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Osprey Housing - contact us

Office Address
Osprey Housing

22 Abercombie Court
Arnhall Business Park
Westhill
Aberdeenshire

AB32 6FE

Office open times Monday ~ Firday: 9:00am - 4:00pm

Email — enquiries@ospreyhousing.org.uk
Emails are regularly checked during office hours. Enquiries

will be responded to as quickly as possible.
Telephone - 01224 548000

Repairs - You can call us 24 hours a day, 7 days a week
« 01224 548001 (During Office Hours)
« 01224 548030 (Emergency Out of Hours service)

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

telephone immediately

Phone Lines are open
Monday~Thursday: 9:00am - 5:00pm
Friday: 9:00am - 4:00pm

website: https://www.ospreyhousing.org.uk

facebook: https://www.facebook.com/OspreyHousingl td
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Section 1

Welcome

Welcome to your tenants handbook for Osprey Housing. We aim to make information regarding your
tenancy easy to understand and accessible. We are developing and promoting access to information 24/7
through our digital services and invite you to access our tenant portal, MyHome.

Please visit https://www.ospreyhousing.org.uk/your-tenancy/tenant-portal to access on any
Computer/Laptop or smart device. You will need to ensure that the email heald on our database
matches the one you are using. If you are have any issues gaining access please email
enquiries@ospreyhousing.org.uk

Once you have gained access, you will be able to save the site on your smart device to access it like an
app.

MyHome allows you to make rent payments, access your rent balance, report repairs and access
several interactive online forms available 24/7 at your convenience.
We are committed to continuing to develop online and digital services. You can follow us on Social media

for news and information updates —

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

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

I. Ambition and Achievement — we are a high performing organisation delivering through
innovation and challenge.

2. Equality and respect — We recognise and celebrate the unique value in everyone.

3. Quality and Professionalism — we strive to deliver high standards.

4. Agile and Responsive — we are flexible and quick to deal with change without diminishing
our delivery.

Osprey Housing is an independent not for profit businesses with joint objectives based on providing and
managing high quality housing across the North East of Scotland.
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Osprey is an ambitious, dynamic, caring housing association and service provider with a clear vision of
“making a difference every day”. With a focus on quality, we aim to provide a range of great homes in
places where people want to live - helping support and contributing to 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 over 1900 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 change. Our culture envelopes both equality and sustainability whilst making
customers the focus of everything we do. We have a clear commitment to continuously improving
efficiency, performance, and value for money. We continually invest in new technology and digital
services to provide 24/7 access to services whilst retaining the right balance of personal contact
and support for 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 non-executive Directors, Osprey has 39 members of staff

who work hybridly from Our Office in Westhill, at home and on site. 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

Equality and diversity is encompassed into how we provide all our services in a fair way to ensure
we try to meet the needs of those from all walks of life. We aim to show respect, fairness and
understanding in everything we do.

In practice, it means as a landlord and service provider we try to treat everyone fairly regardless of
their personal characteristics — including for example, their age, sex, sexual orientation, disability,
race, religion or belief; or their marriage and civil partnership, gender reassignment, or pregnancy
and maternity status.

We always try our best to find out what our tenants and customers individual needs are, and
understand how we can meet them. If you have particular needs or preferences, in terms of how
you access our services or information, or about how we contact you, please let us know.

To help meet the needs of tenants we can:

* Arrange for a community language interpreter.

* Arrange for a British Sign Language Interpreter.

* Translate written material such as leaflets, posters and letters.

* Translate written material into Braille, Large Print and or alternative formats.

We also have portable loop systems available in our offices. We provide accessible offices however,



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
download HERE. This commitment spans all of Osprey Housing ’s activities, and discrimination or
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 as ‘The Freedom of Information (Scotland) Act 2002 (Designation of
Persons as Scottish Public Authorities) Order 2013

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/about-us/freedom-of-information/foi-request-form

WITHHOLDING INFORMATION

Under Freedom of Information legislation, information may be withheld 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 decision. If you do
not agree with the outcome of the review, you can ask the Scottish Information Commissioner to
investigate.
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Data Protection - Your Right to Privacy and Confidentiality

We collect and hold a range of ‘personal information’ about our tenants, residents and other service
users. This is necessary for us to carry out our everyday business and provide high quality services.
There are strict laws however, regarding how we collect, store and use such information. In particular,
the Data Protection Act requires us to ensure information is:

* Fairly and lawfully collected and processed

* Only used for limited, clear and well explained purposes

* Adequate and relevant to our needs and not excessive in detail
* Accurate and up to date

* Not kept longer than necessary

* Processed in accordance with your rights

* Securely stored
Importantly, this means:
* Wherever we ask you for information we will tell you why we need it.

