
About the Scottish Housing Regulator and how we work
We want to make it as easy as possible for you to get information about the Scottish Housing Regulator. 

You can ask for this document in large print, Braille or on audio cassette and we can also provide translations into other languages.
Our values and ways of working
In all our work, we aim to:
· put the interests of tenants and service users, and the promotion of equal opportunities, at the heart of our work;
· uphold the principles of good regulation of public services by being independent, transparent, consistent, proportionate, accountable, targeted, and focused on the public interest;
· be robust, fair, impartial, and evidence-based in our assessments and approach to regulation;
· be consultative and collaborative in our work with the people and organisations that have a key stake in our work;
· make sure regulation does not hinder innovation and judicious risk-taking or the future flow of funding into social housing; and
· be a best value and responsive organisation that supports staff to achieve excellence and the highest levels of professionalism. 

When they carry out inspections, our staff will:

· work with integrity and impartiality;
· act with respect, sensitivity and courtesy for everyone they deal with on

inspection, recognising in particular the need to minimise the added

workload and stress an inspection may bring to individuals within an

organisation;
· respect diversity, promote equal opportunities and keep the interests of


tenants and service users at the forefront of their activities;
· reach and report fair and balanced assessments, underpinned by robust,


corroborated evidence and an understanding of the local context;
· listen effectively when collecting and discussing evidence; and
· communicate clearly and helpfully using plain language.

You can read more about how we work in our corporate plan [link] 
Openness and access to information
We want to do all we can to help you know and understand our work. We publish a lot of information on our website and we aim to make it as accessible as possible. We can provide information in other languages and formats if you ask for it. We have a publications scheme that sets out each type of published document that is available from The Scottish Housing Regulator. We support the principles of open government that are enshrined in the Freedom of Information (Scotland) Act 2002. We always aim to respond to Freedom of Information requests within the 20 days required by the Act. If you are dissatisfied with the information we provide you with or the way we respond to your request for information please contact us. You may also be entitled to complain to the Scottish Information Commissioner
What standards of service can I expect when I deal with the Scottish Housing Regulator?
These are the standards we aim to achieve. In all our dealings with you, we will:

• treat you fairly and equally; 

• be punctual, reliable,  courteous and friendly ;
• identify ourselves by name and wear name badges; and 

• send you information within the time limits set out below.
If you write to or e-mail us , you can expect us to :

• answer your letter or e-mail within eight working days - if we can't provide a reply within this time, we will acknowledge your letter/e-mail, in writing or by telephone, and give you a date by which we expect to give you a more detailed response;
•  use plain English; 

• avoid using technical terms, abbreviations and acronyms and respond to your letter/e-mail in an open, friendly style; and
• sign all our letters with our name and job title, together with a direct line telephone number or extension and email address, if appropriate.
If you are a registered social landlord seeking consent for a disposal of land or property:

We will aim to grant consents within eight working days of receipt of all the necessary information.
If you telephone us:

• our telephone switchboards will be open 8.30 am to 5 pm, Monday to Friday;
• outside office hours, you can leave a message on our telephone answering machine and we will deal with it when the office re-opens;
• we will deal with all incoming telephone calls promptly and courteously, taking messages for colleagues as necessary;
• we will return all telephone calls and answerphone messages by the end of the following working day, unless we have told you otherwise; and
• our staff will tell you their name.
If you call personally at our offices:
• we will make every practical effort to make our offices accessible to everyone;
• we will provide meeting rooms to discuss personal or confidential matters;
• we will deal with all callers promptly, courteously and in a friendly manner and see visitors with an appointment within 10 minutes of the specified time; and
• if you call without making arrangements beforehand and you cannot see a staff member straight away, we will offer an appointment within 10 working days (if we are the appropriate body to deal with the issue you want to discuss).

Comments, suggestions and complaints
Feedback from people who use our services helps us to improve our performance. So we like to hear from individuals and organisations who use our services.

If you would like to make any comments about the services we provide, or have any suggestions about how we can improve these services, please contact us. You may want to use the feedback and complaints form for your comments.  Or, if you prefer, you can write, telephone or email us at shr@scottishhousingregulator.gsi.gov.uk.
What if I am not happy with the service provided or with the way you have dealt with me?

