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Osprey Housing

Email & enquiries@ospreyhousing.org.uk

Emails are regularly checked during office hours.
Enquiries will be responded to as quickly as
possible.

Telephone 001224 548000

Repairs @ You can call us 24 hours aday, 7 days

a week.

A01224 548001 (During Office hours)

A01224 548030 (Emergency Our of Hours ~ Service)

Every customer can report Repairs online 24/7 but
emergency repairs like burst pipes or gas leaks
should be reported by telephone immediately.

Opening hours:

Monday ~ Thursday: 9:00am & 5:00pm
Friday: 9:00am 9 4:00pm

Osprey Housing

22 Abercrombie Court
Arnhall Business Park
Westhill
Aberdeenshire

AB32 6FE

UK

Telephone:  +44 1224 548000

Repairs Line: +44 1224 548001

Email: enquiries@ospreyhousing.org.uk
Web Site: https://www.ospreyhousing.org.uk/
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Section 1

Welcome

Welcometo your tenantshandboolkfor OspreyHousing.We aimto makeinformationregarding
your tenancyeasyto understandandaccessibleNe are developing angromotingaccesso
information24/7throughour digitalservicesandinviteyouto downloadour App. Thisisavailableria
Android PlayStoreandthe iOS Apple Storefor smartphonesandtablets To connectto your
tenancyinformationyou will needto contactusto registeryour emailaddress.

The App allowsyouto makerent paymentsaccesyour rent balancereport repairsandaccess
severalinteractiveonlineforms availabl@4/7 at your convenience There arelinksto usefulsites

to makeUniversalClaims resetyour fusebox.applyfor grantfundingandmanymore. We are
committedto continuingto developonlineanddigitalservicesYou canfollow uson Sociamediafor
news and information updateés

https://www.facebook.com/OspreyHousing/

Tenants will also have access to the Tenant Portal of our housing database, Homemaster.
You will have received communication with a temporary password and instructions on how

to access the site. If you require this to be issued to you again, please contact Customer
Services who can do so. Please note , you require to have an email address with us to obtain
access.

Introduction - About Us
Our Vision - To make a difference every day.

Our Mission - To provide high quality affordable housing and services to people in the
communities we serve.

Our Values

1. Ambition and Achievement o we are a high performing organisation delivering through
innovation and challenge .

2. Equality and respect 0 We recognise and celebrate the unique value in everyone .
3. Quality and Professionalism & we strive to deliver high standards

4. Agile and Responsive 8 we are flexible and quick to deal with change wi  th out diminishing
our delivery .

Osprey Housing is amdependent not for profit businesses with joint objectives based on providing and
managing high quality housing acrosd\thetheast of Scotland.


https://www.facebook.com/OspreyHousing/

Ospreyis an ambitious, dynamic, caring housaisgociatiorand service provider with a clear

vision of omaking a difference every dayéo. Wi th a
great homes irplaces where people want to livehelping support and contribirtgto

communities throughout Aberdeenshire, Moray and the City of Aberdeen. We cater for a broad

spectrum of housing needs and have a clear social purpose in striving to help a wide cross section

of people.

Osprey Housing has approx. 1800 social rented homes across the North East of Scotland with a
growth ambition to continuing developing more and better homes whilst delivering continually
improved services for our tenants and customers.

We are passionate about the homes we provide and, as an organisation we are constantly evolving
and embracing chang®ur culture envelopes both equality and sustainability whilst making
customers the focus of everything we dé/e have a clear commitment to continuously improving
efficiency, performance, and value for money. We have invested in new technology and digital
services to provide 24/7 access to services whilst retaining the right balance of personal contact
and supportfor our customers.

We invest in our people, value our staff team and have a strong ethos of professionalism and
respect.

Governed by a Board of voluntary serving nerecutiveDirectors, Osprey has 33 full time and 4
part-time members of staff. The organisation is managed by a CEO and Senior Leadership team
with an operational and business support structure that is agile and responsive.

Equality and Diversity

Equalityanddiversityis encompassethto how we provideall our servicedn afair wayto ensure
we try to meet the needs othose from all walks of life. We aim to show respect, fairness and
understanding in everything we do.

In practice,it meansasalandlordandserviceproviderwe try to treat everyonefairlyregardlesof
their personal characteristiod including forexample, their age, sex, sexual orientation, disability,
race,religionor belief;or their marriageandcivil partnershipgenderreassignmenr pregnancy
and maternity status.

We always try our best to find out what our tenants and customers individual needs are, and
understanchow we canmeetthem. If you haveparticularneedsor preferencesin terms of how
you access our services or information, or about how we contact,ygease let us know.

To help meet the needs of tenants we can:

A Arrangefor acommunitylanguagénterpreter.

A Arrangefor a British SignLanguagénterpreter.

A Translatewritten materialsuchasleaflets postersandletters.

