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Board and Customer Panel site tour, Newtown St Boswells

Introduction
Each year we provide you with
information about how we are
performing against the standards set
out by the Scottish Government and
monitored by the Scottish Housing
Regulator.
This year, we have also included
some more information about our
supported and extra care housing, our
Borders Care and Repair service, and
some of the other ways Eildon Makes
a Difference.
To allow us to identify areas for
improvement quickly, we carry out
a customer satisfaction survey
with a third of our customers each
year, helping us keep up to speed

with customers’ experiences of our
services and to make changes where
necessary.
All the feedback we receive helps
inform the decisions we make
and the way we deliver services,
so we’d like to say a big thank you
to everyone who took the time to
complete the latest survey, but also to
those who have taken part in Estate
Management Walkabouts, offered
their opinions through the Customer
Opinion Group, attended Customer
Panel meetings, or just phoned or
wrote in to tell us what they think.
We really appreciate your help.
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Welcome to Eildon’s
performance report 2017/18
It’s an exciting time for Eildon as we continue to work
towards our target of building at least 750 new affordable,
quality, easy to heat homes by 2021.
This is an ambitious target but an important one as it not
only contributes to the Scottish Government’s goal of
delivering 50,000 homes across the country, it also gives
us the opportunity to offer our services to help even more
people across the Borders.
So, as we prepare to welcome more customers to Eildon,
it’s a perfect time to reflect on what we’ve been up to, how
our performance scores compare with other landlords
across the country, and what we can learn from what our
current customers think about the services they receive
from us.
It’s also a good time for reflection because we are
currently undertaking a review of our 5-year Strategy; this
Strategy is the most important planning tool for the future
of our company and the views of customers will be used
to inform discussion on what our key goals are and how
we can best achieve them.
First of all, we’re pleased to share that we continue to
meet the outcomes set out in the Scottish Social Housing
Charter and that our performance has either improved
or is better than the Scottish average for the majority of
things we measure.

David Alexander
Chairman
Eildon Housing Association

Furthermore, we’re delighted that almost 93% of
customers are satisfied with the overall service they
receive from us, that over 94% are happy with the repairs
service, and almost 96% are satisfied with their home
when they move in. These are key areas for both us and
customers and we know that if we were not getting the
majority of things right for customers, they wouldn’t be
giving us these scores.
As ever, there are areas where we could be doing better;
things like maximising the amount of rental income we
collect, making sure we’re getting as many repairs right
first time that we can, and working with customers to think
about how we best communicate with each other, both
now and in the future.
We’re already working on improving these things and
will monitor how we’re performing throughout the year,
ensuring we’re also making the most of customer opinions
and suggestions so that we can achieve even more
impressive scores next year.
We hope you find this report informative and that you
enjoy reading it. If you have any suggestions about how
we could make it better, please let us know via the contact
details on the back cover.

Nile Istephan
Chief Executive
Eildon Housing Association
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Eildon 2017/18 in numbers
Homes

Money

• 2,270 homes

•	£9.2m collected in rent

• 61 new homes completed
• 76 new homes in development

•	£971k generated in welfare benefits and grants
for customers by our Tenancy Sustainment Team

Lettings

Care and Repair

•	4,539 applicants registered looking for a
home, with 2,987 new registrations in the year
•	Over 16,442 bids for properties advertised in
the year

•	680 adaptations across the Scottish
Borders completed, costing £895,595
•	4,154 handyperson jobs completed
(including 2,141 grab rails fitted)

•	252 homes let (222 general needs/30 supported)

Customer
Engagement

Supported
Housing

•	10 Customer Panel meetings
• Over 20 meetings with local groups

•	3 supported housing developments received full
replacement of their Warden Call systems

•	2 customers attended the Tenant Information
Service (TIS) conference

•	2 supported housing developments received
brand new fire systems

•	Around 60 members of the Customer Opinion
Group

•	Over 100 customers attended ‘Let’s Talk’
sessions at Sheltered and Extra Care
developments

