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1 INTRODUCTION 

 

1.1 Cill Dara HA (CDHA) tries very hard to always give excellent service, but we 

know that sometimes things will go wrong. We have a complaints policy and 

procedure so that individuals using our services (for example, tenants, 

residents, local authority nominations for housing and any partner or 

stakeholder) can tell us when we have not delivered services as we have 

promised to do. 

 

1.2 We also recognise the value of suggestions and the need for us to pay 

attention and be observant when tenants or partner organisations make 

suggestions about our services. These may not always be a formal complaint 

but may still be of value, supporting and driving service improvements. 

 

1.3 In addition to formal complaints and suggestions, we also note and record 

where we receive compliments. Compliments may give us insight into the 

ways in which we provide services that tenants and service users value and 

appreciate. We can learn from these by understanding what it is that has 

been appreciated or worked well and applying it to other service areas. 

 

1.4 We have developed this policy to direct and support service delivery in line 

with our vision and mission: 

 

 

… to provide quality homes and services for people in 

housing need and we are proud to play a role in supporting the 

development of safe and sustainable communities 

where people are proud to live. 

 

 

 

2 SCOPE OF POLICY 

 

2.1 This policy applies to all CDHA tenants and any customer or partner 

organisation that has contact with us or uses our services. 
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3 AIMS AND OBJECTIVES 

 

3.1 The aims and objectives of this policy are to: 

 

▪ Make sure that our tenants and partners are heard and properly responded 

to where they are not happy with the service we have provided 

▪ Use insight and learning from complaints, suggestions and compliments in 

order to improve our services 

 

 

4 POLICY STATEMENT 

 

4.1 Complaints, suggestions and compliments are ways in which we receive 

feedback on our services. We will actively seek to learn lessons from all such 

feedback. 

 

4.2 Regarding complaints, we will: 

 

▪ Require that a complaint is lodged no more than 1 months after an incident 

has occurred 

▪ Ensure that all staff are trained to recognise when a tenant or service user 

is raising an issue that should be classed as a formal complaint 

▪ Tell tenants and service users about our complaints procedure so that they 

know the response and timescales that they can expect from us 

▪ Seek early resolution of any matter raised 

▪ Not insist that a complaint has to be made in writing. We may take down the 

details on behalf of a tenant or service user if they are not able or willing to 

make a complaint in writing 

▪ Log all complaints 

▪ Through our tenant handbook, service standards and website, publicise the 

details of our complaints procedure as well as advising tenants about the 

Residential Tenancies Board Dispute Resolution Service 

▪ Actively use learning and insight from complaints to improve our services. 

 

 

4.3 Regarding suggestions and compliments, we will: 

 

▪ Ensure that all staff are aware of the value of suggestions and compliments 

and the need to capture these 

▪ Actively use learning and insight from suggestions and compliments to 

improve our services. 

 

 

5 DEALING WITH A COMPLAINT 

 

5.1 We have a 3-stage process for dealing with complaints: 

 

Stage 1 - complaint is dealt with by the front-line member of staff responsible for the 

service area. The only exception to this is where the complaint is about that 

individual; in this situation, the complaint will be dealt with by the individual's line 

manager. 

 

 

 

 

 



 

 

 

 

 

Stage 2 - Where a complaint is not resolved at stage 1, or if the complaint is about a 

front-line member of staff, the complaint is dealt with by a manager 

 

Stage 3 - Where a complaint is not resolved at stage 2 the complaint is dealt with 

by the Board 

 

At each stage, we will advise the complainant of the timescales and the escalation 

process should they remain dissatisfied. 

 

 

6 APPEALS 

 

6.1 The decision taken by the Board at Stage 3 is final. (But see paragraph below 

on the Residential Tenancies Board Dispute Resolution Service.) 

 

6.2 Residential Tenancies Board Dispute Resolution Service 

 

6.2.1 At any point, a tenant may contact the Residential Tenancies Board to register 

concern or dissatisfaction with their landlord. 

 

6.2.2 Free mediation is available through the Residential Tenancies Board, as well 

as the more formal process of Adjudication. 

 

 

7 PERSISTENT AND VEXATIOUS COMPLAINTS 

 

7.1 A complaint may be defined as "persistent" and / or "vexatious" if they 

meet one or more of the following criteria: 

 

7.1.1 The complainant continues to pursue a complaint when the complaints 

procedure has been fully and properly completed 

 

7.1,2 The complainant makes repeated and unsubstantiated complaints. 

 

 

8 ANONYMOUS COMPLAINTS 

 

8.1 Anonymous complaints cannot be fully investigated as there is always a 

possibility that they may be vexatious or malicious. 

 

8.2 Notwithstanding the fact that anonymous complaints cannot be subject 

to a full formal investigation, the manager should assure themselves that there 

are no issues that should be considered or investigated outside of the 

complaints process. 

 

8.3 All anonymous complaints both written or verbal should be documented and 

reported according to the same procedures that apply to other complaints. 

They should be brought to the attention of the manager for a decision as to 

whether quality improvements are required on the basis of the complaint. 

 

 

 

 

 

 

 

 



 

 

 

 

 

9 EQUALITY, DIVERSITY & INCLUSION  

 

9.1 Cill Dara Housing Association aims to ensure that equality, fairness, dignity, and 

respect are central to the way we work and how we treat our customers. We 

support diversity and uphold equal opportunities in all areas of our work as an 

employer and service provider.  

