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Equality and diversity lies at the heart of our 
business and we aim to establish Trust as 
a leader in the promotion of equality and 
diversity and as an organisation which is fully 
inclusive in everything we do – we expect our 
partners to share these values.

We don’t believe in the single story or 
stereotypes and recognise that people and 
their experiences are made up of many 
stories. We value diversity and aim to make 
sure our services are tailored and accessible 
to different needs.



Our Quality Promise
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We deliver two quite distinct 
types of service. 

The first is our landlord 
service which covers things 
such as allocations and 
lettings, rents, repairs, 
communication, tenant 
participation and complaints. 

The second is our care 
and support service which 
includes completing a 
personal plan. Other 
support may include 
responding to emergencies, 
form filling, personal care, 
assistance with medication 
and contacting other 
agencies. 

These two areas of service 
are quite different in terms 
of the impacts that they 
are likely to have on our 
customer’s lives. Therefore, 
we have split our quality 
promise into two sections. 

1. The landlord service is 
covered by Our Quality 
Homes Promise and  

2. The care and support 
service is covered  
by Our Quality of  
Life Promise.

Our Areas of Promise

Our customers are at the heart of 
everything we do. It’s extremely 
important to us that we deliver the 
right services to our customers, 
services that our customers want 
and need. 

One of our core values that feature  
in our mission statement is quality – 
we strive to provide quality homes and 
services and to continually improve  
on how we do this. Our Quality 
Promises compliment, and in places 
enhances, the Government’s Scottish 
Social Housing Charter Outcomes  
and standards.

This document details our approach to 
providing a quality service and quality 
homes to our customers. It is intended 
to meet a number of objectives: 

• Tell customers and potential 
customers how we measure the 
quality of the services that we 
deliver to improve and enhance 
their lives.  

• Streamline our activity around 
self-assessment and evidence 
gathering, pulling all of this activity 
under one framework.  

• Sharpen our focus on what we are 
trying to achieve - which is Quality 
Outcomes for our customers 
above all else.

So what do we mean by Outcomes?
Outcomes are words to describe the 
difference a service/support makes to 
someone’s life.

Outcomes are about how we have a 
positive impact upon the lives of our 
customers. This could be through 
the homes that we are providing or 
through the services that we deliver. 

For example:
Feeling safe since having moved to 
the development.

Having things to do since joining the 
tenants group.

Our Quality Promise seeks to ensure  
that these outcomes are as positive  
as they can be.

We Care About Our People “ I believe that services of the 
highest quality should be the 
minimum expectation for all 
of our customers. We will 
work tirelessly to ensure that 
their expectations are not 
only met, but exceeded”  
Bob McDougall, Chief Executive



Our Quality Homes Promise

As a landlord, we provide 
a range of services, from 
supplying of homes, 
management of our 
application process and 
waiting list, allocation of 
homes, maintaining our 
homes and providing a 
repairs service, through 
to communicating with 
customers and dealing  
with antisocial behaviour  
and complaints.
Our Quality Homes Promise pulls together the 
main areas of our landlord service. We have 
looked at what customers feel are the most 
important elements provided by landlords. 
We have also looked at feedback from our 
own customers through satisfaction surveys, 
complaints and tenant participation events. 
We also involved our customers in drafting the 
Quality Promise.

We have split the various outcomes that  
feature within Our Quality Homes Promise  
into three sections; 

A. Communication, Participation and  
Customer Care  

B. Housing and Environment 

C. Value for Money

These outcomes will be measured in a number 
of ways such as customer satisfaction data, 
complaints information, personal plans and 
by measuring how we are doing against our 
organisational standards.
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Our Quality Homes Promise 

Our complaints 
process works  
for you
It will focus on achieving 
positive outcomes for our 
customers and learnings  
for the organisation.

Our housing 
application process 
is straightforward
When you apply for a house 
with Trust you will find it simple 
and straightforward. We will 
guide you through each step  
of the way.
  

The information we 
send you when we 
offer you a home is 
easy to understand
When we offer you a home 
the information we send to 
you will be simple and easy to 
understand. We will offer you 
all of the support and guidance 
that you require throughout  
the process.

We will treat  
you fairly and  
with respect 
Our aim to treat everyone 
fairly and with respect, no 
matter their background, while 
also valuing and celebrating 
individuality. We don’t believe 
in the single story – everyone is 
made up of many experiences 
and no one person is the same.

