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Ivor Goodsite Hoarding Competition winners, Huddersfield Street, Galashiels

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.
The report also gives information
about our Supported and Extra Care
housing, our Borders Care & Repair
service, and some of the other ways
Eildon Makes a Difference through our
voluntary activities.
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Welcome to Eildon’s
performance report 2018/19
Eildon is currently in an exciting period of growth, working

of customers are satisfied with the overall service they

hard towards our target of building at least 750 new

receive from us. Over the year, we also welcomed 250

affordable homes by 2021. The need for our high quality,

new customers into our homes, laid the foundations for

energy efficient homes is increasing across the Scottish

some big awards for our new build programme and also

Borders, and we’re looking forward to welcoming more

reviewed our strategy for the next five years.

new customers across the next few years.

Our new 5-Year Strategy outlines how we plan to get even

We are really pleased that, as we expand our services and

better, to strive to be among the top performing housing

increase the number of homes we own and manage, the

providers in the country but also to deliver services, create

views of our customers remain positive. The results in this

opportunities and share the benefits of our growth across

report for 2018/19 are impressive and show that we’re

the Borders – please have a look at page 18 for more

keeping the balance of delivering high quality services

details of the ambitious programme we are looking to

to our current customers while also driving forward our

deliver over the next few years.

ambitious programme for the future.

We hope you find this report interesting and that it gives

We are pleased to say that we continue to meet the

you a flavour of what we have achieved over the last year

outcomes set out in the Scottish Social Housing Charter

and what we’re up to next. As always, if you have any

and that our performance has either improved or is better

suggestions about how we could make it better, please let

than the Scottish average for many of the areas measured

us know via the contact details on the back cover.

at Eildon and across the social housing sector.
We are particularly pleased that over 97% of customers
are happy with their home when they move in, that over
90% are happy with the repairs service, and that over 88%

David Alexander
Chairman
Eildon Housing Association

Nile Istephan
Chief Executive
Eildon Housing Association
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Eildon 2018/19 in numbers
Homes

Money

• 2,362 homes

•	£9.9m collected in rent

• 111 new homes completed
• 69 new homes in development

•	£749k generated in welfare benefits and grants
for customers by our staff

Lettings

Care & Repair

•	4,729 applicants registered for re-housing
with 2,981 new applications in the year
•	Over 16,954 bids for properties advertised in
the year

•	785 adaptations across the Scottish
Borders completed, costing £936,089
•	4,058 handy-person jobs completed
(including 2,159 grab rails fitted)

•	250 homes let (158 general needs/92 supported)

Customer
Engagement

Supported
Housing

•	Customer Panel and Board members attended
the ’site tour’

•	Over 100 customers attended ’Let’s Talk’
sessions at Sheltered and Extra Care
developments with a range of topics i.e. rent
consultation, pets policy and development
specific discussions.

•	14 Customer Panel meetings

• 1 Film Club established

•	Over 20 meetings with local groups
•	4 newsletter meetings attended by Customer
Panel members
•	Over 60 members of the Customer Opinion Group
consulted on policy updates

We continued this year with our programme to
replace telecare systems and fire systems:
• 3 supported housing developments received
new telecare systems
• 2 received new fire systems

Property
•	5,920 reactive repairs completed

•	15 boiler replacements

•	2 bathrooms replaced

•	24 emergency repairs completed

•	2 kitchen replacements

•	1,476 gas safety checks carried out

•	1 air source heat pump installed

•	49 unplanned component
replacements

You’ll notice that the number of planned improvements (like kitchens and bathrooms) we completed was lower than usual last year.
This is because we were undertaking a stock condition survey and planning to kick off our largest modernisation programme ever in 2019!
Look out for more details in the next few editions of our Connect newsletter.
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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

92.7%

90.12%

88.31%

EHA Last Year

Scottish Average

EHA This Year

Customer satisfaction

Staff are very
helpful and
efficient.
Eildon Customer, 2018 Customer
Satisfaction Survey

It’s great news that over 88% of our
customers are satisfied with the
overall service we provide. This is a
slight dip when compared to last year
but still an impressive score. We’re
hopeful that the plans we have for
modernising our systems will improve
customer experience of our services
and our performance in this area.
How we deal with complaints is also
a focus
While we don’t want any of our
customers to experience a service
from us that would warrant a

complaint, they can be useful for us
in finding out what things we could be
doing better.
This year, we have renewed our focus
on complaints themselves, carrying
out refresher training for staff and
renewing our complaints guidance
for customers.
We received slightly more complaints
than in the previous year and it
is great that 100% of complaints
received were resolved within
time-frames set in Scotland by the
Scottish Public Services Ombudsman
(SPSO).
The tables on page 7 show a
breakdown of complaints throughout
the year.
Below is an example of how we’ve
responded to customer concerns.

