Summer 2010
Customer Satisfaction Survey
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We have commissioned an independent market
research company Research Resource, to carry
out a customer satisfaction survey on our behalf.

The survey will ask all tenants which aspects of our services you are happy with,
how you rate these services, and which areas you think could be improved. By making your views
known to us, you will help influence the service you receive in the future.

All tenants will receive a questionnaire in July. You will be asked to complete and return it to
Research Resource using a pre-paid envelope. Research Resource can also provide help to anyone
who may have difficulty filling in the questionnaire.

The information you provide on the survey will be entirely confidential and no-one from Eildon
Housing Association will see your individual answers. Research Resource will provide Eildon with a
report of the findings which we will share with tenants in a future newsletter.

Your views are important, and it really does make a difference. For example, in response to a
previous survey, tenants said that we needed to improve the window cleaning service and we
worked with the contractors to do this.

There will be a prize draw - so if you want to have a chance of winning,
please complete the questionnaire!

NEW OFFICE OPENING HOURS ;

We have looked at the number of visitors to our office in Selkirk and al_s& |
the volume of telephone calls we receive at various points in the day &%
and have concluded that revised opening hours can be implemented
without diluting the service we provide.

From Monday 2 August, our opening hours to the public will be:
Monday- Thursday 8:45am-5pm and Friday 8:45am-4pm
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Following the retirement of Peter Lee on the 9 April after 25 years
as Chief Executive of Eildon Housing Association, the new Chief
Executive Nile Istephan shares his thoughts on what the future

holds for Eildon and affordable housing in the Borders.

Nile Istephan

ol am only a few weeks into the job but alrleady
have spent some time having a look around at our housing stock and care provisitwoth old and new-

to get a sense of the communities we operate within and how tenants and residents use the spaces they
live in. However, the Borders is a big area and it will take me a little time to get around everywhere that

we have a presence.

So, what are my impressions so far? In my previous role working for the Scottish Government, | was aware
of the good reputation Eildon has for being a leading Registered Social Landlord, and after what | have

seen so far, | can certainly see why that is the case.

However, as with life in general, there is always more to do and other challenges to face. We live in a
changing environment, and we are still in the grip of difficult economic times that will have an impact on
us all in terms of jobs, taxes and public service provision. In addition to all of this we are faced with the
challenge of playing our part in reducing carbon emissions in line with climate change legislafian

tricky task on its own.

So, there is a lot for us to doHowever, in addressing these challenges we need to keep a clear focus on
our core businessd providing high quality housing and care services. to our tenants and residents.

We are about to embark on a customer satisfaction survey, and | would urge all customers to complete
the questionnaire and give us the feedback we need to develop the organisation for the future. In addition
to this opportunity to influence what we do, there is also space on our Board for further tenant
representation and, of course, the opportunity to get involvedith the very active Eildon Tenants
Organisation (ETO). | value all these channels of communications and | welcome any thoughts you may

have on how we improve on them.

It is my responsibility to ensure the achievements of Eildon to date are sustained and built on for the
future. While some of the challenges that we face are significant, | am confident that we are well placed
with good housing stock, a committed and capable staff team and a strong and effective Board. | look

forward to serving Eildon in the years ahead. o
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Contact us on tel. no. 0845 604 3733
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What did you do before you became involved with Eildon?

After leaving St Andrews University with a PhD in physical organic chemistry | spent a year and a half in the
Chemistry Department at Case Western Reserve University in Cleveland , Ohio where | worked in the research

group of a future Nobel prizavinner. Following that | returned to the UK and worked for some twelve years with ICI.

From ICI joined the Scottish College of Textiles in Galashiels where latterly | was Vice Principal. We negotiated the
merger with HerioidWatt University where | became Dean of the Faculty of Textiles. Until recently | was Vice

Chairman of the Scottish Borders Medical Research Ethics Committee.

What do you like best about your involvement with Eildon?

| like being able to use my past experience to contribute to Eildon which performs such an important role in the
Borders to so many people.