Property
•	4,507 reactive repairs completed

•	46 boiler replacements

• 5 heating controls upgraded

•	31 emergency repairs completed

•	27 kitchen replacements

•	1 bathroom replaced

•	1,392 gas safety checks carried
out

•	19 air source heat pumps
installed
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Eildon Scorecard – Our performance,
at a glance
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% of customers
satisfied with the
overall service provided
by their landlord

91.7%

90.5%

92.7%

EHA Last Year

Scottish Average

EHA This Year

Customer satisfaction

WELL-KEPT
PROPERTY INSIDE
AND OUT. LANDLORDS
WHO LISTEN TO YOU.

It’s great news that almost 93% of
our customers are satisfied with the
overall service. It may only be a small
increase on our already impressive
score from last year, but it shows that
we are continuing to move in the right
direction.
There will always be times where we
don’t get things quite right, but the
important thing is learning from this,
and trying to make sure we listen and
continue to improve.

Eildon Customer, 2017 Customer
Satisfaction Survey

And part of that is learning from your
complaints
We welcome complaints at Eildon,
as they give us a chance to discuss
our services with customers, and
consider whether we could be doing
things better.
This year, we received fewer
complaints (41) than the previous
year (48), but we did have a few more
Stage 1 complaints about customer
service, so that will be an area of
improvement for us in 2018/19.

The tables opposite show a breakdown of complaints throughout the year.
There are also some examples of how we’ve responded to customer concerns
below.

YOU SAID

Dovecot Court, Peebles

WE DID

It would be useful if customers
could arrange appointments for
repairs.

There are now 2-hour appointment
slots available and we’ve added
even more flexibility by offering
early evening slots on Tuesdays
and Thursdays, along with morning
appointments on Saturdays.

You wanted to see the faces of the
staff who work ‘behind the scenes’
at Eildon.

We published a series of short
articles with pictures of Eildon staff
and a brief description of what
each job role or each team’s remit
involves.

It was difficult to dry hand-washed
items in one of our sheltered
developments as there was no spin
function on the washing machines.

We discussed options with
customers through our Let’s Talk
sessions at the development and
provided a spin dryer.
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STAGE 1 COMPLAINTS 2017/18
Area of complaint

No.

REPAIRS

11

CUSTOMER SERVICE

12

CONTRACTOR CUSTOMER
SERVICE

2

GROUNDS MAINTENANCE

1

RENT ISSUE

1

STAGE 2 COMPLAINTS 2017/18
Area of complaint

No.

CUSTOMER SERVICE

5

REPAIRS

4

ANTI-SOCIAL BEHAVIOUR

4

ESTATE MANAGEMENT

1

COMPLAINTS SUMMARY 2017/18

STAGE 1

27 COMPLAINTS

Upheld

Resolved within timescale

38.5%

96.2%

STAGE 2

14 COMPLAINTS

Upheld

Resolved within timescale

46.7%

93.3%

Trishaw rides at Riverside House, Peebles
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% of existing
customers satisfied
with the quality of
their home

94%

87.9%

92.9%

EHA Last Year

Scottish Average

EHA This Year

Quality homes
Customers’ views on the quality of
their homes remain positive and
the scores for both new and current

homes are well above the Scottish
averages.

93.7%

90.2%

95.5%

EHA Last Year

Scottish Average

EHA This Year

GOOD SERVICE,
WELL PLANNED AND
WELL LOOKED AFTER.
Eildon Customer, 2017 Customer
Satisfaction Survey

% of customers satisfied with the quality of their
home when they move in
We are particularly pleased that
almost 96% of customers were
satisfied with their new home –

that’s testament to the hard work of
our Property team in getting homes
ready for let.

