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Riaghaltas na h-Alba



Scottish Social Housing Charter consultation
Respondent’s information form 

Please make sure you return this form with your response so that we can handle your response properly.

1. Name/organisation

Name of organisation (if any)

	Tayforth Regional Network 


Title  
Mr  FORMCHECKBOX 

   Ms  FORMCHECKBOX 
   Mrs  FORMCHECKBOX 

   Miss  FORMCHECKBOX 
   Dr  FORMCHECKBOX 

       Please tick as appropriate
Surname

	     


Forename

	     


2. Postal address

	     

	     

	     

	     

	Postcode      
	Phone      
	Email      


3. Permissions  – I am responding as…
	
	
	
	Individual
	/
	Group/organisation
	
	
	

	
	
	
	 FORMCHECKBOX 

	
	Please tick as appropriate
	
	 FORMCHECKBOX 

	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	(a)
	Do you agree to your response being made available to the public (in the Scottish Government library or on the Scottish Government website or both)?

Please tick your choice     FORMCHECKBOX 
 Yes    FORMCHECKBOX 
 No

	
	
(c)
	The name and address of your organisation will be made available to the public (in the Scottish Government library or on the Scottish Government website or both).



	(b)
	If yes, we will make your response available to the public on the following basis
	
	
	Are you content for your response to be made available?

	
	Please tick ONE of the following boxes
	
	
	Please tick your choice    FORMCHECKBOX 
 Yes    FORMCHECKBOX 
 No

	
	Yes, make my response, name and address all available
	 FORMCHECKBOX 

	
	
	
	

	
	
	or
	
	
	
	

	
	Yes, make my response available, but not my name and address
	 FORMCHECKBOX 

	
	
	
	

	
	
	or
	
	
	
	

	
	Yes, make my response and name available, but not my address
	 FORMCHECKBOX 

	
	
	
	

	
	
	
	
	
	
	

	(d)
	We will share your response internally with other Scottish Government policy teams who may be addressing the issues you discuss. They may wish to contact you again in the future, but we need your permission to do so. Are you happy for the Scottish Government to contact you again in relation to this consultation exercise?



Please tick your choice

  FORMCHECKBOX 
 Yes

 FORMCHECKBOX 
No


Consultation questions

We listened to what you told us at the roadshow events, on our website, and in your responses to the discussion paper, and we think we have identified all the important areas that the Charter should cover.

1. Have we missed out any areas that the Charter should cover ?  If so, please tell us.

	It is essential that for the outcomes to be meaningful that that they are measurable. We consider that many of the outcomes are vague and too loosely framed and would therefore prove difficult for the Scottish Housing Regulator to assess compliance. There is a great deal of focus on tenant satisfaction. While tenant satisfaction is an important factor , as an outcome it is too subjective and almost impossible to measure. The Tayforth Region considers that further work is required to ensure the outcomes for tenants and standards for landlords are clear and measurable. If further changes are to be made to the Charter the Tayforth Region would like a further opportunity to comment on the Charter before it goes to Parliament.
The SHR will require tenants to be involved in self assessment. There is no reference to tenant involvement in the outcomes and this should be included. 

A commitment to resources, support and training is essential for tenants to 

fully participate in the development of the first Housing Charter for Scotland 

and to be fully involved in the self assessment process.




The Customer/Landlord Relationship 

We want the outcomes in this section to cover the important aspects of the customer/landlord relationship.  We would like to know if you agree with the outcomes in the draft charter, and if the wording is clear and understandable.

2a.
Do you agree with the ‘participation’ outcome?

Yes  
X No  

If yes, please use the box to provide any comments.  If no, please tell us why.  

	We agree with the principle but not all of the detail.

Delete second point bullet point and replace with “ The views of tenants and other customers are reflected in decisions that landlords make about housing services, standards and policies”.
Third point : Change to “ have opportunities in developing, monitoring, assessing and reporting on the quality of the housing services, standards and policies “




2b.
Is the ‘participation’ outcome clear and understandable?

Yes   FORMCHECKBOX 
  No  X
If no, please tell us why.  

	The outcome would be clear if outcome is reworded (see above) and moves away from over reliance on tenant satisfaction  which is too subjective.



3a.
Do you agree with the ‘communication and customer services’ outcome?

Yes X   No   FORMCHECKBOX 
  
If yes, please use the box to provide any comments.  If no, please tell us why.  