YOU SAID
That you would appreciate being
able to choose a time for repairs
that suits you – including after
work.

WE DID

Knoll Terrace, Easter Langlee

Arranged with our contractors to
operate repairs by appointment –
giving you a two-hour repairs slot
during the day with some offering
appointments on Tuesday and
Thursday evenings and Saturday
mornings.
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STAGE 1 COMPLAINTS 2018/19
Area of complaint

No.

REPAIRS

12

CUSTOMER SERVICE

17

CONTRACTOR CUSTOMER
SERVICE

7

GROUNDS MAINTENANCE

3

ALLOCATION PROCESS

2

NEIGHBOURHOOD/ASB
PROCEDURE

2

TOTAL

43

STAGE 2 COMPLAINTS 2018/19
Area of complaint

No.

CUSTOMER SERVICE

6

REPAIRS

2

CONTRACTOR CUSTOMER
SERVICE

1

ALLOCATION PROCESS

1

TOTAL

10

COMPLAINTS SUMMARY 2018/19

STAGE 1

43 COMPLAINTS

Upheld

Responded within timescale

59.52%

100%

STAGE 2

10 COMPLAINTS

Upheld

Responded within timescale

88.89%

100%

Eildon working towards its target of building 750 new homes by 2021
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% of existing
customers satisfied
with the quality of
their home when they
move in

95.5%

90.79%

97.14%

EHA Last Year

Scottish Average

EHA This Year

Quality homes
Customers’ views on the quality of
their homes when they move in are
really positive and show that the

Really good
service, happy with
everything.
Eildon Customer, 2018 Customer
Satisfaction Survey

effort we put in to getting properties
up to a good standard before letting
is paying off.

92.9%

88.12%

88.13%

EHA Last Year

Scottish Average

EHA This Year

% of customers satisfied with the quality of
their home
The views of existing customers on
the quality of their homes remain
positive too, although the score has

dipped slightly, it is still just above the
Scottish average.

94.4%

94.09%

95%

EHA Last Year

Scottish Average

EHA This Year

% of homes meeting the Scottish Housing
Quality Standard (SHQS)
Craigpark Court, Galashiels

The vast majority of our homes
now meet the SHQS (the minimum
standard set for homes by the
Scottish Government in 2004). At the
end of last year, we had 75 homes

exempt from the standard and 43
where we could make the necessary
improvements, but our customers
would prefer us not to.
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Eildon’s award-winning Selkirk High Street development

Repairs, maintenance
and improvements
We are really pleased that over
90% of customers indicated that
they are satisfied with the quality
of the repairs service and we are
hopeful that customers’ satisfaction
for next year will increase further
with the introduction of repairs by
appointment.

We are continuing to perform better
than the Scottish average across
the majority of our other repairs
indicators and the percentage of
repairs completed right first time has
increased when compared to the
previous year too.

PERFORMANCE INDICATORS

If you have any
issues they always
help.
Eildon Customer, 2018 Customer
Satisfaction Survey

EHA Last Year

Scottish Average

EHA This Year

94.1%

91.66%

90.32%

Average length of time taken to complete an
emergency repair

1.35 hours

3.65 hours

1.33 hours

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

5.1 days

6.56 days

5.5 days

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

83.1%

92.52%

88.04%

% of gas safety checks carried out

99.9%

99.93%

100%

% 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

The Customer
Panel has covered
a lot this year.
Focusing on the
knowledge and
skills needed for
our roles as well
as how we all
work together with
Eildon staff to
improve services
for customers.

89.3%

91.6%

89.2%

EHA Last Year

Scottish Average

EHA This Year

Communication and
engagement
While we were pleased to maintain
our performance in this area, we
are still slightly below the Scottish
average. On the plus side, customers
responded well to our Census,
meaning that we have more
up-to-date contact details, and better
information on what people want to
hear about (and how) than we ever
have before.
This puts us in a good position
to make the most of our plan to
offer more services online and to
modernise our systems to deliver
a smoother more joined up service
for customers, which we hope will
translate into improved performance
in this area.

Customer Panel member, 2019

Eildon Customer Panel meeting

Eildon Customer and Board site tour

Teviot Court, Hawick
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79.5%

EHA Last Year

86.48%

Scottish Average

The second year of our Customer
Engagement Strategy was another
busy one with lots of opportunities
to get together, share your opinions
and even participate in a tour of our
homes across the Borders.

78.62%

EHA This Year

We would definitely like to attract
more people to get involved and we
will be re-energising our focus on
recruitment as we review the strategy
this year. Please get in touch if you
want to get more involved!

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

Your Options
long term commitment
•	The Customer Panel meets 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 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

84.6%

87.77%

83.13%

EHA Last Year

Scottish Average

EHA This Year

Communities
and neighbourhoods
Just under 6% of customers
surveyed were dissatisfied with our
management of their neighbourhood,
with car parking, pet fouling, litter and
grounds maintenance being the main
sources of dissatisfaction.

