
 

 

Sections 31 to 33 of the 
Housing (Scotland) Bill 
2010 provide for Scottish 
Ministers to publish a 
Scottish Social Housing 
Charter setting out what 
social landlords should 
aim to achieve (the out-
comes) in performing 
housing activities. 

What is the Scottish Social Housing Charter? 

Provisions to establish a Scottish Social Housing Charter are set out in Part 3 of the 
Housing (Scotland) Bill, 2010. The Charter will set out a number of high-level out-
comes (incorporating both national outcomes and local outcomes).  

What is an outcome? 

An outcome can be defined as the end result of a course of action over a specified 
time frame. Consequently, in terms of the Charter each social landlord should be 
achieving, or be working to achieve, the designated Charter Outcome within a given 
period of time.  

What will the Charter be used for? 

The Charter will be used by the Scottish Housing Regulator to assess and report on 
each social landlord’s performance in meeting the Charter outcomes. Where a land-
lord is assessed as under-performing against the Charter outcomes, the Regulator 
can issue improvement targets that the landlord must comply with. 

What does the Charter look like at present? 

At present the Charter remains a blank sheet of paper. This is to allow tenants and 
other stakeholders to have their say on the type of high-level outcomes they believe 
the Charter should include prior to it being submitted to the Scottish Parliament for 
approval.  

Why is the Charter important to tenants, homeless people and other service us-
ers? 

The Charter is important to tenants, homeless people and other services users be-
cause it will help tenants have a clear understanding of what they can expect from 
their landlord, it will give those in housing need an understanding of what they can 
expect from a prospective landlord, and it will give landlords clarity and certainty 
around what they should be achieving for tenants and service-users.  

When will tenants be given their say? 

Initial discussions on what to include in the Charter are beginning now. It is there-
fore time to begin campaigning for a Charter that will help improve and maintain 
our homes, environments and the services we cherish. It is crucial that we tenants 
now make our voices heard, loud and clear.  

How can tenants make their voices heard? 

Individual tenants, RTOs and service users can make their 
voices count in a variety of ways. The Government is holding 
initial discussions throughout the Autumn period in a number 
of localities. Although numbers attending these events will be 
limited it is important to attend these events if invited. In the 
Spring the Government will publish a consultation document 
drawing on the points made during the initial discussions. All 
tenants and members of the public can then opt to respond 
outlining their views. Many of the Regional Networks will also 
hold events for RTOs in their area, both  prior to and during 
the full consultation. This will allow the Networks to co-ordinate a suitable response. 

Outcomes to be set by 
the Charter should all 
meet three key require-

ments:  

¶ What tenants, home-

less people and 
other service users 

wanted;  

¶ What landlords could 

achieve; and  

¶ What the Scottish 
Housing Regulator 

could assess.  

Visit us at:  http://www.regionalnetworks.org.uk/regions/central-region/ 
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Does it seem to you as it does to me that there just 
isnôt time anymore to take a break? The old clich® 
ótime and tide waits for no manô just about sums up 
the current stream of consultations coming from the 
Scottish Government on housing and related issues. 
Local tenants and residents groups inevitably find it 
difficult to allocate enough time to discussing na-
tional issues when so many pressing problems and 
issues arise at local level.  

While this is perfectly understandable and rational, 
it does seem to me that there is sometimes a na-
tional issue that is a must for our collective consid-
eration. The Scottish Social Housing Charter is one 
such issue. For the first time ever tenants can 
choose to enter the debate at the initial stages of pol-
icy making. The development of the Charter gives us 
all a real opportunity to have a say about the quality 
of housing services we want to see delivered, as well 
as shaping regulation about how landlords should 
be delivering these services. 

Before thinking too much about what the Charter 
should  in effect contain, I gave some thought to the 
key values I would really like to see underpinning it. 
Being an active tenant my mind unsurprisingly 
drifted towards those concepts I believe to be indis-
pensable to good public service delivery, that is, 
openness, transparency, inclusiveness, accountabil-
ity and sustainability. Although I know many ten-
ants experiences to date belie the truth underlying 
such intangible concepts, it is, I believe, fundamen-
tal that the Charter personifies and builds upon such 
principles.  