91.5%

94.2%

94.4%

EHA Last Year

Scottish Average

EHA This Year

% of stock meeting the Scottish Housing Quality
Standard (SHQS)

New homes in Newtown St Boswells

The vast majority of our homes now
meet the SHQS. (The SHQS is the
minimum standard for homes set
by the Scottish Government in 2004,
covering things like energy efficiency,
safety and security, ensuring that
homes have kitchens and bathrooms
that are in good condition). At the
end of last year we had 85 properties
exempt from the standard and 43

homes where we could not make the
improvements because our customers
would prefer us not to (things like
changing heating from electric to gas
and adding kitchen units), or where we
cannot get sharing owners’ consent
to carry out communal work (like door
entry systems). We will continue to
address these issues where possible
when properties become empty.
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Dickson Drive, Newtown St Boswells

Repairs, maintenance
and improvements
We are really pleased that over 94%
of customers indicated that they
are satisfied with the quality of the
repairs service; this is a big jump
from last year and shows that the
hard work put in to working with our
contractors to improve the service is
paying off.

We are continuing to perform better
than the Scottish average across the
majority of other repairs indicators
too and, although the percentage
of repairs completed right first time
has dipped when compared to the
previous year, we are confident that
through close monitoring and the
good working relationships we have
with our contractors, the score will
improve in 2018/19.

PERFORMANCE INDICATORS

VERY HELPFUL
STAFF. THEY ARE ALL
DOING A GOOD JOB.
Eildon Customer, 2017 Customer
Satisfaction Survey

EHA Last Year

Scottish Average

EHA This Year

90.2%

92.1%

94.1%

Average length of time taken to complete an
emergency repair

1.08 hours

3.96 hours

1.35 hours

Average length of time taken to complete a
non-emergency repair

5.28 days

6.38 days

5.11 days

% of reactive repairs completed in year “right
first time”

85.8%

92.2%

83.1%

% of gas safety checks carried out

100%

99.8%

99.9%

% of customers satisfied with the quality of the
repairs service
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% of customers
who feel their landlord
is good at keeping
them informed about
services and decisions

BEING ON THE
CUSTOMER
PANEL HAS BEEN
A REWARDING
EXPERIENCE, SEEING

91.7%

91.7%

89.3%

EHA Last Year

Scottish Average

EHA This Year

Communication and
engagement
There was a slight dip in this score for
2017/18 but we have already begun
to look at how we can communicate
more effectively with customers,
working closely with members of
the Customer Panel to review and
monitor what is and what isn’t
working.

We think that this work, alongside
tailoring communications to
individuals based on information
gathered in our 2018 Customer
Census, will help us improve
satisfaction levels in this area.

Two customers have also joined our
Connect Newsletter planning group,
offering advice and suggestions on
how they think we could improve
things for all customers.

FROM THE INSIDE
THAT EILDON IS
COMMITTED TO

Nursery children visit, Dovecot Court, Peebles

LISTENING TO
AND ACTING ON
FEEDBACK.
Eildon Customer, 2017 Customer
Satisfaction Survey

Queen’s sapphire anniversary celebration,
Peebles

Customer Panel at Tenant Information Service annual conference, Cumbernauld
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83.9%

EHA Last Year

85.9%

Scottish Average

Last year, we launched our new
Customer Engagement Strategy
under the banner, ‘Better as One’.
It’s an ambitious strategy that’s
built around a wide range of flexible
options for customers to get involved.
However, this strategy will take time
to establish itself and we think that
could be the reason for the dip in the
satisfaction score for last year.

79.5%

EHA This Year

Although the score is lower than
we’d like it to be, it’s worth noting
that only 4.4% of customers who
responded were dissatisfied with
the opportunities to participate. This
gives us some comfort that we’re
heading in the right direction but just
need to increase our promotion of the
options below.

