eas ier  make the information eas ier for people to 

understand. Explanation (Refuted)

Cloch 

Hous ing 

Associatio

n Ltd

4409 16/05/2019 Compl iment Compl iment Compl iment

Hous ing 

Services No None Sign up process  - whole process  was  top notch 5/5. Compl iment

Cloch 

Hous ing 

Associatio

n Ltd

4412 16/05/2019 Compl iment Compl iment Compl iment

Hous ing 

Services No None * was  great  I  have never seen someone so kind and helpful . Compl iment

Cloch 

Hous ing 

Associatio

n Ltd

4414 16/05/2019 Compl iment Compl iment Compl iment

Hous ing 

Services No None * was  such a  great help  cant thank him enough. Compl iment *

Cloch 

Hous ing 

Associatio

n Ltd

4432 21/05/2019 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Compl iment for * - tenant so happy with how * handled her Tenancy 

Sign up Compl iment * * *

4435 22/05/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

T unhappy that we sought decree for ba lance and expenses  after she 

had paid ba l  and terminated  and that she would have paid the o/s  

ba lance from the notice i f we had told her about i t. Explanation (Refuted)

4478 03/06/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

tenant has  been refunded 

payment as  credit on rent 

acc No None direct debit no cancel led as  requested Explanation (Refuted) * * *

4487 06/06/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None unhappy about the way * * spoke to her daughter Compla int Refuted * * *

4497 10/06/2019 Compl iment Compl iment Compl iment

Hous ing 

Services No None

Miss  * thanked * and * for attending to the bin i ssue promptly this  

morning. She sa id Cloch s taff a lways  deal  with her i ssues  

immediately and provide an excel lent service. Compl iment

4502 10/06/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Miss  * partner * phoned to say the close has  been cleaned today  but 

that there landing was  not done. Upheld - Contractor Service *

4504 11/06/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

didnt want 

recharged 

for i tems 

when no 

one l iving 

in flat No None

unhappy that could be recharged for removal  of i tems from bin s tore 

as  house is  empty Explanation (Refuted)

4507 12/06/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

The tenant's  son  * *  i s  unhappy with our 28 day wri tten notice pol icy 

for termination Explanation (Refuted)

Cloch 

Hous ing 

Associatio

4537 18/06/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

T not happy she has  been woken up from nightshi ft because 2 s taff 

members  were at  her  door over her front garden not being cut. Explanation (Refuted)

Cloch 

Hous ing 

Associatio

4552 21/06/2019 Compl iment Compl iment Compl iment

Hous ing 

Services No None Tenant thanked * for her help with the foodbank referra l Compl iment * * *

4569 26/06/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Whi ls t investigting compla int Mrs  * mainta ins  that she advised * *  

at the time not carry get the contratcor to cut her grass  as  her relation 

was  going to do i t Compla int Refuted *

4583 02/07/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

unhappy 

that rent 

charge i s  

highrer 

than 

neighbour

s . explanation given No None unhappy that her rent charge i s  higher than everyone else in close Explanation (Refuted)

4598 08/07/2019 Compl iment Compl iment Compl iment

Hous ing 

Services

passed emai l  to HS to 

advise them of compl iment No None

to say thanks  for a l l  her help whi le waiting on property being ready 

and s ign up Compl iment * * *

4611 11/07/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Tenant not happy about not being on the Garden tidy scheme Explanation (Refuted)

4621 15/07/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Mr * i s  disputing Factoring charge 06/03/2019 7456 - Job No. - 181881 - 

Environmental  Services  - remove and dispose of i tems in bin area  

£107.94 12.50% £13.49 Explanation (Refuted)

4673 30/07/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None close letter not i ssued as  agreed Compla int Refuted

4679 31/07/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None * did not clean close or take bins  back after they were col lected Upheld - Contractor Service *

4683 01/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Blue bins  have not been put away & close have not been cleaned Upheld - Contractor Service *

4690 01/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None letter sent to wrong address Upheld - CHA Service Fa i lure

4696 03/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Bins  have not been taken in s ince last Tuesday     They appear to 

have a lso wiped the rear s ta i rwel l  windows with something greasy 

making the glass  ... Upheld - Contractor Service *

4707 06/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

Owner phoned to advise her landing has  not been cleaned by the 

contractor. Upheld - Contractor Service *

4733 13/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None grass  has  not been cut for a  month  tenant on garden tidy scheme Upheld - Contractor Service *

4736 13/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services ca l led * * No None close not cleaned properly. brushed but not mopped Upheld - Contractor Service *

4743 13/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Tenant rea l ly annoyed about the rent arrears  letters  and being given 

the wrong information. Upheld - CHA Service Fa i lure

4767 20/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Miss  * was  not happy about the ways  she was  treated with re: to her 

offer of hous ing. Compla int Refuted * * *

4775 20/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None 1st and 2nd landing not cleaned properly Upheld - Contractor Service *

4793 26/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None cal led on Thursday and left a  message for * to ca l l  him back Upheld - CHA Service Fa i lure * * *

4798 27/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None garden has  not been cut for months  tenant on garden tidy scheme Upheld - Contractor Service *

4804 28/08/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Mr * ca l led over a  month ago to advise that his  wi fe had died but he 

i s  s ti l l  getting mai l  with his  wi fes  name on i t. Explanation (Refuted)

4859 16/09/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

Wished 

decoration 

a l lowance 

to be paid 

when in 

rent 

Phoned ca l l  / refuted as  

pol icy matter No None

Unhappy £50 Decoration a l lowance paid towards  arrears  - when 

repayment arr in place Explanation (Refuted)

4864 16/09/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

unhappy that he was  accused of throwing food out the window and 

that he has  asked us  to arrange vis i ts  in advance Explanation (Refuted)

Cloch 

Hous ing 

Associatio

n Ltd

4869 17/09/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Compla int about the rent arrears  letter being sent when he is  in 

credit Upheld - CHA Service Fa i lure *

4886 24/09/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Compla int about close cleaning Upheld - Contractor Service *

4887 23/09/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None unhappy with how * dealt with her compla int Upheld - CHA Service Fa i lure * * *

4904 01/10/2019

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Compla int Refuted

Hous ing 

Services No None

Mr * extrememly upset and i rrate that we werent there during the 

deep clean and that i t hasnt been done to s tandard Compla int Refuted

4916 04/10/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

tenant was  expecting a  ca l l  back from Hous ing Services  s taff 

regarding re-hous ing. Upheld - CHA Service Fa i lure

4930 10/10/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

tenant thinks  he doesn't get va lue for money for the rent he pays  in 

relation to internal  and external  works  he feels  need done Compla int Refuted

Hous ing 

Services

4939 15/10/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services n/a n/a No None compal int that the close s ta i rs  are not done properly Compla int Refuted * *

4977 01/11/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None unhappy she cant bid for property due to advert having wrong s ta i rs Upheld - CHA Service Fa i lure *

4990 08/11/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None tenant given wrong rent s tatement in error by * (see attached) Upheld - CHA Service Fa i lure * * *

4997 13/11/2019

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services n/a n/a No None Miss  * i s  unhappy that * * * i s  s ti l l  not ready to let Upheld - CHA Service Fa i lure *

5041 29/11/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None T has  recieved mai l  for former tenant Upheld - CHA Service Fa i lure

5045 03/12/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Tenant a l led to discuss  her rent account (speci fica l ly reducing her 

payment to rent only for 2 months).  Whi le working out what she 

should pay she asked to speak with someone else as  I  was  s trss ing Explanation (Refuted)

5048 04/12/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Cleaning contractor i s  only cleaning the bottom of the close Explanation (Refuted) *

5058 09/12/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Rent credit cheque sent to former tenant  tenant deceased Explanation (Refuted)

5086 17/12/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None unhappy with s taff atti tude Explanation (Refuted) *