As I turn my mind to consider specific Charter Out-
comes, I become perplexed at the amount of jargon 

that seems to permeate housing circles today. The 
various terminologies used by housing professionals 
has very little concrete meaning for tenants as they 
seem to mask the actual reality of their experience. 
It is essential therefore that when defining and set-
ting out the characteristics of Charter Outcomes, it 
must done in a way that gives tenants greater clarity 
and purpose of intention. Outcome characteristics 
must be clearly written in plain English, exhibit they 
can be measured, demonstrate value for money, be 
sustainable and equate to improving the quality of 
services tenants receive. It goes without saying that 
in order to accomplish all these conditions it is cru-
cial to have the active support and involvement of 
tenants, RTOs and service users.  

We all know from experience that housing profes-
sionals and other interested parties will be clamour-
ing to mould the Charter in a way that protects their 
own vested interests. If we tenants genuinely want 
to get in on the act we will have to unite and organ-
ise in a way we havenôt so far been able to achieve. 
Only when we fully express a unity of purpose will 
we be able to exploit the real power we posses and 
be in a position to promote the wellbeing of all who 
live in our communities.  

We are fortunate not to be starting out on this ven-
ture alone. Our Regional Networks are seeking to 
gather the views and opinions of tenants and resi-
dents in every locality. Their intention is to make 
better progress so as to be more able to mould the 
Charter in a way that meets all our hopes and aspi-
rations. Central Region Network would like you to 
advise us of your views on what you think should be 
in the Charter. Please take a little time and fill 
in the survey on pages 3 and 4.  

Thoughtful Times  

by Danny Mullen 

Central Regional Network  

will be holding a  

Registered Tenants and Residents Group Event  

on the  

Scottish Social Housing Charter  

 

Invitations will be posted to Secretaries once dates, venues and speakers have 

been arranged.  

 



 

 

Your opinion matters to us  
  

Below is a list of housing categories and accompanying statements about some areas of landlord 
activity and service delivery. Circle the number to the right that best fits your opinion on the impor-
tance for the Charter including an outcome in relation to that statement.  

Please continue on page 4 

  
Housing Management  

Scale of Importance  

Not Im-
portant  

Impor-
tant  

Very 
Import  

ant  

i) Landlords should provide fair and open access to their housing lists and allocate hous-
ing using a fair and transparent assessment process. In allocating houses landlords 
should do so in accordance with security of tenure legislation. Allocation policies should 
seek to encourage sustainable communities as well as the diverse housing needs of indi-
viduals and families. 

1 2 3 

ii) Landlords should cooperate with local authorities in discharging their strategic housing 
duties. Landlords should also work in partnership and develop common approaches so 
as to enhance the housing options for existing tenants, prospective tenants and home-
less people. 

1 2 3 

iii) Landlords should, in consultation with tenants and service users, set affordable and fair 
rent and service charge strategies. Landlords should also publish transparent and de-
tailed accounts that allow tenants and service users to easily understand and determine 
value for money. 

1 2 3 

iv) Landlords should manage the delivery of housing services efficiently, making best use of 
scarce resources. They should publish clear and accessible policies which outline their 
approach to tenancy management and provide services in a way that assist tenants to 
maintain their tenancy and prevent unnecessary evictions. 

1 2 3 

v) Landlords should have robust data collecting systems in place so that the effectiveness 
of service delivery can be properly measured. Information gathered should be published 
in clear and meaningful terms in order that tenants and service users can compare the 
performance of their landlord with other comparable landlords. 

1 2 3 

vi) Landlords should have in place strong estates management policies and procedures to 
ensure the ongoing maintenance and upkeep of neighbourhoods and local environ-
ments. 

1 2 3 

vii) Landlords should have in place strategies that effectively deal with instances of anti-
social behaviour occurring in individual homes, neighbourhoods and/or environments 
surrounding the properties they own. They should work in partnership with local com-
munities, police and other service providers. Landlords should develop appropriate re-
sponses to anti-social behaviour so that it is the perpetrators and not the victims are 
penalised. 