% of customers
satisfied with the
opportunities given
to participate in their
landlord’s decision
making process

Your Options

long term commitment
•	The Customer Panel will meet 9 times each year, with preparation time needed in between
meetings. If you’d like to take part in the Panel but can’t get to the meetings you can join the
Virtual Panel.
•	You might want to join our Board. There are 9 board meetings each year, and other meetings
too. To be a Board member you must be a member of the Association and be elected at the
Annual General Meeting.

medium term commitment
•	If you can’t give a long-term commitment but are interested in finding out about our services
and helping improve them, you could join one of our short life Scrutiny sub-groups, looking at an
issue that interests you.
•	We’re going to pilot Development Representative roles. These roles are for people who can’t, or
don’t want to attend meetings, but still want to be a voice for the local area.
•	We already have some Local Residents’ Groups and Registered Tenant Organisations. We want
to consult these groups more and we’ll support any new groups who want to get started.

short term commitment
•	Finally, if you’re interested but short of time, joining our Customer Opinion Group allows you to
respond to consultations and take part in discussions as and when you can – no commitment
required.
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% of customers
satisfied with the
management of
their neighbourhood

85%

88%

84.6%

EHA Last Year

Scottish Average

EHA This Year

Communities
and neighbourhoods
Although we have maintained roughly
the same score as the previous year,
we remain slightly below the Scottish
average for this indicator. We have
made improvements by having Estate
Management Walkabouts twice a
year, and our Housing Officers and
Maintenance Officers are out and
about in their patches a lot more

now that we have invested in mobile
working equipment.
We are confident that these actions
will help us to spot potential problems
and deal with reported issues more
quickly, helping to improve this score
going forward.

Board and Customer Panel tour,
Newtown St Boswells

THE PROPERTY IS
IN A GOOD AREA
AND WELL KEPT.
Eildon Customer, 2017 Customer
Satisfaction Survey

70.7%

87.9%

74.7%

EHA Last Year

Scottish Average

EHA This Year

% of anti-social behaviour (ASB) cases resolved
within locally agreed timescales
We have made solid improvement on
the previous year’s performance but
remain below the Scottish average,
this is partly due to us delaying the
closure of cases until we’re certain that
the case is resolved to the customer’s
satisfaction. We have also seen the
number of cases increase slightly from
75 in the previous year to 79 which,
although not good news, does mean
that we have been resolving more
cases, more quickly for customers than
the previous year.

Resolving ASB also requires us to work
in partnership with other agencies
like Police Scotland, Scottish Borders
Council and Victim Support, and we will
continue to build on these relationships
and work together with a continued
focus on protecting customers from
this type of behaviour.
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88.3%

EHA Last Year

83.2%

85.6%

Scottish Average

% of customers who
feel the rent for their
property represents
good value for money

EHA This Year

Value for money
Our goal is to work as efficiently
as possible to deliver high quality,
affordable homes and services
and we are happy to see that the
percentage of customers satisfied
with the value for money we provide

remains well above the Scottish
average.

cover what’s going out. That’s why
we always try to find that balance
between keeping rents affordable
and making sure we collect enough
income to pay for our home and
services.

We know that it can sometimes be
difficult to manage money, to make
sure there’s enough coming in to

99.9%

99.4%

98.5%

EHA Last Year

Scottish Average

EHA This Year

% collected of rent due
There was a drop in the percentage of
rent collected compared to last year
and this has put us below the Scottish
average. This is an area we’re working

hard on just now and we have a range
of solutions that we’re hoping will
improve the rent collection process,
from supporting customers who are

struggling right through to installing
new software to help predict arrears,
so we can intervene more quickly.

The chart below shows a breakdown of how we spent our rental income in 2017/18. It can be difficult to understand financial terms.
If you would like anything explained or need more information, please get in touch to let us know.
13p - Funding
charges

1p - Rent losses/bad debts
27p - Housing

7p - Investment
in new homes

and estate
management

HOW EACH £ OF RENT WAS SPENT
1p - We make a provision each year to cover the costs of
debts due to us (like rent arrears and rechargeable repairs)
that we need to write off.
27p - Covers staffing costs associated with managing our
developments.
17p - Covers the costs of everyday repairs reported by
customers and planned repairs like roof work and external
painting.
12p - Depreciation is an accounting adjustment
representing the cost of building homes spread over their
economic life.
23p - Covers improvement works like replacement
bathrooms, windows, kitchens, heating and rewiring.