Craigpark Court, Galashiels

Overall, I am happy
with my home
and services.
Eildon Customer, 2018 Customer
Satisfaction Survey

Whilst we would like to see a higher
level of satisfaction in this area, we
are confident that we are directing
our efforts appropriately, managing

our grounds maintenance contractors
more closely and enabling our staff
(through mobile technology) to be
out and about in your neighbourhood
more.
We will continue to work jointly with
customers on estate walkabouts to
help us identify and resolve the issues
we are responsible for as quickly as
possible.

74.7%

87.86%

66.67%

EHA Last Year

Scottish Average

EHA This Year

% of anti-social behaviour (ASB) cases resolved
within locally agreed time-scales
This is a difficult area to compare with
other landlords, given the time-scales
differ across the country. In these
situations, we need to work closely
with affected tenants and partners like
Police Scotland and Scottish Borders
Council to investigate, record and
resolve the issues.
We will continue to focus on supporting
customers through situations like
these and take heart that it’s only a
very small proportion of our tenants
who experience ASB in our homes, at

a rate of just over three cases per 100
households compared to just under
eight cases per 100 households across
the country.
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83.21%

85.6%

EHA Last Year

Scottish Average

81.19%

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

EHA This Year

Value for money
We aim to be among the best
providers in the country of high
quality, affordable homes and
services, all while keeping costs down
and keeping rent affordable for our

customers. These results show that
the vast majority of our customers
think that their rent does represent
good value for money.

98.5%

99.1%

98.15%

EHA Last Year

Scottish Average

EHA This Year

Eildon properties
are good value for
money.
Eildon Customer, 2018 Customer
Satisfaction Survey

% collected of rent due
There was a very slight drop in
the percentage of rent collected
compared to last year. The collection
of rent is obviously key to allowing

us to keep delivering services to
customers and building new homes.
However, we know that some of our
customers are struggling and we

will always try to support people to
maximise their income and agree
plans to pay back any arrears where
we can.

The chart below shows a breakdown of how we spent our rental income in 2018/19. 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.
14p - Funding
charges

1p - Rent losses/bad debts
32p - 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.
32p - Covers staffing costs associated with managing our
developments.
16p - Covers the costs of everyday repairs reported by
customers and planned repairs like roof work and external
painting.
10p - Depreciation is an accounting adjustment
representing the cost of building homes spread over their
economic life.
20p - Covers improvement works like replacement
bathrooms, windows, kitchens, heating and rewiring.

20p - Current

16p - Planned and

and future stock
improvement

10p - 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.
14p - 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

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.

Do you know?
What’s been happening in our six Supported
Housing developments for older people across the
Borders?
It’s been a busy year…

New Extra Care Housing
development at Langhaugh, Galashiels

What’s next for
supported housing?
Supporting our customers
in later life is one of the key
elements of our strategy and
increasing the number of
Extra Care developments will
play a big part in us achieving
our goal. These homes are
designed specifically to ensure
that customers can live
independently in a safe and
secure environment and we’ll be
working with health and social
care partners to make that
happen over the next few years.
We have started building our
new Extra Care development at
Langhaugh in Galashiels and
will also be starting on another
in Kelso soon; look out for our
newsletters for further updates
on progress.

30th Birthday celebration
at Riverside House, Peebles

We celebrated 30 years of Riverside
House in Peebles with a party.
Tenants and staff (both past and
present) had a lovely afternoon
reminiscing about their enjoyment in
living and working at the development
over the years.
We’ve also held a varied selection
of social activities across our
developments in Galashiels, Hawick,
Melrose and Peebles. From fish

and chip nights and afternoon
teas, through to therapet visits,
craft classes and music events.
These events are important to allow
customers to meet regularly together,
which is a key part in making their
house a home.
We continued our programme to
modernise our developments with
two telecare and two fire systems
replaced and also installed a new
digital care management system at
two locations.
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Did you know?
At Station Avenue in Duns, we have a specialist
service for adults with a learning disability
We support 13 individuals with
learning disabilities at Station Avenue
and in the wider Duns community.
We provide individual support
with personal and health care,
physical disabilities, budgeting and
finance management, maintaining
social activities and contacts,
communication, and even respite and
holiday breaks.

This past year has again seen a lot of
positive change at Station Avenue;
as part of that we have:
•

Installed a new telecare system
which also provides assistive
technology with epilepsy,
continence issues etc.

•	Introduced a digital care
management system, and moved
all care planning information onto
this system
•	Installed new drainage to prevent
flooding issues
•	Completed a programme of
improvement works across the
homes of service users
Work is ongoing to bed in our quality
assurance systems to make sure we
are continuously improving services
for our service users.
We have also been working to build
relationships with internal and
external stakeholders, with active
involvement on the Learning Disability
Providers Forum, local day service
provision and the Learning Disability
Service.