1 2 3 

Property Maintenance  

Scale of Importance  

Not 

Impor-

tant  

Impor-

tant  

Very 

Impor-

tant  

i) Landlords should ensure that tenantsô homes meet the Scottish Housing Quality Stan-
dard by 2015 and plan to maintain their homes to this standard after this date. 

1 2 3 

ii) Landlords should provide a cost-effective repairs and maintenance service by appoint-
ment and within suitable timescales. Landlords should also set their sights on complet-
ing repairs and improvements right first time.  

1 2 3 

iii) Landlords should have sound stock-management strategies to ensure houses they own are 
in demand, maintained, modernised and adapted as peopleôs needs change.  

1 2 3 

iv) Landlords should aim to provide value for money in setting an appropriate balance between 

planned and responsive repairs. When carrying out cyclical repairs, planned and capital 

works, landlords should be responsive to tenants genuine interests and concerns.  

   



 

 

Please complete and return this survey by 10 October 2010 to: 

Danny Mullen (Secretary), Central Region Network, 18 Lomond Crescent, Whitburn, West Lothian EH47 0EG. 

Tel: 01501 740190     or  email: mullen_daniel@hotmail.com 

Focusing on Customers   

Scale of Importance  

Not Im-
portant  

Impor-
tant  

Very Im-
portant  

i) Landlords should abide by equalities legislation and act in non-discriminatory ways in 
the provision of their services. Landlords should treat all customers with respect, be 
attentive to their needs and ensure suitable access to services are put in place.  

1 2 3 

ii) Landlords should provide good information and advice in plain English and in formats 
that meet the individual needs of  customers. Landlords should also promote a culture 
of openness in respect to information that is of interest to customers. 

1 2 3 

iii) Landlords should be responsive to customers feedback on service delivery by respond-
ing to any feedback and using the information gathered to help shape and improve 

1 2 3 

iv) Landlords should have appropriate Complaints and Appeals processes that customers 
find easy to understand and use.  Landlords should also respond to complaints and 
appeals within a reasonable period of time. Reference to the role of the Public Services 
Ombudsman should be included in all complaints and appeals literature.  

1 2 3 

Tenant Involvement   
Scale of Importance  

Not Im-
portant  

Impor-
tant  

Very Im-
portant  

i) Landlords should provide tenants, homeless people and service users with a wide array 
of options and opportunities to become directly involved, either as individuals or collec-
tively, in decision making related to their housing and related services. 

1 2 3 

ii) Landlords should provide adequate funding and resources for Tenant Participation so 
that tenants gain sufficient capacity to positively engage and bear influence on the de-
velopment of housing policies and practices and housing-related services.   

1 2 3 

iii)  Landlords should actively involve tenants, homeless people and service users in moni-
toring the standards of performance and quality of housing and related services they 
provide, as a means towards driving continuous improvement.  

1 2 3 

iv)  Landlords should involve tenants, homeless people and service users when putting 
together their annual self-assessment prior to it being submitted to the Scottish Hous-
ing Regulator.  

1 2 3 

Homelessness  

Scale of Importance  

Not Im-
portant  

Impor-
tant  

Very Im-
portant  

i) Local Authorities should publish an effective homelessness strategy for preventing and 
alleviating homelessness that responds to current homelessness guidelines and legisla-
tive requirements. Local Authorities should also work with a range of partners to en-
sure the support needs of homeless people are met appropriately and as quickly as pos-
sible. RSL landlords should actively assist the LA by making available suitable proper-
ties to house homeless people 

1 2 3 

ii) Landlords should have in place a high-quality assessment process that provides fair 
and open access to their homeless services.  Landlords should also provide free and 
effective information and advice services for homeless or potentially homeless people 
and also have an appeals process that is easy for homeless people to appeal against 
adverse decisions.   

1 2 3 

iii) Landlords should arrange temporary or permanent accommodation that treats home-
less people fairly and appropriately in terms of tenancy provisions, quality of housing 
and location. Landlords should provide temporary accommodation when needed while 
maximising the availability of suitable permanent accommodation for homeless peo-
ple.  

1 2 3 