23p - Current

17p - Planned and

and future stock
improvement

12p - Depreciation

routine repairs/
maintenance

7p - The building of new homes is made possible by
our investment here, plus Scottish Government support
through Housing Association Grant.
13p - Covers the payment of interest on loans made to
cover investment in house building.
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More than housing…
Caring, Committed,
Connected, Creative

Traditionally, in this report you’d only find out about our performance in terms
of our housing, repairs and estate management but the services we provide
extend further than that…
So, before we finish, these next few pages are designed to give you a flavour of
all the other work we do for our customers towards our core values:
Caring, Committed, Connected, Creative.

Did you know?
we have six Supported Housing developments for
older people across the central Borders

Teviot Court, Hawick

What’s next for
supported housing?
We are working in partnership
with SBC and other housing
and health partners to build and
deliver more extra care housing
offering quality housing and a
range of services including on
site meals, and personal care
and support for older people.
In Autumn 2018, we are due to
start building our new extra care
development at Langhaugh in
Galashiels which is due to be
completed in Summer 2020.

Architect images of future Extra Care
development at Langhaugh, Galashiels

It’s been a busy year for supported
housing…
We worked with Scottish Borders
Council (SBC) and carried out a
comprehensive review of our local
services, which gave us valuable
information about how we can
arrange the way we deliver our
services to make sure we continue to
meet our customers’ support needs.
We also enhanced the delivery of
these housing support services,
providing more flexibility for
staff cover by creating a Mobile
Co-ordinator position and more
opportunities for expanding social
activities by increasing our Scheme
Assistants’ hours.
We replaced the warden call system
in three developments and the fire
system in two developments; there is

a planned programme for upgrading
and replacing systems in the
remainder of the developments
going forward.
We let a new contract with Hanover
(Scotland) Housing Association in
October last year for them to provide
our out of hours call handling service,
with both customers and staff very
positive about how it’s gone so far.
 e’ve also had a whole host of social
W
activities taking place, from fish and
chip nights and strawberry teas
organised by the Friends of Dovecot
Court, right through to Therapony
visits and Cycling Without Age
trishaw rides! These types of events
provide customers with a great
chance to get together, have a blether
and enjoy themselves.
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Did you know?
we have a specialist service for adults with a
learning disability
Station Avenue in Duns
We support fourteen individuals with
learning disabilities at Station Avenue
and in the wider Duns community.
We provide individual support with
personal and health care, physical
disabilities, budgets and finances,
socialising, communication, and even
respite breaks for carers.
This past year has seen a lot of
positive change at Station Avenue;
as part of that we have:
•	Introduced a new management
structure, with a greater focus on
frontline support to service users
•	Carried out an extensive
programme of works to modernise
and adapt service users’ homes
and communal areas, including:
- the installation of wet rooms;
- redecoration and repair;
- refurbishing of office spaces; and
- a
 n upgrade in IT and telephony is
currently underway.
•	Started to refine our quality
assurance systems and detailed
work is ongoing within the team
to embed performance monitoring
in these systems to make sure we
are continuously improving for our
service users.
•	Been working to build relationships
with internal and external
stakeholders, with active
involvement on the Learning
Disability Providers Forum, local
day service provision and our
commissioners at the Local
Authority.