We will investigate complaints in the strictest confidence and will view any complaints about us as an opportunity to put things right. This will certainly not affect how we deal with the person who has made the complaint.
You can complain to us about any aspect of the service we provide as the Scottish Housing Regulator.  We do not usually deal with complaints about the organisations that we regulate and inspect. If you have a complaint about a regulated organisation, you should follow its own complaints procedure (see How do I complain about a housing organisation)

Our complaints procedure is designed to put things right and allow us to improve our standards of service. If you are concerned about broader policy issues, rather than how we deliver our services, a senior member of the Scottish Housing Regulator’s staff will be happy to discuss this further with you. Please contact the head of policy and corporate services, who will put you in touch with the appropriate person.

Our complaints procedure

Who should I complain to? (Step 1)
Please talk first to the member of staff you have been dealing with. We can usually sort problems out immediately. However, if we cannot sort out the matter in this way, you should follow the steps set out below.

How do I make a complaint? (Step 2)
You can make complaints:

· in person, 
· in writing, 
· by telephoning, 
· by emailing shr@scottishhousingregulator.gsi.gov.uk; or 
· by completing the feedback and complaints form. 
We will make sure that your complaint is passed to our head of policy and corporate services, who will arrange for your complaint to be investigated fully and resolved as quickly as possible. We will acknowledge your complaint  within eight working days and send you a full response within 20 working days 

What if I am unhappy with the response? (Step 3)
If you are unhappy with our response you can refer your complaint to the the Scottish Housing Regulator’s chief executive who will reply within eight working days, or provide an acknowledgement telling you when you can expect a full response. This will be no more than 20 working days later.
Can I complain to anyone outside the Scottish Housing Regulator? (Step 4)
If you have reached step 3 and you are still unhappy with the chief executive’s response, you can complain to the Scottish Public Services Ombudsman. You can contact the Ombudsman at:

Scottish Public Services Ombudsman
4 Melville Street
Edinburgh
EH3 7NS
Telephone: 0800 377 7330 
Fax:0800 377 7331 
Email 
Website
Generally, you have to send your complaint to the Scottish Public Services Ombudsman within a year from when the problem happened or from when you found out about the matter. They can sometimes extend the time limit, but only if there are special reasons.

If your complaint is specifically about the way we provide information it may be more appropriate to complain to the Scottish Information Commissioner. You can contact him at: 

Kinburn Castle
Doubledykes Road
St. Andrews KY16 9DS
Tel: 01334 464610

Who can help me make my complaint?
We are happy to assist you in submitting your complaint. Or, if you prefer, we may be able to refer you to a suitable independent support or advisory service, such as the Citizens Advice Bureau. Please contact  the head of policy and corporate services, who will be able to put you in touch with the appropriate person.
How do I complain about a housing organisation?
We regulate and inspect local authority landlord and homelessness services and registered social landlords (RSLs). Most RSLs are housing associations, but they can also be housing co-operatives or companies limited by guarantee.  If you have a complaint about an organisation that is regulated by the Scottish Housing Regulator, you should ask that organisation for a copy of its complaints procedure. You should make your complaint following that procedure to the point where your complaint is resolved or the procedure comes to an end.
If you have reached the end of the organisation's own complaints procedure, without satisfaction, you may want to refer the matter to the Scottish Public Services Ombudsman who can be contacted at:

Scottish Public Services Ombudsman
4 Melville Street
Edinburgh
EH3 7NS
Telephone: 0800 377 7330 
Fax:0800 377 7331 
Email
Website 

You need to send your complaint to the Scottish Public Services Ombudsman within a year from when it happened or from when you found out about the matter. This time limit can sometimes be extended, but only if there are special reasons.

Occasionally, people bypass a regulated body's own complaints procedures and complain directly to us.  We will not normally intervene on behalf of an individual or a registered tenant organisation that has a complaint about a regulated body.  That is because it is the Ombudsman which has the statutory duty and powers to investigate complaints.  But if we are told about a very serious complaint we may carry out an initial investigation to determine whether we need to take any action as the regulator.  We will tell you whether or not we will be carrying out further work as a result of your complaint.

When we inspect local authority housing services and RSLs we check that they have a complaints procedure and that this procedure is working effectively. We will take the nature of any complaints and the way they have been handled into account when assessing a regulated body's performance.

You can find out more information on how to complain about public services in Scotland from Audit Scotland.

Audit Scotland can be contacted at:

110 George Street
Edinburgh
EH2 4LH
Tel:  0845 146 1010
Fax: 0845 146 1009
Email
Website
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