5109 20/12/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

unhappy 

now 

getting 

rent 

increase explanation given to tenant No None

Unhappy with fact that getting rent increase when letter sent in OCT 

sa id no increase Explanation (Refuted)

5110 23/12/2019

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

unhappy that being given a  refual  for offer of hous ing - sa id 

advertised too early Compla int Refuted

5112 23/12/2019

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None

unhappy with rent restructure  told no increase then told 2.8% 

increase Explanation (Refuted)

5115 23/12/2019

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Unhappy with how early we advertised property  length of time at 

repairs  and 1st refusa l  (fol low on from 5110) Explanation (Refuted)

5122 06/01/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None unhappy with rent restructure Compla int Refuted

5124 06/01/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

unhappy that rent i s  increas ing by £35 as  she exchanged to a  smal ler 

property with a  cheaper rent Explanation (Refuted)

5133 07/01/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services

unhappy 

with way 

we deal  

with 

compla ints

accepted that was  in bad 

mood and apologised for 

text. No None

text saying cheek increas ing rent when we do nothing about anti - 

socia l  behaviour Compla int Refuted

5138 09/01/2020

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None 2020 rent increase Explanation (Refuted)

5139 09/01/2020

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None Very unhappy about rent increase Explanation (Refuted)

5143 10/01/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Letter received regarding various  i ssues  - This  part i s  in response to 

charges  made to her Factoring account through vandal ism and dog 

foul ing she does  not think she should be charged as  not resp. Explanation (Refuted)

5159 14/01/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None unhappy with how we dealt with her bereavement Upheld - CHA Service Fa i lure * * *

5162 16/01/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

Close 

Claeners  

door open - 

dog 

escaped  

ran over 

and died -

Conatcted Close Cleaners  - 

compla int Investigated No None

Dog Died on road - close door open due close cleaners  - holding 

them respons ible Explanation (Refuted) *

5165 17/01/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services

ONGOING 

DOG 

FOULING - 

Feels  

associatio

n not 

doing 

Investigation carried out- 

owner occupier passed to 

dog Ward No None Dog foul ing ongoing - saying assn doing nothing about i t Explanation (Refuted)

5187 24/01/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Mrs  * and other res idents  are not happy with the letter regarding 

i tems in the s ta i rwel l Explanation (Refuted)

5198 28/01/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None tenant received a  text message about rent meant for Mr * Upheld - CHA Service Fa i lure * * *

5204 29/01/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Tenant unhappy with how her ca l l  regarding rent arrears  was  

handled Upheld - CHA Service Fa i lure * * *

5223 04/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Awaiting a  reply to previous  compla int (number 5138) Explanation (Refuted)

5225 05/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None no response to  compla int 5112 Explanation (Refuted)

5237 10/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Tenant ca l led to compla in about leter i ssued to socia l  work re: lega l  

action Compla int Refuted

5244 10/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Telephone ca l l  from Mr * compla ining about the amount his  rent i s  

increas ing by Explanation (Refuted)

5245 10/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Mr & Mrs  * came in to office to compla in about the level  of rent 

increase Compla int Refuted

5247 12/02/2020

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Escalation from stage 1 compla int - T rea l ly not happy with 

explanation over the high amount of rent increase Explanation (Refuted)

5266 17/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services

letter sent 

out when 

i tem 

a lraedy 

removed apology sent to Mr * No None letter sent out when i tems a l ready removed Upheld - CHA Service Fa i lure

5270 19/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Ms * compla ined about our Estate Management pol icy. She bel ieves  

she is  being targeted. Explanation (Refuted) POLICY

5283 24/02/2020 Compl iment Compl iment Compl iment

Hous ing 

Services No None Return from NTSS Compl iment

Al location 

Process

5284 24/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None From NTSS Explanation (Refuted) NTSS

5285 24/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Comment from NTSS Explanation (Refuted) NTSS

5286 24/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None Make the a l location process  eas ier to understand. Compla int Refuted

Al location 

Process

5288 24/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Rent and va lue for money. Explanation (Refuted)