A Translatewritten materialinto Braille,LargePrintandor alternativeformats.

We alsohaveportableloop systemsavailablén our offices We provideaccessiblefficeshowever,



home visits may be arranged if you cannot visit our offices.

We have an Equality and Diversity policy which is available upon request, or is available to
downloadHERE. Thiscommitmentspansallof Osprey Housing activitiesanddiscriminatioror
harassment of any kind is not tolerated.

FREEDOM OF INFORMATION

The Freedom of Information (Scotland) Act 2002 gives everyone a right of access to information
held by Scottish public authorities.

Osprey Housing has been designated as a Scottish Public Authority by an order made under
section 5 of the Act, known a8 ffle Freedom of Information (Scotland) Act 2002 (Designation of
Persons as Scottish Public Authorities) Order 2@lL3.

CONTACT US

If you have a request for information, please complete and submit our Freedom of Information
Request Form.

Requests can also be made in writing, by email, video or audio tape. If you have any questions or
require a copy of the Model Publication Scheme 2016 or the Guide to Information in a different
format, please contact us at:

Corporate Services

t: 01224 548000
e: foi@ospreyhousing.org.uk

https://www.ospreyhousing.org.uk/abeus/freedomof-information/fotrequestform

WITHHOLDING INFORMATION

Under Freedom of Information legislation, information maywbthheld if there is a good reason
for doing so.

If we withhold information, we will let you know why. If you are unhappy with our decision, or
with the way we have dealt with your request, you can ask us to review our decidipou do

not agree with the outcome of the review, you can ask the Scottish Information Commissioner to
investigate.


https://www.ospreyhousing.org.uk/images/2._GCS_2.3_Equality_and_Diversity_Policy_APPROVED_may21.pdf
mailto:foi@ospreyhousing.org.uk
https://www.ospreyhousing.org.uk/about-us/freedom-of-information/foi-request-form

Data Protection - Your Right to Privacy and Confidentiality

We collectandholdarangeof6 p e r is 0 fn @ f @@Utaurdemaits residentsandother service
users.Thisisnecessaryor usto carry out our everydayusinesgndprovidehighqualityservices.

There are strict laws however, regarding how we collect, store and use such information. In particular,
the DataProtectionAct requiresusto ensureinformationis:

A Fairlyandlawfullycollectedandprocessed

A Only usedfor limited, clearandwell explainedourposes

A Adequateandrelevantto our needsandnot excessivén detail

A Accurateandupto date

A Not keptlongerthannecessary

A Processedh accordancevith your rights

A Securelstored

Importantly, this means:

A Whereverwe askyou for informationwe will tell youwhy we needit.

A We will only shareinformationaboutyou with other organgationsprovidedwe haveavalid,legal
reasonfor doingso. Thismightincludefor examplewherethe other organgationis providinga
servicedirectlyto you on our behalfWe will normallyhavetold you aboutthisin advance.

A We will sometimesaskyouto confirmthe informationwe hold aboutyou is accurateandup to
date.Youshouldtell uswheneveranyof your personaldetailschange.

A Where we askyouto provided s e n personaivref o r m éot ekanplaaboutyour racial
backgroundr healthd we will askyouto specificallgonfirmyouarehappyto providethis.

A We will not passyour informationto companieshat areinvolvedin anyform of marketing
activityor to otherswho cannotdemonstrateareasonablendvalidneedto obtainit.

The DataProtectionAct givesyou somespecifiaights. Thisincludesaright to askusfor acopy

of informationwe hold aboutyou andyour tenancyWe maychargeafeefor providingthis
information.Youalsohavearightto askusto changeblock,eraseor destroyanyinaccurate
informationwe hold aboutyou. We are happyto providefurther detailsabouthow we handleyour
informationd andyour rightsin relationto thisd onrequest.




Section 2 Your Tenancy

Rights & responsibilities

As atenantyou havevariousrightsandresponsibilitiesAs your landlord,there are alsoa numberof
thingswe mustandcando. Your tenancyagreemensetsout the conditionsof your tenancyin detail.
By signingt you havelegallyagreedto theseconditions.We are happyto explainanyaspectof your
tenancy agreement and answer any questions you may have.

Most Ospreytenantswill havea ScottishSecureTenancy(SST)The TenancyAgreementis basedon
a standardmodelissuedby the ScottishGovernment.t reflectslegalrequirementsandbesthousing
managemenpractice.

Therearealsoanumberof important provisionsyou shouldbe awareof that mayaffectyour tenancy.
Our Managing enancie$olicyexplainseeachof thesetenancyrelatedchangesn detailandthe process
associatedvith eachprocess.More information can be found on our websi#ERE.

Joint Tenancy

You canaskto hold your tenancyjointly with anothermemberof your householdAs ajoint tenantthey
would berequiredto signthe tenancyagreementandassuchagreeto alltenancyconditions.Thismeans
the property mustbetheir only or mainhome.It alsomeanghey arejointly liablefor allresponsibilities
including the payment of rent.