	Agree with the principle but the outcome needs to be more focused.
First point point: Delete satisfaction and replace with 

“ Landlords recognise their communication needs and provide information and deliver services in a way that meets individual needs”

Point 7 change to : “ Landlords use complaints and experiences of performance failures to improve services and keep people informed of this” 
Point 8 delete “are satisfied that”.



3b.
Is the ‘communication and customer services’ outcome clear and understandable?

Yes   FORMCHECKBOX 
  No  X
If no, please tell us why.  

	Currently the outcome needs to be more focused see comments in 3A.



Quality of housing and the environment

We want the outcomes in this section to cover the important aspects of the quality of housing and the environment.  We would like to know if you agree with the outcomes in the draft charter, and if the wording is clear and understandable.

4a.
Do you agree with the ‘housing quality’ outcome?

Yes  X  No   FORMCHECKBOX 

If yes, please use the box to provide any comments.  If no, please tell us why.  

	We agree with the outcome however an explanation ( or even short summary) needs to be provided about the Scottish Housing Quality Standard as all tenants and customers may not know what this means.




4b.
Is the ‘housing quality’ outcome clear and understandable?

Yes  X      No   FORMCHECKBOX 
    
If no, please tell us why.  

	See comments above.



5a.
Do you agree with the ‘repairs, maintenance and improvements’ outcome?

· Yes  X        No   FORMCHECKBOX 

If yes, please use the box to provide any comments.  If no, please tell us why.  

	Suggest reference is made to Right to Repair and that tenants receive the relevant information and guidance on this duty




5b.
Is the ‘repairs, maintenance and improvements’ outcome clear and understandable?
Yes  X  No   FORMCHECKBOX 

If no, please tell us why.  

	See above.



6a.
Do you agree with the ‘estate management’ outcome?

Yes   FORMCHECKBOX 
  No  X
If yes, please use the box to provide any comments.  If no, please tell us why.  

	Agree with principle but suggest changes to outcome to make it more meaningful and measureable. 
It is impossible to measure “pride” . This is not a measurable outcome and should be deleted.

The second bullet is not clear as it would be difficult to measure partnership working. Suggest deleting “are satisfied” and replace with “Landlords working in partnership to ensure that estates meet locally agreed standards etc” 



6b.
Is the ‘estate management’ outcome clear and understandable?

Yes   FORMCHECKBOX 
  No   X  
If no, please tell us why.  
	Currently no – see above recommendations.



Access to housing and support
We want the outcomes in this section to cover the important aspects of access to housing and support.  We would like to know if you agree with the outcomes in the draft charter, and if the wording is clear and understandable.

7a.
Do you agree with the ‘housing options’ outcome?

Yes  X   NO   FORMCHECKBOX 
  
If yes, please use the box to provide any comments.  If no, please tell us why.  

	The second point appears like a bit of a wish list and doesn’t appear to recognise the difficulties surrounding housing supply. 




7b.
Is the ‘housing options’ outcome clear and understandable?

Yes  X  No   FORMCHECKBOX 

If no, please tell us why.  

	See above.


8a.
Do you agree with the ‘access to social housing’ outcome?

Yes  X  No    FORMCHECKBOX 
  
If yes, please use the box to provide any comments.  If no, please tell us why.  
	Agree with principle but suggest few amendments. 
Point 4: Delete are satisfied replace with “ Landlords are etc ....”

Point 5 : Delete and replace with “ Landlords consult with tenants and customers in reviewing its allocation policy and takes these views into account before making changes to the policy”



8b.
Is the ‘access to social housing’ outcome clear and understandable?

Yes  X  No   FORMCHECKBOX 

If no, please tell us why.  
	As amended see above.



9a.
Do you agree with the ‘homeless people’ outcome?
Yes X     No   FORMCHECKBOX 
  

If yes, please use the box to provide any comments.  If no, please tell us why.  

	Agree with principle but propose some amendments.

Point 7: Delete “are satisfied” and replace with “ Landlords work in partnership with other agencies to provide arrange of support”



9b.
Is the ‘homeless people’ outcome clear and understandable?
Yes  X  No   FORMCHECKBOX 

If no, please tell us why.  
	As Amended see above.


10a.
Do you agree with the ‘tenancy sustainment’ outcome?

Yes   FORMCHECKBOX 
  No  X
If yes, please use the box to provide any comments.  If no, please tell us why.  

	This outcome is not clear. Further work is required on this outcome to make it meaningful and measurable. Again satisfied requires to be removed.
Point 3 : There are financial implications about adaptations. As written, this outcome may not be achievable. There is current consultation on adaptations and this outcome should be informed by this. This outcome requires to be reworded.



10b.
Is the ‘tenancy sustainment’ outcome clear and understandable?

