











What can | expect when | write
or email you?

If you send a letter or
email us, we will reply
within five working days.
If we cannot reply within five
working days, we will write and
explain why not and tell you
when you can expect a reply.

What can | expect when you
write to me?

When we write to you, our letters
will be polite and will contain a
clear and considered response.
They will be addressed to you
personally, and will contain

the date and name of who

to contact if you have any
questions. We use second-class
post unless we need o get
something to you the next day.

We can write to you in
your first language if this
is not English, in Braille or
large type. We can also
prepare an audio tape
or CD for you. O, if you
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prefer, we can visit you
at home or speak to
you over the telephone
about any letters.

©)

What can | expect when you
come to my home?

We will fry to arrange a mutually
convenient time if we are visiting
you at home. Where necessary,
we will confirm appointments in
writing in advance.

We, and people working for us,
such repairs and maintenance
contractors, will tell you who we
are and show you an identity
card. If you have any doulbfts
about someone who calls at
your home, you should not allow
them in and should call us to
confirm that they are who they
say they are.

If we cannot keep an
appointment or we are delayed,
we will try to contact you and
make alternative arrangements.
Please contact us if you cannot
keep the appointment.
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We will respect your home, your
privacy and your customs and
culture. Contractors working for
us must adhere to our Code of
Conduct when they are in your
home.

Information about you

For a copy of our Code
of Conduct, call
0131 657 0600

What information do you hold
on me”?

We keep records of all our
tenants, including personal
details and these may be
recorded on our computers or in
paper files.

The Data Protection Act (1998)
gives you the right fo access
your personal information.

We respect your rights to
confidentiality and the disclosure
of information relating to you.
We will comply with the Data
Protection legislation in

this respect.
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Can | see the information you
hold on me?

If you want to see the
information we hold on you, you
need to write to us telling us your
name, address and details of
any specific personal data that
you are interested in.

We might need to ask you some
questions so that we can check
your identity before releasing
information. We must reply within
40 days. We can provide you
with a copy of the data or you
can come to an office to see it.
If you think the information we
hold about you is incorrect, you
can ask us to amend it.

There are exceptions allowed
in law and we may have to
withhold information from you.
If this is the case, we will
explain why.

You can contact us and/or the
Information Commissioner for
more information, or if you are
unhappy with the way we have
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dealt with your request
and/or personal information.
For more information,
contact the Information
Commissioner’s helpline
on 08456 306060 or
01625 54575 or visit
WWW.iCO.goV.uk

Equality and diversity

Castle Rock Edinvar aims to be
fully accessible to everyone

- we value the diversity of

our customers, staff and
stakeholders at all fimes and
are committed to removing
inequality and discrimination.

Our services are sensitive to
the needs and requirements
of different cultures and
communities. We will treat you
fairly and sensitively.,

We can help if you have any

specific requirements such as
inferpretation, translation or
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other communication needs.
Also, please tell us if you prefer
someone of the same sex to
meet you at your home or in the
office.

If this has not been your
experience, please

let us know so that
we can improve our
service. You can speak
to your housing officer
of sheltered housing
manager about this.

Learning from you

How can | give you feedback?

From fime to time, we will ask
you what you think of different
areas of our service, how
satisfied you are with each area
and how important you think
each one is.

We do this over the telephone,
by post, face-to-face surveys,

mystery shopping and through
focus groups. We need to hear
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your views so that we can make
improvements.

Can I make a suggestion
right now?

You don’t need to wait to be
asked to take part in a survey.
We are always keen to hear
your comments, views and
suggestions. Don’t feel that you
can only tell us when something
goes wrong. We also need to
know when we are doing things
right, and we want to hear your
ideas on how we can do things
differently in the future.

What if things go wrong?

Callus on 0131 657 0600
or email customer@
castlerockedinvar.co.uk

We aim to provide a high
quality, professional service but
we know that sometimes things
can go wrong. If you are not
happy with something, please
let us know and we will do our
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best o put things right as quickly
as possible.

I am still not happy, how do
| complain?

We have a complaints process
in place to deal with situations
where our service has not met
our high standards. We welcome
the opportunity to address

your complaints and you can
contact us by email, by post,
over the phone, orin person at
one of our offices.

Complaints will be dealt with

as quickly as possible, handled
fairly and sensitively and fully
investigated. We acknowledge
all complaints within fwo working
days and promise 1o send you a
response within 10 working days.
If this is not possible, we will write
to you explaining what is being
done and when you can expect
a full response.
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We aim to resolve all complaints
in this way, but will tell you how
to appeal if you are not happy
with our response. We will also
tell you how you can contact
the Scoftish Public Services
Ombudsman (SPSO) if you are
not happy with the outcome of
an appeal.

We welcome your complaints as
a valuable way of helping us to
improve our service. We need to
know what we are doing wrong
in order to put things right.

For a copy of our
@ Complaints Policy,
call 0131 657 0600
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About Castle Rock Edinvar

Castle Rock Edinvar is one of Scotland’s largest
housing associations and is responsible for more
than 6,000 homes across Scotland. It provides

a choice of affordable homes for rent and sale
including shared equity, as well as a range of care
and support services that help vulnerable people
live independently in their home. It also provides
property management services to homeowners.

A member of the Places for People Group, Castle
Rock Edinvar contributes to the Group’s vision of
creatfing sustainable communities where people
are proud to live and where they have the
opportunity to prosper.

& Castle Rock Edinvar Housing Association
1 Hay Avenue
Edinburgh
EH16 4RW

= 0131 657 0600

customer@castlerockedinvar.co.uk
www.placesforpeople.co.uk

A Scoftish Charity No. SC006035
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