Also | like working in a high quality, well run organisation with fellow Board members and Eildon staff who are
committed and enthusiastic. Additionally there is considerable satisfaction and pride to be gained in seeing the end
products of our development activities.

What are the key tasks for the ViecEhairman?

My key role is to support the Chairman and her activities and to stand in where required. The-Citairman is also
a member of certain committees and groups and is an authorised signatory for certain legal and financial
documents.

Anything you dondét enjoy?
| am unable to think of anything.
Hopes for the future of Eildon?

I hope that, under the new Chairman and Chief Executive, we respond appropriately to changing circumstances and
develop strongly from our excellent current position. Underpinning all this we must constantly remember the

fundamental reasons for the existence of Eildon and its importance to the people it serves.

General interests?

| am interested in railways and work as a volunteer for several weeks in the year on the Talyllyn Railway in Wales.
Some of the original steam locomotives are still operating. Railways must be in the blood because my grandfather
and great grandfather were stationmasters at Edrom in Berwickshire. Unfortunately | operate on a smaller scale
running a model railway in the garden. Other interests include watching rugby, playing -

gol f and gardening. (And hel ping to my \
Best thing about the Scottish Borders?

The Borders is an attractive rural area with interesting small towns and outstanding
scenery. People are very friendly and everyone speaks to everyone else. It is a gree

area in which to bring up a family.
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Right To Repair

We are required, by law, to remind you of Right to Repair each year. Right to Repair
introduced a new category of repair - Qualifying Repairs. These are listed below along with
details of arrangements for dealing with them and the circumstances when compensation
may be paid should the Association fail to meet the response times set out below:

If you make a repair request we will check this to see if it is a Qualifying Repair and, if this is the
case, we will tell and you will receive a letter of explanation along with your copy of the Works Order.
We also look at all Qualifying Repairs each quarter to see if we think compensation should be paid
but we also welcome enquiries from tenants should they feel that a particular Qualifying Repair
should be considered.

" _ Repair
Qualifying Repair

If these response times are not achieved, you may be paid compensation. The amount of
compensation paid will be £15 plus £3 for every extra working day it takes to complete the repair
after the date originally set. The maximum amount of compensation is limited to £100 for any one
repair. Compensation may not always be paid, for example, when circumstances outwith the
control of the Association or the Contractor prevent the repair being carried out in time.

*Required response times are calculated from the day following the date the repair is reported.
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Contact us on tel. no. 0845 604 3733

Service on 17 August 2010.

An Inspector Calls

care CO
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The Care Commission will inspect our Tenancy Suppt ﬁ Dav e HU nOﬁ\c

A random selection of people who use the service will
be sent a questionnaire about the service. Whether or Cf"e M
not you receive a questionnaire, if you would like to Bmgesﬂe 1SW

pass your views on this service to the Care Commission Ga\ash‘e 66 0V sn@cal

please contact Dave Hutchinson >>>

For more information about the inspection
please contact Debbie Cunningham,

Tenancy Support Coordinator on: —

01750 725900.

N.B. this inspection does not affect sheltered I

housing tenants.

Prize Winners

Satisfaction Survey
Prize Draws

Many thanks to all who have taken
time to complete our repair and new
development satisfaction surveys.

A20 voucher is on
Mr Gold of Galashiels

£10 vouchers are on their way to:
Mr & Mrs Glasgow of Cardrona
Ms Bass of Jedburgh

Mr Mather of Innerleithen

And one of our tenants in Kelso

Well done to all the winners!
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improved access for Customer Service

If youare calling Scottish Borders Councilone call

does it all, opening hours have been extended¥ou

can now call SBC Customer Services team on
0300 100 1800 from:

Monday to Friday 8am until 5pm;Thursdays 8am unti

8pm; Saturdays 9am until 12pm

Find out more about SBC opening hours at
www.scotborders.gov.uk
&rememberd one ¢ al Iwhehygosa call i

0300 100 1800

I tds way to:

CHOICE-HOMES

With this newsletter you will find
details of all allocations of
Eildon properties made through
Borders Choice Homes between
1 March 2010 and 31 May 2010.
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