* We will only share information about you with other organisations provided we have a valid, legal
reason for doing so. This might include for example, where the other organisation is providing a service
directly to you on our behalf. We will normally have told you about this in advance.

* We will sometimes ask you to confirm the information we hold about you is accurate and up to

date. You should tell us whenever any of your personal details change.

* Where we ask you to provide “sensitive personal information” — for example, about your racial
background or health — we will ask you to specifically confirm you are happy to provide this.

* We will not pass your information to companies that are involved in any form of marketing
activity or to others who cannot demonstrate a reasonable and valid need to obtain it.

The Data Protection Act gives you some specific rights. This includes a right to ask us for a copy

of information we hold about you and your tenancy. We may charge a fee for providing this
information. You also have a right to ask us to change, block, erase or destroy any inaccurate
information we hold about you. We are happy to provide further details about how we handle your
information — and your rights in relation to this — on request.




Section 2 Your Tenancy

Rights & responsibilities

As a tenant you have various rights and responsibilities. As your landlord, there are also a number of
things we must and can do. Your tenancy agreement sets out the conditions of your tenancy in detail. By
signing it you have legally agreed to these conditions. We are happy to explain any aspect of your tenancy
agreement and answer any questions you may have.

Most Osprey tenants will have a Scottish Secure Tenancy (SST). The Tenancy Agreement is based on
a standard model issued by the Scottish Government. It reflects legal requirements and best housing
management practice.

There are also a number of important provisions you should be aware of that may affect your tenancy.
Our Managing Tenancies Policy explains each of these tenancy related changes in detail and the process
associated with each process. More information can be found on our website HERE.

Household changes

You must advise us immediately of any changes in your household. This includes letting us know if anyone
no longer lives with you or anyone is moving in with you. Failure to notify us when someone moves into
the property can affect their right to assignation, succession or other tenancy changes . In most instances,
an individual must be recorded as living at the property as their main and principal home for a period of 12
months to be eligible to apply for any of the above tenancy changes. To update your household information
please report the change through the tenant portal or complete the form HERE.

Joint Tenancy

You can ask to hold your tenancy jointly with another member of your household. As a joint tenant they
would be required to sign the tenancy agreement, and as such agree to all tenancy conditions. This means
the property must be their only or main home. It also means they are jointly liable for all responsibilities
including the payment of rent.

Assignation

You can ask us for permission to pass or ‘assign’ your tenancy to another member of your household.
Again, there are conditions relating to this, which we are happy to explain. We will not unreasonably refuse
permission to assign a tenancy. However, we will carefully consider all relevant circumstances. We will for
example refuse permission if the arrangement would lead to the property becoming overcrowded or
under-occupied. We may also ask you to meet other conditions.
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Transfers /| Exchanges

If you are an existing tenant of Osprey Housing, to be considered for an internal transfer you must register

for an application through www.thesehomes.com

We will favour 25% of all vacancies for internal transfers and indicate on the advert where priority

has been given for existing Osprey tenants. To find out where Osprey have housing stock please visit
our interactive map -

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

You have the right to apply to ‘mutually exchange’ or legally swap homes with another tenant. They can
be a tenant of any housing association or council. This can be a good way of finding another home that
is more suitable for your needs. Again, we are happy to explain the detailed conditions. Osprey do not

hold a mutual exchange list, therefore tenants will require to find potential exchanges themselves. Please
contact Osprey Housing and any of the other relevant landlords, to receive the necessary forms for you to

complete once you have found another party to apply to exchange with.

In the instance of both transfers and exchanges, it is important you have maintained your tenancy
conditions with a clear rent account and property in good condition. If you would like to discuss your
housing options, please contact your Housing Officer for more information and advice.

Ending your tenancy

You are required to give us atleast 28 days notice to end the tenancy. This notice must be in writing by
completing a tenancy termination form, as a signature is required in order to confirm that you wish to end
the legal contract. You can also submit your notice via an online form HERE. When you advise us
that you wish to leave your property, we will make an appointment to visit your home.

This will allow us to fully discuss the condition of your property, and whether there will be any work to be
completed for which you will have to pay the costs. This could cover things such as, but not limited to:

* Holes in doors or walls

* Damage to kitchen or bathroom fittings beyond reasonable wear and tear

* Removal of alteration work which has not been approved by the Osprey i.e. showers
* Untidy garden

You should check that your rent account is paid in full and that all keys to the property are handed in.
The property must be cleared of all furniture and belongings. Failure to do this may mean that you will be
charged for the cost of removal.
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Tenant passing away and Succession rights
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Section 3 Rent And Benefits
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Section 4 Compliments,
Complaints, and feedback
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Section 5 Neighborhood Services
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Section 6 Repairs and Maintenance
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