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The Scottish context: Housing (Scotland) Act 2010  



The Scottish Social Housing Charter

Seven Key Areas  

1. The customer/landlord relationship
2. Communication
3. Housing quality and maintenance
4. Neighbourhood and community
5. Access to housing and support
6. Getting good value from rents and service 

charges
7. Other Customers (gypsy/travellers)

Sixteen Outcomes and Standards



The Scottish Housing Regulator

To safeguard and promote the 
interests of current and future 
tenants, people who are 
homeless, factored owners and 
gypsy/travellers

Statutory Objective

Functions

To monitor, assess report and 
intervene (as appropriate) in relation 
to social landlords’ performance of 
housing activities
and RSLs’ financial wellbeing and 
standards of governance



Reporting on Charter Standards and Outcomes

Reporting to Tenants

31 October Annual report to tenants by each 
landlord 

Publication of all landlord data

31 August SHR makes all landlord data file available

Annual submission of data to SHR

31 May Annual Return on the Charter (ARC)



Annual Assurance Statement 

Submitted annually 
between April and October

Engagement 
Plan

Regulatory 
judgements

Tenants 
consulted

Tenants 
informed

New requirements from April 2019



Making data accessible to tenants

https://www.housingregulator.gov.scot/landlord-performance



Making data accessible to tenants: SHR



Making data accessible to tenants: Housemark



SHR Annual report on the sector’s performance



Reporting to Tenants 



Reporting to Tenants



Reporting to Tenants



Measuring Satisfaction



81.2%

The case for regulation

• Grenfell disaster

• Tenant roundtables

• Ministry and Regulator scepticism of figures

• Landlords (especially large HAs) doing things 
differently



81.2% Your hairdresser

Your bank

The NHS

187 housing providers 

(self-reported)

MHCLG housing survey 

2017/18

HouseMark survey of 

13,000 residents

79.4%

72.1%

86.7%

70.8%

70.1%

The case for regulation



81.2%

Other variables

Context

Location

Urbanisation

Resident profile

Age

Tenure type

Method

Collection method

Response scale
In-house / outsourced

Timing

Transactional / perception

Season

Performance



Don’t 
be an 
Ostrich!

• Obsessing with
• Scores and
• Targets
• Rather than
• Improving
• Customer
• Happiness



Ostrich behaviour
• Strutting - reporting excellent 

Customer Satisfaction Score (CSAT) 
in annual reports without truly 
understanding how it was achieved.

• Running – Setting ambitious targets 
for improvement in CSAT without a 
clear plan on how this will happen.

• Head in sand – Ignoring resident 
feedback that doesn’t fit the narrative 
and being unaware of methodological 
tricks!



• Look out for RSH consultation in December 2021

• Understand where you truly sit on resident satisfaction now

• Take an organisation wide approach to resident surveys

• Make interactions as easy as possible

• Take complaints seriously

• Ensure you have a strong performance reporting framework

Next steps for landlords
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