Rent 

Increase

5289 24/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None NTSS Survey : rent increase Explanation (Refuted)

Rent 

Increase 

Enquiry

5290 24/02/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Compla int from NTSS Explanation (Refuted)

Rent 

Increase

5309 02/03/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Sta irs  left soaking after close cleaning. No wet floor s igns . Upheld - Contractor Service *

5311 27/02/2020

SPSO 

Referred 

Compla int

SPSO Referred 

Compla int Compla int Refuted

Hous ing 

Services No None SPSO compla int regarding confus ion over rent increase letters Compla int Refuted Cloch

5319 03/03/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Unhappy with close cleaning Upheld - Contractor Service *

5326 05/03/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None no happy about rent arrears  letters  sent Explanation (Refuted)

5339 10/03/2020

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Compla int Refuted

Hous ing 

Services

Rent 

restructure Compla int ra ised No None

Tenant compla ined because the property below has  been advertised 

and i t's  £51.06 per month less  rent than her rent. Compla int Refuted

5341 12/03/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

ICHR appl icant came in to look at adverts  for properties . 1 advert for * 

* * had amount s ta i rs  as  zero - there are 22 s ta i rs  to the property Upheld - CHA Service Fa i lure

5353 19/03/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services contacted Contractor No None

Compla int that a l l  bins  were not taken out on Tuesday and cat l i tter 

a l l  over Upheld - CHA Service Fa i lure *

5356 30/03/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Extra  money being taken out my account Explanation (Refuted)

Hous ing 

Services

5374 17/02/2020

SPSO 

Referred 

Compla int

SPSO Referred 

Compla int Compla int Refuted

Hous ing 

Services No None

Stage 2 esca lated to Ombudsman regarding confus ion with rent 

increase letter i ssued to tenant. Compla int Refuted

Hous ing 

Services

5381 08/04/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None Rent Payment not recieved due to i ssues  with World Pay Upheld - Contractor Service

5382 20/02/2020

SPSO 

Referred 

Compla int

SPSO Referred 

Compla int Compla int Refuted

Hous ing 

Services No None escalated from Stage 2 - unhappy about the rent increase amount. Compla int Refuted

Hous ing 

Services

5383 08/04/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None

tenant tried to pay his  rent through Cloch porta l  yesterday  there was  

an error  he tried again and got the same error message so checked 

his  bank and thought the money had been taken Explanation (Refuted)

5385 09/04/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Explanation (Refuted)

Hous ing 

Services No None Unhappy with emai l  she received about her rent arrears . Explanation (Refuted)

5387 14/04/2020

Stage 2 SPSO 

Compla int

SPSO Stage 2 20 

Working Days Explanation (Refuted)

Hous ing 

Services No None

Cloch Hous ing Association fa i lure to a lert i ts  tenants  to an onl ine 

system fault which could have resulted in financia l  hardship Explanation (Refuted) CHA

5391 15/04/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - CHA Service Fa i lure

Hous ing 

Services No None

Mr * i s  not happy that he was  not noti fied we had received his  

compla int Emai ls  attached Upheld - CHA Service Fa i lure * * *

5392 15/04/2020 Compl iment Compl iment Compl iment

Hous ing 

Services No None Grateful  for * help regarding i ssue with payments Compl iment * * *

5417 28/04/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Tenants  partner ca l led to discuss  rent letter i ssued.  Unhappy about 

being sent the letter and unhappy that I  was  unable to speak to him 

without tenants  consent Compla int Refuted

5420 30/04/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None When did the rents  go up ? Compla int Refuted

Hous ing 

Services  

Section

5425 04/05/2020 Compl iment Compl iment Compl iment

Hous ing 

Services No None to say thanks  for organis ing the gardeners  to do her garden Compl iment

5431 05/05/2020 Compl iment Compl iment Compl iment

Hous ing 

Services No None Owner emai l  to thank us  for quickly deal ing with the rat i s sue. Compl iment

