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ESPC Lettings Complaint Procedure 

 

ESPC Lettings view complaints as an opportunity to learn and improve for the future, as well as a 

chance to put things right for the person that has made the complaint. 

 

The ESPC Lettings complaints procedure has been structured to ensure that any concerns are dealt with 

as quickly and efficiently as possible. 

Our policy is: 

 

• To provide a fair complaints procedure which is clear and easy to use, for anyone wishing to make 

a complaint. 

• To publicise the existence of our complaints procedure so that people know who to contact us to 

make a complaint. 

• To make sure everyone at ESPC Lettings knows what to do if a complaint is received 

• To make sure all complaints are investigated fairly and in a timely manner. 

• To make sure that complaints are, wherever possible, resolved and that relationships are 

repaired. 

• To gather information which helps us improve what we do. 

 

Definition of a complaint 

A complaint is any expression of dissatisfaction, whether justified or not, about any aspect of ESPC 

Lettings. 

Complaints may come from tenants, landlords, neighbours or contractors. A complaint can be 

received verbally, by phone or face to face or in writing be email or post. 

All complaint information will be handled sensitively, telling only those who need to know 

and following any relevant data protection requirements.  

 

 

 

 

 



 

 

ESPC Lettings is a trading name of ESPC (UK) Ltd. Registered in Scotland (SC203585) at 90a George Street, Edinburgh, EH2 3DF. 

 

ESPC (UK) Ltd is an Appointed Representative of Lyncombe Consultants Limited which is authorised and regulated by the Financial Conduct Authority. 

 

 

To register a formal complaint please follow the process as detailed below: 

 

 

 

undertaken. 

will be undertaken. We aim to return a response to your complaint within 15 working days. 

6/ If  dissatisfied,  you  are  entitled  to  refer  this  matter  to  the  First-tier Tribunal: 

housingandpropertychamber.scot 

5/ Following    the  Head   of  Lettings  investigation  a  formal  written  response  will  be  sent  to  you 

within 15 working days either via post or email. This will include any offer made. 

issues verbally with the Senior Property Manager. 

https://www.housingandpropertychamber.scot/