Our communication 
with you will always 
be of the highest 
quality and in  
plain English 
This includes our website, 
newsletters, meetings and  
any direct mailings to you.

We will make sure 
you are involved
We will provide opportunities for 
you to be involved and influence 
decision making at a level that is 
comfortable for you.

We will keep you 
informed 
We will ensure you have all the 
information you need on the 
matters that may affect you.
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A.   Communication, Participation  
and Customer Care



Our Quality Homes Promise 

We will provide high 
quality housing 

Our aim is to provide high 
quality homes and services  
that represent value for  
money to you.

We will complete  
any repairs you 
require on time
We will strive to complete all 
repairs to your home within  
our stated timescales. We will 
keep these timescales under 
review and will seek to improve 
our response times  
wherever possible.

We will  
provide a quality  
repairs service
From when you report a repair 
through to the completion of 
the job you will receive a high 
quality service at each stage.

We will get repairs 
right, first time 
Our aim is to get our repairs 
right, first time, without the  
need to return.

We will provide you 
with a home that is 
safe and secure 

Our aim is everyone who lives 
in a home provided by Trust 
feels safe and secure in their 
property. 

We will help you 
make informed 
housing choices 

Our aim is that anyone who 
applies for a house with Trust is 
given good information about 
their prospects of getting what 
they are looking for and, if 
appropriate, advice about other 
housing options so that they 
can make informed choices.

We will help if you 
need support  
to maintain  
your tenancy 

Our aim is that we provide the 
appropriate support to any 
tenant who is having difficulty 
maintaining their tenancy, to 
help them remain living in  
their home.

We will provide 
homes and services 
designed to enhance 
your quality of life
Our overall aim is to design our 
homes and services to have a 
positive impact on the lives of 
our customers.

You are satisfied with 
the way we deal with 
anti-social behaviour
We will deal with this in a 
manner that ensures you feel 
safe and secure in your home 
and aim to resolve Antisocial 
Behaviour cases within 15 
working days unless we state 
otherwise.
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B. Housing & Environment 



Our Quality Homes Promise 

We will strive to provide you with  
value for money in all that we do
Our processes and services will be as efficient as  
possible in order to ensure value for money for you.

We will be open and transparent 
about how we spend every £1 
We provide you with an annual breakdown of how we 
spend each pound received. This will cover spending 
across four categories; repairing and improving 
customers’ homes, running the organisation, servicing 
and repaying our loans.
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C. Value for Money 



Our Quality of Life Promise

Our second Quality 
Promise focuses on 
our care and support 
services. Trust is not 
only a registered social 
landlord, we are also a 
provider of care & support 
services which range from 
assistance with laundry 
through to personal 
care & assistance with 
medication.
 
As the Quality of Life Promise outcomes are 
specific to each individual these will be recorded 
differently to our Quality of Homes Promise.

The outcomes will be measured in each 
individual’s personal plan within the  
following sections.

Your Health – and how well you take care  
of your health and wellbeing.

Your Social Life – and staying in touch with 
people you choose.
 
Feeling Safe and Secure – within all areas  
of your life, including financial security.

Feeling positive in your life – and anything  
you would change to make your life better.

Your Right to Dignity and Respect – and how 
you wish to be treated by staff, family and friends.

We will also monitor our Quality of Life Promise 
outcomes at every tenants personal plan review 
meeting on a six monthly basis, or sooner if 
required. Tenants will be asked whether they 
agree or disagree that overall their life is as good 
as it can be with the care and support they are 
receiving, or has been agreed at the meeting.

Reporting on Our  
Quality Promise
We will monitor our performance in achieving 
the outcomes detailed within this quality promise 
document. We will report these to our customers 
in the following ways:

• Through our website 

• Through our newsletter, Trust Talk 

• Through our Performance Report 

• Through our Self Assessment submitted  
to the Care Inspectorate 

• Through our Personal Planning  
Review process. 
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Further Information

If you have any questions or if you 
would like more information please 
speak with a member of staff at your 
development, your Service Manager  
or a member of staff at our Head Office 
in Edinburgh. 

Contact Us

Trust Housing Association
12 New Mart Road
Edinburgh
EH14 1RL
Tel: 0131 444 1200

Email: info@trustha.org.uk
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