5432 05/05/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Not happy about being sent a  letter regarding i tems and mess  in the 

bine area Compla int Refuted

5452 12/05/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Upheld - Contractor Service

Hous ing 

Services No None

I would be grateful  i f you could advise us  regards  the cleaning of our 

close. Our neighbours  at number * informed us  that their close has  

been mopped; ours  has  not been mopped Upheld - Contractor Service *

5508 10/06/2020

Stage 1 SPSO 

Compla int

SPSO Stage 1 5 

Working Days Compla int Refuted

Hous ing 

Services No None

Mrs  * received a  compla int aga inst her and when * ca l led her she 

thought she was  unable to get her point accross  - And then a  letter 

was  sent out by * she fel t victimised Compla int Refuted * * *
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963 24/07/2015 Compliment Compliment Compliment ICHR n/a n/a No None Called to thank me for service provided via ICHR  always available to help out. Compliment * *

1890 07/10/2016 Compliment Compliment Compliment ICHR n/a n/a No None * phoned in to thank me for helping her each week with the properties available and to Compliment * *

4941 10/10/2019

Stage 1 SPSO 

Complaint

SPSO Stage 1 5 

Working Days Complaint Refuted ICHR No Sex

ICHR applicant unhappy that he cannot bid for a 2 bedroom property when a single 

person has just been allocated a 2 bed property at Greenbank Mews. Complaint Refuted

4996 13/11/2019

Stage 2 SPSO 

Complaint

SPSO Stage 2 20 

Working Days Complaint Refuted ICHR Unhappy with ICHR policy Stage 2 complaint No None

* dissatisfied with the ICHR policy. She doesn't think she should be held responsible for 

people living with her temporarily. Complaint Refuted

5000 14/11/2019

Stage 1 SPSO 

Complaint

SPSO Stage 1 5 

Working Days

Upheld - CHA Service 

Failure ICHR No None

* called as she was supposed to have a telephone appointment yesterday at 1430 

regarding her ICHR Application. She was not called and called CHA to query

Upheld - CHA 

Service Failure

Housing 

Services

5001 14/11/2019

Stage 1 SPSO 

Complaint

SPSO Stage 1 5 

Working Days

Upheld - CHA Service 

Failure ICHR Application not processed in time.

Application activated  then phone call 

to apologies. No None

Applicant called to ask if she can place bids as she filled in a change of circumstances 

form 10 working days ago

Upheld - CHA 

Service Failure

Housing 

Services

5087 17/12/2019

Stage 1 SPSO 

Complaint

SPSO Stage 1 5 

Working Days

Upheld - CHA Service 

Failure ICHR No None applicant had an ICHR telephone appointment but did not receive the call.

Upheld - CHA 

Service Failure

5255 14/02/2020

Stage 1 SPSO 

Complaint

SPSO Stage 1 5 

Working Days

Upheld - CHA Service 

Failure ICHR No None Suspension due to expire in Nov 2019 - was not actioned.

Upheld - CHA 

Service Failure

5327 06/03/2020

Stage 1 SPSO 

Complaint

SPSO Stage 1 5 

Working Days

Upheld - CHA Service 

Failure ICHR No None

Applicant awarded over crowding points when he applied without proper assessment 

of application.

Upheld - CHA 

Service Failure ICHR

5390 01/04/2020

Stage 1 SPSO 

Complaint

SPSO Stage 1 5 

Working Days

Upheld - CHA Service 

Failure ICHR

using a manual spreadsheet to carry 

out the review

new unity software will do the review 

automatically No None

email was issued to a number of ICHR applicants in error reminding them to respond to 

a review email.

Upheld - CHA 

Service Failure * &

5408 21/04/2020

Stage 1 SPSO 

Complaint

SPSO Stage 1 5 

Working Days

Upheld - CHA Service 

Failure ICHR

manual process used to carry out 

housing list reviews

new software to be introduced with 

automated review No None His son's housing application was cancelled in error during the review process.

Upheld - CHA 

Service Failure
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