 

9.2 With reference to the Equal Status Acts 2000-2018 and Employment Equality Acts 

1998–2015  Cill Dara Housing Association will not discriminate against tenants, staff, 

visitors, suppliers or others based gender, marital status, family status, age, disability, 

sexual orientation, race, religion, and membership of the Traveler community.  In 

addition, the Equal Status Acts 2000-2018 prohibit discrimination in the provision of 

accommodation services against people who are in receipt of rent supplement, 

housing assistance, or social welfare payments.  

 

 

10 DATA PROTECTION AND CONFIDENTIALITY 

 

10.1 This policy will be operated in line with our Data Protection Policy. 

 

 

11 COMPLIANCE 

 

11.1 We have developed this policy and associated procedures with due regard to 

Regulatory requirements and key legislation. 

 

11.2 As an Approved Housing Body, we work hard to ensure that we are fully 

compliant with the requirements of the Approved Housing Bodies Regulatory 

Authority. 

 

 

11.3 Specifically, in relation to the Regulatory Standards for AHBs, this complaints, 

suggestions and compliments, policy (and associated procedure) ensures that 

we meet the regulatory requirement to have a published policy and procedure 

for dealing with complaints from tenants and service users. 

 

 

12 LINKED POLICIES, PROCEDURES AND GUIDANCE 

 

12.1 There are no specific linked policies, procedures and guidance, as this policy 

covers all aspects of CDHA's operations. 

 

 

13 RESPONSIBILITIES 

 

13.1 All relevant employees have a responsibility to ensure that this policy is 

applied as intended. Including, but not exclusively: 

   

▪ Reporting any areas of concern or non-compliance to their manager. 

▪ Keeping accurate records. 

▪ Attend training to ensure they have the required knowledge and skills to 

deliver the service. 

 

 

 

 

 

http://www.irishstatutebook.ie/1998/en/act/pub/0021/index.html
http://www.irishstatutebook.ie/1998/en/act/pub/0021/index.html


 

 

 

 

 

13.2 Board will ensure that: 

 

▪ CDHA has an overview of this policy and reviews it in a timely manner to 

assess its effectiveness and appropriateness. 

▪ CDHA has the necessary arrangements and resources to implement and 

monitor operational effectiveness. 

 

 

13.3 Managers will ensure that: 

 

▪ This policy is implemented through agreed operational procedures, 

monitored and reported, 

▪ Resources are deployed and monitored effectively, 

▪ Insight and learning from complaints, suggestions and compliments is 

captured and used to influence service improvements, 

 

 

14 DEFINITIONS 

 

14.1 Complaint - For the purpose of this policy, we define a complaint as an 

expression of dissatisfaction with the service provided against an agreed service 

standard. This applies specifically where a tenant or service user reports that: 

 

 

▪ We have not followed our policies, procedures or service standards 

▪ An employee, agent or contractor has behaved in an unprofessional manner 

▪ We have treated them unfairly 

▪ There are excessive or unexplained delays, or enquiries have not been dealt 

with promptly and in full 

▪ We have failed to apologise properly where we have made mistakes 

▪ We have failed to meet our regulatory obligations. 

 

 

14.1.2 We do not class the following as complaints: 

 

▪ Reporting an issue for the first time (such as a repair) 

▪ A report of anti-social behaviour. (Anti-social behaviour is dealt with by our 

anti­ social behaviour policy and procedure) 

▪ Complaints about services not provided by Cill Dara Housing Association. 

 

14.1.3 The following issues will be dealt with outside of the complaints procedure: 

 

▪ Issues involving insurance or personal injury claim. These matters are dealt 

with by our insurers and/or our solicitors 

▪ Where the complainant has appointed a solicitor and is taking legal action 

against us, these matters are dealt with by our solicitors 

▪ Where a tenant is dissatisfied with a rent increase, these issues will initially be 

reviewed by a manager to ensure that the correct calculation has been made 

based on information provided. Where we have made an error, the tenant will 

be advised of this and that they may make a formal complaint if they so wish. 

 

 

 

 

 



 

 

 

 

14.2 Suggestion - For the purpose of this policy, we define a suggestion as feedback 

from tenants or service users or those who are affected by our services. A 

suggestion, as opposed to a compliment, is likely to suggest areas for 

improvement. 

 

14.2.1 We acknowledge that tenants or service users may from time to time make 

comments on our service that are not defined as complaints but may, 

nonetheless, give us an opportunity to learn lessons and to improve our 

services. 

 

14.3 Compliment - For the purpose of this policy, we define a compliment as 

feedback from those using or who are affected by our service. A compliment 

is a positive comment on any aspect of our service. 

 

14.3.1 We believe that it is important to acknowledge and learn from compliments so 

that CDHA recognises and reinforces positive behaviours as well as replicating 

good practice across other services. 

 

14.4 Tenant - For the purpose of this policy, we define a tenant as someone who 

pays rent for the place they live in, or for land or buildings. 

 

14.5 Customer - For the purpose of this policy, we define a customer as an 

individual or company that purchases goods or services. Customers are the 

end users of those goods or services. 

 

14.6 Service User - For the purpose of this policy, the term refers to a person who 

uses or has used Cill Dara Housing Association services. 

 

14.7 Partner Organisation - For the purpose of this policy, we define a Partnership 

Organisation as an association of two or more persons to carry on as co-

owners of a business for profit, working with Cill Dara Housing Association for 

the provision of services to our tenants. 

 

 

15 PERFORMANCE MONITORING 

 

15.1 We will monitor and report on performance to check that our services are 

delivering the intended outcomes. 

 

15.2 In addition we will also maintain a record of where we have learnt from 

complaints, suggestions or compliments and how that learning has influenced 

service improvement. 

 

16 POLICY REVIEW 

 

16.1 This policy will be reviewed at least every three years or earlier to take into 

account changes in legislation, regulation, service improvements and related 

initiatives. 

 


