RESPONDENT INFORMATION FORM

Please Note: that this form must be returned with your response to ensure that we handle your response appropriately.

1. Name/Organisation

Organisation Name

	Scottish Public Services Ombudsman


Title
Mr  FORMCHECKBOX 

Ms  FORMCHECKBOX 

Mrs  FORMCHECKBOX 

Miss  FORMCHECKBOX 

Dr  FORMCHECKBOX 

       Please tick as appropriate

Surname

	Gray

	


Forename

	Emma


2. Postal Address

	4 Melville Street

	Edinburgh

	

	

	Postcode EH3 7NS
	Phone 0800 377 7330
	Email: fpaterson@spso.org.uk


3. Permissions

I am responding as…
	
	
	
	Individual
	/
	Group/Organisation
	
	
	

	
	
	
	 FORMCHECKBOX 

	
	Please tick as appropriate
	
	 FORMCHECKBOX 

	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	(a)
	Do you agree to your response being made available to the public (in Scottish Government library and/or on the Scottish Government web site)?

Please tick as appropriate  Yes  FORMCHECKBOX 
 No
 FORMCHECKBOX 

	
	(c)
	The name and address of your organisation will be made available to the public (in the Scottish Government library and/or on the Scottish Government web site).



	(b)
	Where confidentiality is not requested, we will make your responses available to the public on the following basis
	
	
	Are you content for your response to be made available?

	
	Please tick ONE of the following boxes
	
	
	Please tick as appropriate
 FORMCHECKBOX 
 Yes
 FORMCHECKBOX 
 No

	
	Yes, make my response, name and address all available
	 FORMCHECKBOX 

	
	
	
	

	
	
	Or
	
	
	
	

	
	Yes, make my response available, but not my name and address
	 FORMCHECKBOX 

	
	
	
	

	
	
	Or
	
	
	
	

	
	Yes, make my response and name available, but not my address
	 FORMCHECKBOX 

	
	
	
	

	
	
	
	
	
	
	

	(d)
	We will share your response internally with other Scottish Government policy teams who may be addressing the issues you discuss. They may wish to contact you again in the future, but we require your permission to do so. Are you content for Scottish Government to contact you again in relation to this consultation exercise?



Please tick as appropriate

 FORMCHECKBOX 
 Yes

 FORMCHECKBOX 
No


QUESTIONNAIRE

QUALITY IN COMMON: RESIDENTIAL PROPERTY MANAGERS AND LAND MAINTENANCE COMPANIES IN SCOTLAND
CORE STANDARDS FOR A  VOLUNTARY ACCREDITATION SCHEME – DRAFT FOR CONSULTATION
Section 1 – Property management services
Question 1: Does Section 1 cover the key information that customers should receive from their property manager?   Are any important elements missing?
	No Comment.



Section 2 – Communication and consultation
Question 2: Does Section 2 cover the key matters relating to communications between the property manager and customer?  Are any important elements missing?      
	No Comment.



Question 3: On Standard 2.1 – we would welcome views on current best practice for response times for general communications between property manager and client.
	No Comment.



Section 3 – Financial obligations
Question 4: Does Section 3 cover the key points in the financial relationship between property managers and their customers?      

	No Comment.



Section 4 – Debt Recovery
Question 5: Does Section 4 cover the key matters arising in situations where an owner has not paid his or her share of the costs?      

	No Comment.



Section 5 – Insurance
Question 6: Does Section 5 cover the key points in situations where insurance is arranged by the property manager?           

	No Comment.



Section 6 – Contractors and repairs
Question 7: Does Section 6 cover the key points relating to contractors and repairs?    Are any important elements missing?       
	No Comment.



Section 7 – Complaints resolution 

Question 8: Does Section 7 cover the key aspects of complaints handling?   

	See attached letter.



Question 9: On Standard 7.3 – we would welcome your views on the timescales for responding to complaints.

	See attached letter.



Section 8 – Staff training

Question 10: Does Section 8 cover the key information relating to staff training?   Are any important elements missing?   
	No Comment.



Additional questions
Question 11: What should the implications be for property managers who breach the standards?

	No Comment.




Question 12: Do you have any other suggestions for raising standards in the property management industry?

	No Comment.




Question 13: When we prepare the equalities impact assessment, are there any particular issues we need to consider in relation to:

· Age

· Disability

· Gender

· Lesbian, Gay, Bisexual and Transgender

· Race

· Religion and Belief?

	No Comment.




Question 14: Do you have specific views on who might act as the host body for the accreditation scheme?
	No Comment.
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