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CUSTOMER CHARTER

“ Our reputation has been earned through   
 two core principles. First our quality standards  
 in construction and materials, and secondly, 
 a focused approach in the way we communicate  
 with our customers throughout and beyond 
 the construction processes. 

 Scotia’s charter is a commitment to you. 
 It tells you exactly what to expect and how 
 we’ll contact and guide you through the 
 various stages of buying and settling into 
 your new Scotia home.”
 Our customers are at the core of our business and we look to   
 continually improve the experience throughout the process. 

 If you do have a reason to make a complaint, this short guide 
 will steer you through the process. 

 We treat any genuine complaint with a professional and honest   
 approach and our in-house procedure allows us to identify 
 root causes and implement correct and preventive actions as 
 part of our journey of continuous improvement. 

Contact us 

Complaints should be sent to: 

Customer Care Department 
Scotia Homes Ltd 
Balmacassie 
Ellon 
AB41 8QR

e: customercare@scotia-homes.co.uk  
 or info@scotia-homes.co.uk 

t: 01358 722441 

www.scotia-homes.co.uk



  

What justifies a complaint? 

A complaint is defined as any aspect of our service that fails to  
meet the standards as set in our Customer Charter. You can find  
details of this on the website under Customer Care. 

How do I make a complaint? 

In most cases, a telephone call or email will usually be all that’s  
required to resolve any issues you may have. If you are in the 
process of buying your home or post-handover up to 14 days,  
please contact your Sales Advisor. If you have lived in your  
home for 14 days or more, please contact Customer Care. 

If you wish to raise a more formal complaint, we have an in-house 
process that deals with that. Details are provided in this document. 

Complaint Conduct

All staff dealing with complaints and complainants will do so with 
a polite, courteous and professional approach. Those making a 
complaint are required to conduct themselves in the same manner. 

The Formal Complaints Process 

If you do wish to make a formal complaint, we have a multi stage 
process to ensure it is handled and managed appropriately. 

STAGE 1:
 
Creation and Receipt of Complaint 

A formal complaint can be raised by any of the following methods: 

> Telephone (we would ask that details are confirmed in 
 writing by email or letter) 

> Email

> Letter

> Via our website 

> Contact details of all of the above methods can be 
 found on the inside front cover of this guide 

> All formal complaints are recorded and distributed by    
 our Customer Care department, so please ensure you 
 contact us only by the methods above to avoid delays. 

The information we require from you, at this stage is: 

> Your name 

> Your property address or plot number and development 

> Appropriate contact details to reach you on

> Concise and factual details of your complaint 
 (including photographs, if appropriate).
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STAGE 2:
 
Registration and acknowledgment 

On receipt, our Customer Care department will record your details, 
forward your complaint to the appropriate coordinator/manager and 
respond with an acknowledgment (this may be an automated response), 
advising we will be in contact within 14 working days. 

Please ensure all formal complaints are sent to our Customer Care 
department as this is the best way for us to ensure that the 
process is properly managed and investigated by the right people. 
Please do not register a formal complaint with a Senior Manager  
or Director as this will only delay the process. 

STAGE 3:
 
Complaint Investigation 

Your complaint will be fully and formally investigated by a  
coordinator/manager. 

During the investigation, you may be contacted by the  
coordinator/manager to discuss certain aspects of your complaint. 

The investigation may, depending on its complexity, include a root 
cause analysis as well as corrective and preventive measures to 
ensure that, if relevant, we can learn from this and improve our 
service to all customers. 

All investigations will be fair, unbiased and professionally conducted. 

The formal investigation process should be completed within 14 working days. 
If it is due to take longer than this, you will be notified.
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What should I do if I am still not happy 
with the final response? 

Dependant on the nature of the complaint, you may wish to  
contact either the Consumer Code or NHBC.

Consumer Code

The Consumer Code for Home Builders sets mandatory  
requirements that all home builders must meet in the selling  
of homes, marketing and including after sales customer service.

The purpose of the code is to ensure that homebuyers:

> are treated fairly

> know what service levels to expect

> are given reliable information upon which to make their decision

> know how to access speedy, low-cost dispute resolution    
 arrangements if they are dissatisfied. 

The Consumer Code’s Dispute Resolution Scheme is independent  
of the Home Warranty Bodies. Adjudication decisions made  
under the Consumer Code’s independent Dispute Resolution  
Scheme are not insured under the Home Warranty Bodies’  
Home Warranty schemes. Contact details can be found on  
www.consumercodeforhomebuilders.com.
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STAGE 4:
 
Formal Response to Complaint 

Once our investigation is complete, you will receive a formal 
response in writing from the coordinator/manager which will  
detail our findings, actions, plans, recommendations etc. 

You will receive this within 14 working days of your written  
complaint providing we do not encounter any unforeseen  
delays, in which case, we will send you an interim response. 

We would hope that this response would conclude our  
investigation and, unless we hear from you within 7 days of  
dispatch, the complaint file will be closed. 

STAGE 5:
 
You do not agree with findings 
We would hope that an amicable resolution would be achieved  
with all complaints by Stage 4 of our process. 

If, however, you feel that your complaint has not been satisfactorily 
addressed, please, within 7 days of receipt of our findings,  
contact our Customer Care department, as before, by the methods 
described at the start of this guide. 

Please provide details of the aspects of our response you are not 
satisfied with. At this stage, the complaint will be re-opened and  
the details sent to the relevant Director, who will review the  
investigation and documentation. 

On completion of this second investigation, you will receive a formal 
response in writing from the Director with details of their findings  
and intentions within 21 working days. 

The Directors response will be final and at this stage, the internal  
process will have been exhausted. 
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Why do we have such a formal process? 

We receive a small number of genuine customer complaints,  
however we believe that those we do receive deserve to  
be managed effectively. Primarily, of course, so that we can  
address an individual customer’s concerns but also so that we  
can learn from the experience, improve our internal structure,  
processes, training, and service in order to share best practice 
throughout our business. 

By recording all complaints within our Customer Care  
department, we are able to review and analyse the extent,  
type and nature of all complaints. 

This allows us to measure and monitor the business so that  
across the board improvements can be made to further 
improve our product and level of service to our customers. 

We trust this effectively guides you through the customer  
complaints process.  
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NHBC Warranty

If you are still not satisfied with our findings, you are of course  
entitled to contact the NHBC (National House Building Council), 
providing your property is within the 10 year NHBC warranty. 

The NHBC commitment is to provide a claims handling and  
resolution service that is effective, professional, courteous and  
prompt, taking your complaint seriously and ensuring that there  
is an independent review.

If you open a claim with the NHBC, they will inform us of the  
investigation meeting date (if required). Scotia Homes have the 
opportunity to have a representative present at the meeting. 

The NHBC will then provide an investigation report to you,  
and us, informing both parties of their decision. 

If the claim has been accepted and work is required, we will  
contact you to discuss the proposed actions to be taken. 

If the claim is not accepted, the complaint file will be closed and  
Scotia Homes will instruct no further action on the matter.

For further information, the NHBC have a full complaints  
procedure set out in their Claims Charter at www.nhbc.co.uk. 
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