Yes   FORMCHECKBOX 
  No  X
If no, please tell us why.  
	See comments in 10A. 



11a.
Do you agree with the ‘anti-social behaviour, neighbour nuisance and tenancy disputes’ outcome?

Yes  X  No   FORMCHECKBOX 

If yes, please use the box to provide any comments.  If no, please tell us why.  

	Suggest point 7 that “are satisfied” be removed.



11b.
Is the ‘anti-social behaviour, neighbour nuisance and tenancy disputes’ outcome clear and understandable?

Yes  X  No   FORMCHECKBOX 

If no, please tell us why.  
	As amended




Getting good value from rents and service charges

We want the outcomes in this section to cover the important aspects of getting good value from rents and service charges.  We would like to know if you agree with the outcomes in the draft charter, and if the wording is clear and understandable.

12a.
Do you agree with the ‘value for money’ outcome?

Yes   FORMCHECKBOX 
  No  X
If yes, please use the box to provide any comments.  If no, please tell us why. 

	As it currently stands point 1 is not easily measure suggestion change to “ tenants get value for the rent they pay”




12b.
Is the ‘value for money’ outcome clear and understandable?
Yes   FORMCHECKBOX 
  No  X
If no, please tell us why.  
	Needs to be as amended

See comments above.



13a.
Do you agree with the ‘rents and service charges’ outcome?

Yes   FORMCHECKBOX 
  No  X
If yes, please use the box to provide any comments.  If no, please tell us why.  
	Agree with principle but it needs to be more focused.

Suggest change to:

· Tenants get clear information on how their rents are set and spent;

· Tenants are consulted on how their rents and service charges are set 

· Landlords take into account the views of tenants and service users before decisions are taken about future rent and service charges




13b.
Is the ‘rents and service charges’ outcome clear and understandable?

Yes   FORMCHECKBOX 
  No  X
If no, please tell us why.  

	See comments at 13a.



14a.
Do you agree with the ‘transparency’ outcome?

If yes, please use the box to provide any comments.  If no, please tell us why.  

Yes  X  No   FORMCHECKBOX 

	Point 3: Thresholds should be agreed locally. Insert “ locally” after above




14b.
Is the ‘transparency’ outcome clear and understandable?

Yes  X  No   FORMCHECKBOX 

If no, please tell us why.  
	As amended




Other customers

We want the outcomes in this section to cover the important aspects of other customers.  We would like to know if you agree with the outcomes in the draft charter, and if the wording is clear and understandable.

15a.
Do you agree with the ‘services for Gypsies/Travellers’ outcome?

Yes  X  No   FORMCHECKBOX 

If yes, please use the box to provide any comments.  If no, please tell us why.  

	


15b.
Is the ‘services for Gypsies/Travellers’ outcome clear and understandable?

Yes  X  No   FORMCHECKBOX 

If no, please tell us why.  

	


16a.
Do you agree with the ‘other customers’ outcome?

Yes  X  No   FORMCHECKBOX 

If yes, please use the box to provide any comments.  If no, please tell us why.  

	Point 1 – delete “satisfied”


16b.
Is the ‘other customers’ outcome clear and understandable?
Yes  X  No   FORMCHECKBOX 

If no, please tell us why.  
	As amended




In conclusion

17.
Do you think that a good landlord should be able to achieve these outcomes?

Yes  X  No   FORMCHECKBOX 

Please explain your answer.

	The ability to achieve these outcomes should be managed by having robust policies in place that include the standards and outcomes highlighted in each section. It is essential that tenants are fully involved in the self assessment of landlord performance and have access to information, training and support to participate fully.



18.
Do you wish to add anything that is not covered by the questions above?

	To reiterate an earlier point. It is essential that for the outcomes to be meaningful that that they are measurable. We consider that many of the outcomes are vague and too loosely framed and would therefore prove difficult for the Scottish Housing Regulator to assess compliance. There is a great deal of focus on tenant satisfaction. While tenant satisfaction is an important factor, as an outcome it is too subjective and almost impossible to measure. The Tayforth Region considers that further work is required to ensure the outcomes for tenants and standards for landlords are clear and measurable. If further changes are to be made to the Charter the Tayforth Region would like a further opportunity to comment on the Charter before it goes to Parliament.

The SHR will require tenants to be involved in self assessment. There is no reference to tenant involvement in the outcomes and this should be included. 

A commitment to resources, support and training is essential for tenants to 

fully participate in the development of the first Housing Charter for Scotland 

and to be fully involved in the self assessment process.




�









