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Foreward

Fin Smith

Customer Service Director

Welcome to Clyde Valley Housing Association’s
Annual Complaints Report.

This report will provide you with a summary of
our overall complaint handling performance,
how we have learned from our complaints, and
what we have planned in the future to improve
our performance and the service we provide for
you.

Our Purpose, Vision and

Mission

66
A Positive Influence

for Change.

66

Shaping a brighter future by ==
building vibrant, inclusive Our Vision
communities.

9

66

Investing in people and places, we
éEﬁE provide affordable homes and inclusive
our Mission communities, empowering everyone to

thrive. ’ ’




Our Values

They inspire and shape everything we do.

BE all about the customer 9

BE caring

BE driven by excellence
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BE all about customer

Customers are our first priority and they
drive everything we do and how we do it. This
means we will make sure we know our
customers well, do the right thing, and
always deliver on our promises.

BE caring

Most importantly we are people centred, we @
will listen and support customers and each e

other.
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BE Inclusive

We create an environment where
everyone feels comfortable and confident
to be themselves, embracing differences
and providing equitable opportunities for
all.

BE driven by excellence

Our CVG team is relentless about doing
better for customers, learning and focused
on improving performance, doing more for
customers and reducing customer effort.

Together we make the difference

Great teamwork matters and we will work together in enjoying what we do and making

life easier for customers.




Customer
Focus

Our Promises to You

Getting in Touch

We will make it
easy for you to
deal with us

We will always treat
you with kindness
and respect

We will work to find
the best possible
outcome for you

We will always be
helpful

We will do what
we say we will

We will provide you
with a great
customer
experience

When you call our
Q Contact Centre, we will
aim to answer your call
within 1 minute

When you email us, you
will get a personal

response within 2 EJ

working days

When you visit our office
with an appointment, we
o will ensure that a

"ETAJ member of the team is

there to meet with you

When you write to us, we
will acknowledge your %
letter within 3 working | [~
days of receiving it

Responding to Customer Complaints is a key element of ensuring we
meet our promises and commitments towards you. We aim to respond
to you in time, explain the next steps, and deliver the best possible
outcomes. Where we are not able to deliver the outcomes you expect,
we need to be able to explain why this is.

The cornerstone of our Complaints Handling Process is to learn from our
mistakes and use this to improve the service we provide.




Performance
Overview

This section provides you with an overview of how we have performed over the
last year when handling your complaints.

In 2024/2025, we received:

170 Complaints

—

COMPLAINT We received

155
Stage 1
Complaints

Gl
We responded to

98.10%

of our Stage 1 Complaints
within the agreed timescales

The average number
of days to respond

to Stage 1 was

5.53
days

—

COMPLAINT We received

15
Stage 2

Complaints

e

We responded to
78.95%

of our stage 2 Complaints
within the agreed timescales

The average number
of days to respond

to Stage 2 was

14.73

days




Performance
Analysis

The Scottish Public Service Ombudsman (SPSO), The Scottish Public Services
Ombudsman is the organisation that manages complaints about public
services in Scotland. This organisation gives guidelines on the agreed
timescales for handling complaints. This is the standard we must strive to
meet.

The SPSO guidelines for managing Stage 1 are 5 working days, and for Stage 2,
20 working days.

We slightly exceeded our target for Stage 1 as our average performance was
5.53 days.

For Stage 2 our average performance was 14.73 days, so we comfortably met
the target of 20 days.

Stage 1 Complaints Stage 2 Complaints

No of Days
No of Days

SPSO Target CVHA Actual SPSO Target CVHA Actual




Complaints
Overview

No of Cases by Team Name

Maintenance
Customer Success
Contact Centre
Asset Management
Revenue
Development

Bl &IT

40 60
No of Cases




Outcomes

From all the complaints we investigated and completed, the following

outcomes were reached:

29%
of cases were resolved

19%
of cases were not upheld

13%

of cases were partially
upheld

39%
of cases were upheld

These are complaints we have been able to
resolve front line, where the issue has been
reported and we have been able to come up
with an acceptable solution for the customer
when they phone in.

This decision may have been made because the
issue being complained about was not within the
control of the Association, or it may be that the
customers’ expectations were not aligned with the
service agreed in their tenancy agreement.

This decision may be made because, for
example the Repair may have been completed
but not within the agreed timescales, or a
Housing Officer many have made a decision
about an anti-social case but not explained why
the decision was made.

These are complaints we investigated and where
we have found a failure in our service provision,
or we have found that our services have not
been delivered to the standard our customers
should expect.




Learning from
Complaints

Clyde Valley Housing Association welcomes all complaints as they give us an
opportunity to learn and to make improvements to our processes and services.
Here are some examples of improvements we have made as a result of
complaints made to us, you can also read our quarterly You Said We Did
reports on our website https://cvha.org.uk/have-your-say/

Examples of you said we did:

You informed us that you had reported an emergency repair, but the
electrician never attended. Upon investigation, we discovered there
was a fault in our system, and as a result, the job was never received
by our contractors.

(VVe apologised for this error and arranged a rescheduled
appointment. To prevent this from happening again, we have
now implemented additional checks: all emergencies are
followed up with a phone call to the contractor with the address
provided, and we also monitor outgoing emails to ensure
emergency jobs are correctly flagged as they leave our CRM

Q/stem.

You raised a complaint about a water leak you reported to us, which
our Contact Centre advisor did not recognise das an emergency.
Unfortunately, this delay led to damage to your flooring before the
issue was resolved.

@e sincerely apologised for this oversight. As a gesture of
goodwill, we have arranged to replace the damaged lino
flooring. Additionally, we have scheduled refresher training on
emergency repairs for our team to help prevent similar
situations in the future.



https://cvha.org.uk/have-your-say/
https://cvha.org.uk/have-your-say/

Compliments

This report is all about Complaints, but we also receive many positive
comments and compliments about our staff. We share these comments with

our teams and use them to reward and recognise those who go above and
beyond.

Very happy with
landscaping maintenance
and thinks the guys do a
great job

I'would like you to pass on
our thanks and
appreciation for the repair

of our cooker.
clyde Valley for cooker. We really
Thanks Cly the dppreciate the courteous
new wet room,

. manner and patience in
men were fantastic

work . which is was resolved.
and the level of service

from CVG excellent!



https://cvha.org.uk/have-your-say/

Improvements

We are committed to improving our performance in managing complaints,
and will carry out the measures noted below to make this happen:

Internal timescales for Stage Two complaints will be 15 working
days, rather than the SPSO timeline of 20 working days. This
should help us exceed the targets set for us.

We will work hard to ensure Stage One complaints will be
managed and complete within 5 working days.

Our focus will be on front line resolution, we will look for a solution
when you first call and complain. If we cannot achieve this, we
will explain next steps and timescales.

You will receive an acknowledgement of your complaint within 3
working days, and we will encourage the relevant team member

to make personal contact, so you know who is dealing with your
complaint.



https://cvha.org.uk/have-your-say/

Accessibility:

CLYDE VALLEY
GROUP

To read this document in the language of your choice please use the ‘change

language’ icon on the CVHA website.

You can also access the document by using the text to speech icon on our website.

EUEEFRNES A, BEA CVHA Wi LY BES "EfR

Aby wyswietli¢ ten dokument w preferowanym jezyku,
uzyj ikony zmiany jezyka w witrynie internetowej CVHA.

TA3TRH & Mt HaUHeE 3 29 ugs @ms, fagur agd CVHA
SgHTElE 3 ‘g ged' meds € 293 a9

LLlo6 npounTtati OKYMeHT 06paHOI0 BaMn MOBOIO,
CKOpMCTanTeCcs 3Ha4YKOM «3MIHUTY MOBY» Ha Be6-CaiTI
CVHA

CVHA 5058 Jlasiwl IS (ST o 0b) ' Edlw e
axS ol o S Soky owe OL) GBS dwy Gil oS jagliws

- |@Bdisability | s e metitute of
D) [GBdectifty) g3 memesuree

HAPPY TO TRANSLATE L—— EMPLOYER —— " MEMEER

@ 01698 268855

cvhao@cvha.org.uk

CUSTOMER
SERVICE
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EXCELLENCE
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INVESTORS IN PEC:PLE

We invest in wellbeing Silver

INVESTORS IN PEC:PLE

We invest in people Gold
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