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Complaint or signi�cant 
performance failure?
If you are a tenant of a registered 
social landlord (RSL), such as a 
housing association or co-operative, 
or you are a council tenant, and you 
are unhappy about the services 
you receive or have concerns 
about the way your landlord is 
operating, then you have the right 
to make a complaint and/or report a 
signi�cant performance failure.

The following information describes 
the di�erence between a complaint 
and a signi�cant performance 
failure. It lets you know what you 
should do under each circumstance 
and tells you who you should 
report a complaint or a signi�cant 
performance failure to. 

When to complain
If you are a tenant of an RSL, or a 
council, your landlord has certain 
responsibilities. 

These responsibilities are generally 
set out in your tenancy agreement. 
They will also be detailed in policies 
and procedures and other material 

that your landlord may produce, 
such as a tenants’ handbook. 

Generally your landlord should 
let you know its responsibilities in 
areas such as:

» � how it will maintain your 
property;

» � the repairs it will do and how 
quickly it will do them; 

» � how it will deal with anti-social 
behaviour; and

» � its customer care standards and 
how you should be treated. 

If you feel that your landlord has 
provided a poor service, delivered 
a service badly, or failed to provide 
a service, you have the right to 
complain.

How to complain
Tell your landlord what you want  
to complain about. Give them  
the chance to put things right.  
You can normally complain in 
person at your landlord’s o�ce,  

in writing, by phone, by e-mail or  
by asking someone else to do it  
on your behalf.

If you are not happy with your 
landlord’s initial response, get a 
copy of its complaints procedure. 
The procedure will detail further 
steps in the complaints process. Ask 
to have your complaint progressed 
to the next stage. 

If you remain unhappy after you 
have followed your landlord’s 
complaints procedure, you may 
be able to have your complaint 
reviewed by the Scottish Public 
Services Ombudsman. More 
information on the role of the 
Ombudsman is available from:  
4 Melville Street, Edinburgh, 
 EH3 7NS; phone 0800 377 7330; 
fax 0800 377 7331; or email:  
ask@spso.org.uk.

When to report a signi�cant 
performance failure
A signi�cant performance failure 
will occur when a landlord fails 
to do something, or takes action 
that puts tenants’ interests at 
risk. It will normally relate to 
the landlord’s failure to meet 
its legal requirements or tenant 
commitments, and it will a�ect 
many or all of the landlord’s 

tenants. A signi�cant performance 
failure will relate to services 
provided to tenants. For RSLs it 
will also apply to governance and 
�nancial matters. When a service 
failure a�ects only one tenant or a 
small number of tenants then this 
should be dealt with as a complaint. 

For example, a signi�cant 
performance failure could 
occur when your landlord:

» � fails to carry out health and 
safety requirements, such as 
annual gas safety checks;

» � fails to allocate houses in line 
with its legal responsibilities or 
good practice;

» � is not maintaining tenants’ 
homes or carrying out repairs 
in line with its published 
responsibilities;

» � does not consult with  
tenants about issues such 
as proposed rent increases 
and other policies that a�ect 
tenants; and      

» � is failing to allow tenants to 
participate and in�uence the 
decisions the landlord makes.