Household changes

You mustadviseusimmediatelyof anychangesn your householdThisincludedetting us know if anyone
no longerliveswith youor anyoneis movingin with you. Failureto notify uswhensomeonemovesinto
the property canaffecttheir rightto assignatiorsuccessionr other tenancychangesTo update your
household information please complete the foHERE.

Assignation

You canaskusfor permissiorto passor 6 a s gourgenamcyto anothermemberof your household.
Again there are conditionsrelatingto this,whichwe are happyto explain.We will not unreasonably
refusepermissiorto assigratenancy However, we will carefullyconsiderall relevantcircumstances.
We will for example refuse permission if the arrangement would lead to the property becoming
overcrowded or underoccupied. We may also ask you to meet other conditions.


https://www.ospreyhousing.org.uk/your-tenancy
https://eu.jotform.com/Ospreyhc/tenant-contact-form

Transfers / Exchanges

If you are an existing tenant of Osprey Housing, to be considered for an internal transfer you must
register for an application througlvww.thesehomes.com

We will favaur 25% of all vacancies for internal transfers and indicate on the advert where priority
has been given for existing Osprey tenafits.find out where Osprey have housing stock please visit
our interactive map

https://www .ospreyhousing.org.uk/our -homes

Youhavetherightto applyto 6 mu t e a ¢ h @megalydwaphomeswith anothertenant.Theycan
be atenantof anyhousingassociatioror council.Thiscanbe agoodwayof findinganotherhomethat
ismore suitablefor your needs Againwe arehappyto explainthe detailedconditions.

Visitwww.houseexchange.org.uk to view propertiesavailabldor exchanger advertiseyour hometo
be consideredPlease contact Osprey Housing and any of the other relevant landlords, to receive the
necessary forms for you to complete.

In the instance oboth transfers and exchanges, it is important you have maintained your tenancy
conditionswith aclearrent accountandproperty in good condition.If youwould like to discussyour
housingoptions,pleasecontactyour HousingOfficer for more informationandadvice.

Ending your tenancy

Youarerequiredto giveusatleast28 daysnoticeto endthe tenancyThisnotice mustbe in writing by
completingatenancyterminationform, asasignaturdasrequiredin order to confirmthat youwishto end
the legalcontract. You can also submit your notice via an online form HERE. When you adviseus
thatyouwishto leaveyour property, we will makeanappointmento visityour home.

Thiswill allowusto fullydiscusghe conditionof your property, andwhetherthere will beanywork to be
completedfor whichyouwill haveto paythe costs.Thiscouldcoverthingssuchas:

A Holesin doors or walls

A Damageo kitchenor bathroomfittingsbeyondreasonablavear andtear

A Removabf alterationwork whichhasnot beenapprovedby the Ospreyi.e.showers
A Untidy garden

You shouldcheckthat your rent accountis paidin full andthat allkeysto the property are handedn.
The property mustbe clearedof all furniture andbelongingdrailureto do this maymeanthat you will be
charged forthe cost of removal.


http://www.thesehomes.com/
http://www.ospreyhousing.org.uk/our-homes
http://www.ospreyhousing.org.uk/our-homes
http://www.houseexchange.org.uk/
https://form.jotformeu.com/Ospreyhc/notice-of-terminationv1

Tenant passing away and Succession rights

Thetenancyshallpasdo eitherthet e n aspotségatenantleftinthe houseor amemberof the family

over 16 yearsof age providingthe homehasbeenthe p e r s pintipafresidencefor at leastone year

prior to thet e n adeath.@here are exceptiongo thisrule & for examplewhere property is apurposebuilt
disabled property and there is no longer a need in the household for disabled facilities. Carers may also be
consideredor the tenancyif appropriate.

Subletting/Taking in lodgers

Youwill needpermissiorfor anychangeivolvingsomeonenew movingin to your home,andit isimportant
thatyoulet usknow if there will beachangeo who livesin your property.

Beforesublettingyour property or takingin alodger,you mustsubmitanapplicatiorform. Beforeapproving
or declininganapplicatiorto subletor takein alodger,ahomevisitwill needto take placewith your
HousingOfficer. Pleas&ontact your HousingOfficer for more adviceandguidancen this processandto
make an application.

Abandonments

If we believethat you are no longerlivingin your home there are setproceduresthat we canfollow to allow
usto repossesshe property. It istherefore importantthat youlet usknow if you intendbeingawayfrom
your homefor anylengthof time sothat thisactioncanbe avoided.

If youwouldlike further informationaboutthe proceduresfor dealingwith suspectec@bandonegroperties,
pleasecontactus. If you believea property in your neighborhoochasbeenabandonegbleasecontactyour
HousingOfficer.