All photos from Station Avenue, Duns

During the year we produced a
fabulous video, outlining the excellent
support we provide to our services
users. This can be accessed here
https://youtu.be/XI2TO22yAAI

What’s next at
Station Avenue?
In the coming year, the focus is
on close partnership working with
SBC to build the service through
our outreach service.
We also plan to introduce assistive
technology and implement a new
care management system.
This means that Station Avenue
is looking positively to the future,
providing our service users with
every opportunity to lead positive
lives, promoting independence,
good health and wellbeing and
active citizenship into 2018/19
and beyond.
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Did you know?
Eildon facilitates staff members to volunteer in our
communities
EILDON MAKES A DIFFERENCE
Eildon continues to support a
voluntary scheme which allows
Eildon staff to spend a day of their
work during the year volunteering,
rather than undertaking their normal
duties.
Through the course of last year, 19
staff attended the following events:
•	One staff member attended the
Borders Primary Pentathlon for
children with a disability
•	A further 5 staff helped out at
Dovecot Court helping the ‘Friends
of Dovecot’ to move 5 tons of
topsoil
•	2 staff helped our Riverside
House tenants in Peebles with
their Macmillan coffee morning
fundraiser

•	2 more staff helped at the Borders
Primary School Hockey Festival at
Tweedbank Sports Centre
•	7 staff supported the Radio
Borders Mission Christmas Appeal
sorting and delivering parcels
throughout the Borders
•	2 more helped out at our Sheltered
Developments: Frank Scott Court
and Teviot Court in Hawick, serving
Christmas lunches.
The voluntary scheme has proved
such a hit with staff, that we have
increased the amount of time staff
can give to volunteering from half a
day to a full day in 2018.
Do you have any ideas for worthy
causes that our staff could support?
Please let us know – our contact
details are on the back cover of this
report.

Dovecot Court, Peebles

Radio Borders Mission Christmas, Tweedbank
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Did you know?
Eildon delivers the Borders Care and Repair service in partnership with
Scottish Borders Council
Over the last 14 years, we have
worked with SBC to make a
significant contribution to ensuring
that older and disabled Borders
residents continue to live independent
and productive lives.
For tenants or homeowners with a
disability – or those who are over
60 years of age – Borders Care and
Repair helps to make homes more
comfortable, improving safety and
security, advising on grant funding
and carrying out handyperson jobs.
The service continues to be very
popular and last year we completed:
•	680 adaptations across the
Scottish Borders, costing £895,595
•	4,154 handyperson jobs (including
2,141 grab rails fitted)
There are three strands to the service.
Below is a bit more detail on the
services Borders Care and Repair
provides.

Adaptations Service
The Borders Care and Repair
Occupational Therapists can assess
and advise on improvements to meet
a physical need; our handyperson can
then attend to fit things like:
•
•
•
•

Grab rails
Bath/shower aids
Level access showers
Ramp access to homes

Home Improvements Advice
This service provides advice on
improvements and repairs which
would be essential to bring your
home up to basic standards; advice
on things like:
•
•
•
•

Rising/penetrating damp
Replacement of lead piping
Electrical rewiring
Providing bath/shower or kitchen
facilities
• Replacement of windows

Handyperson Service
This service sees our experienced
handyperson carry out small DIY
tasks like:
• Home safety checks
• Fitting light bulbs
• Fitting smoke alarms or changing
batteries
• Fitting door locks, chains or
viewers
• Replacing tap washers or
unblocking sinks
• Fitting of curtain rails or curtain
hanging
• Picture hanging

Care and Repair team, Weaving Shed, Selkirk

Care and Repair team, Weaving Shed, Selkirk
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AREAS FOR IMPROVEMENT IN 2018/19
EHA
LAST YEAR

SCOTTISH
AVERAGE

EHA
THIS YEAR

85.8%

92.2%

83.1%

85%

88%

84.6%

% of rent due lost through
properties being empty

1.08%

0.74%

1.14%

Gross rent arrears as % of rent
due

5.11%

5.18%

6.06%

% collected of rent due

99.9%

99.4%

98.5%

% of customers satisfied
with the opportunities
given to participate in their
landlord’s decision-making
processes

