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Care & Repair Client Complaints

m \We aim to provide a high quality service and strive to
improve the service wherever possible.

m |f you are dissatisfied with the service you have the right
to complain.

m \We are committed to ensuring that your complaint is
fully investigated and a satisfactory response is given as
quickly as possible.

We have a procedure to ensure that an informal complaint
is dealt with:

How do | make a complaint?

m You can raise the matter with the relevant staff member
you have been dealing with. Appropriate action will be
taken if possible to try to resolve your complaint there
and then.

m If you do not feel you can discuss the matter with the
staff member you have been dealing with, please ask
to speak to the Manager of Care & Repair (either by
phone or in person). The Manager will then try to resolve
your complaint.

If | am not happy with the response how do |
take the complaint further?
We have a procedure to ensure that a formal complaint is

dealt with. You can make a formal complaint in one of the
following ways:

m By making an appointment to meet the Manager to
discuss the complaint. If you cannot get to the office



the Manager will visit you at home. Please note that a
member of clerical staff will also attend such a meeting
to take a minute and you will be asked to sign a note
recording the complaint. The complainant can be
accompanied by a relative, friend or neighbour at any
stage of this procedure.

m By writing the complaint in a letter and sending it to the
Manager marked “Private and Confidential”. If possible,
the Manager will bring the matter to a satisfactory
conclusion within 10 working days of receipt of your
written complaint.

If the problem is more complex, it may take longer to
investigate fully. We will keep you informed of our progress
towards resolving the matter.

What if | am still not satisfied?

If you are unhappy with the outcome of your complaint,
you can appeal in writing to the Chairperson of the Board
of Management at the office address, marking your letter
“Private and Confidential”.

All appeals will be acknowledged and we aim to give you
a response within 20 working days of receipt of your letter
of appeal.

If we cannot resolve the matter through our client
complaints procedure, you may wish to take advice from
an independent source such as a Law Centre, Solicitor,
Housing Advice Centre or Citizens Advice Bureau.

In the case of a complaint/dispute arising from an
improvement job, Care & Repair can refer it to independent
arbitration via the Royal Institution of Chartered Surveyors.



You also have the right to complain to the City of
Edinburgh Council who can be contacted as follows:

Strategy and Investment Team
Housing and Regeneration
Services for Communities

City of Edinburgh Council
Business Centre C3

Waverley Court

4 East Market Street
Edinburgh EH8 8BG

Tel: 0131 529 2253
Email: lookingafteryourhome@edinburgh.gov.uk

You can get this document on tape, in Braille, Iarge print, various
computer formats or in community language translations. Please phone
us on 0131 220 7630.
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Care & Repair Edinburgh, 4 Queen Street, Edinburgh EH2 1JE

Phone: 0131 220 7630
Email: reception@careandrepairedinburgh.org.uk = www.careandrepairedinburgh.org.uk

Fax: 0131 226 3517