83.9%

85.9%

79.5%

% of customers who feel
Eildon is good at keeping
them informed about their
services and decisions

91.7%

91.7%

89.3%

INDICATOR
REPAIRS AND MAINTENANCE

So, what
now?
As with last year, we are really happy
with our performance overall and
with our customers’ opinions on our
homes and services.
Across the majority of the indicators,
we are either above the Scottish
average or have improved on last
year. However, each year, best
practice and customer expectations
change. So, in general, we need to
make sure we keep up with new ways
of communicating and delivering
services; that means staying on top
of our game by listening to customers
and learning from the experience of
others. Our Customer Census is a
good way for customers to help us
do this, keeping details up to date and
telling us how best to communicate
and share information.
Once again, the return this year has
highlighted specific areas where
we can improve. The table opposite
shows these areas and explains the
actions we either plan to take or have
already pushed through to improve
next year’s return.
We will continue to provide
performance information in the
quarterly Connect newsletters and
discuss how we’re improving with
the members of our Customer Panel.
If you’re a customer and would like
to be involved in helping us improve
services, please get in touch – our
contact details are on the back page
of this report.

% of reactive repairs
completed right first time

ESTATE MANAGEMENT

% of customers satisfied
with the management of
their neighbourhood

MAXIMISING RENTAL INCOME

COMMUNICATION AND ENGAGEMENT
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ACTIONS

We are delighted that over 94% of customers are happy with repairs in general as that shows the quality of
customer service from Eildon staff and contractors is high.
However, to make sure we’re as efficient as possible and that customers are getting good value for money,
we will work with our contractors throughout the year to identify any common problems that we can solve to
improve our score for this indicator.

Maintaining our score from last year means that, even though we’re performing below the Scottish average, we
have a stable base from which to improve.
And we plan to do that this year by continuing our twice-yearly estate management walkabouts and keeping
our Housing and Maintenance Officers out and about, able to spot potential issues and to deal with reported
issues as quickly as possible.

Maximising the amount of income we receive is key to being able to offer high quality, value for money services
to all our customers.
That’s why we have a renewed focus on pursuing rent arrears, including using a new software package
to predict cases where we need to intervene and approach customers earlier to stop arrears becoming
unmanageable.
We’re looking for any gaps or improvements we can make to our process for dealing with empty homes too,
including considering incentives for harder to let properties, hopefully resulting in letting homes more quickly
which would benefit both new and current customers alike.

Both these indicators have dipped when compared to the previous year and are below the Scottish averages.
However, in both cases, under 5% of those asked had a negative opinion of how we communicate or the
opportunities we have for customers to get involved.
We are working on a new Communications Strategy and on delivering our recently renewed Customer
Engagement Strategy too.
We’re hopeful that increased promotion of opportunities we have for getting involved, through a focused
‘recruitment’ drive for volunteers, will improve customer awareness of participation and build on the
foundations we’ve laid this year.
We’re also working hard to deliver communications in a wide range of ways, from printed newsletters to emails,
social media and texting – which we hope will increase satisfaction and interaction with our customers.

Thank you for taking the time to read our
Performance Report for 2017/18.
Please get in touch with us if you have any feedback about
this report. If you’re interested to see how Eildon’s performance
compares to other Scottish Landlords, the Scottish Housing Regulator
has an online comparison tool that can be found at this link.
www.scottishhousingregulator.gov.uk/find-and-compare-landlords

How to contact us

We welcome your feedback – there are many ways to let us know what you think of this report.
Phone
your Customer Engagement Officer
on 01750 724887 or email: haveyoursay@eildon.org.uk
www
www
The Weaving Shed, Ettrick Mill,
Dunsdale Road, Selkirk TD7 5EB
www

Customer Service: 03000 200 217

www.facebook.com/EildonHousing

haveyoursay@eildon.org.uk

www

www

www.eildon.org.uk
www

@EildonHousing
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