All photos from Station Avenue, Duns

What’s next at
Station Avenue?
In the coming year, the focus is
on close partnership working
with Scottish Borders Council to
continue to develop the outreach
service.
We are continuing our next
phase of decoration and flooring
upgrades across the service.
We are upgrading our premises in
terms of fire prevention.
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 2019/20
and beyond.
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Highlights from
Community Benefits
2018/19
‘Construction in a Box’ session at a local
primary school

This year we recruited a Community
Benefits Officer who has worked
hard to develop an award winning
programme of work in our local
communities to ensure everyone
benefits from the investment we are
bringing to the area.
The highlights of the year have
included:

Winners of the Ivor Goodsite Hoarding
Competition

•	Working with Developing Young
Workforce Borders and Hart
Builders to sponsor ‘Construction
in a Box’ sessions which will be
rolled out to all primary schools in
the Borders, raising awareness of
the construction industry

•	Running several Employability
sessions looking at interview skills
and CV writing, and also taking
part in Careers Fairs for Borders
secondary schools
•	Engaging with seven local primary
schools to design and paint the
hoarding at Huddersfield Street
in Galashiels which went on to
win the Ivor Goodside Hoarding
competition in 2019
In developing new Eildon homes
during this year, 63% of the contract
spend was spent locally with on
average 73% of the workforce for
new developments living within the
Scottish Borders.

Did you know?
Communities have also benefitted from staff
volunteering this year.
Eildon makes a difference during
2018/2019
Eildon continues to support a
voluntary scheme which allows
Eildon staff to spend a day of their
work during the year volunteering in
activities that help people across the
Scottish Borders.
Radio Borders Mission Christmas Appeal

Through the course of last year, 28
staff attended the following events:
•	2 staff members helped with
Lauder in Bloom and general
clear up
•	A further 7 staff members helped
out at Dovecot Court helping the
’Friends of Dovecot’ to weed the
gardens there and at Riverside
House

Fresh Start Borders, Selkirk

•	2 staff members helped with
moving and donating office
furniture and equipment to a local
residents group and the Kelso
Men’s Shed
•	1 staff member helped at the
MacMillan Coffee Morning at
Riverside House
•	3 staff members helped to serve
Christmas lunches at Frank Scott
Court and Teviot Court in Hawick
•	13 staff members supported the
Radio Borders Mission Christmas
Appeal by sorting and delivering
parcels throughout the Borders
If you have any ideas that our staff
could support, please let us know –
our contact details are at the back of
this report.
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Did you know?
Eildon provides the Borders Care & Repair service in partnership with Scottish
Borders Council
Over the last 15 years, we have
worked with Scottish Borders Council
to make a significant contribution
to ensuring that 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 &
Repair helps to make homes more
comfortable, improving safety and
security, advising on grant funding
and carrying out handy-person jobs.
The service continues to be very
popular and last year we completed:
•	785 adaptations across the
Scottish Borders, costing £936,089
•	4,058 handy-person jobs (including
2,159 grab rails fitted)
There are three strands to the service
and the below provides a bit more
detail on the services Borders Care &
Repair provides:

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

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

Home Improvements Advice

Teviot Court, Hawick

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

Fitting a grab rail

Handy-person Service
This service sees our experienced
handy-person 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

Our friendly Care & Repair team is based at the Weaving Shed in Selkirk
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Delivering Inclusive Growth across the
Scottish Borders
You may be aware that we, taking into account the views of customers, partners and other
key stakeholders have this year refreshed our 5-Year Strategy for the Eildon Group. This new
Strategy for 2019/20 to 2024/25 sets out how we will deliver inclusive growth across the
Borders, meaning how we will generate economic growth that creates opportunities for all
and is shared fairly across society.
HOUSING AND SUPPORT
SERVICES

We have six Strategic Objectives that
cover the things we want to do over
the course of the Strategy and, over
these last two pages, we thought we
would give you a summary of these,
all built around our values of being
Caring, Committed, Connected and
Creative:

GOVERNANCE
This is about making sure we
continue to have strong leadership
at Eildon, that we recruit the best
people based on their skills and going
above and beyond to demonstrate
good practice in meeting regulatory
expectations.

FINANCIAL VIABILITY
We need to ensure that we protect
the financial strength of Eildon by
testing the decisions we make to
see if they still work under different
scenarios and assessing the risk of
things we can’t control – like Brexit
or changes to Government policy on
housing.

We want to improve the options
available to customers and to deliver
a more responsive service. This
includes things like looking at the
possibility for customers to do more
online, freeing up our officers so they
can spend more time out and about
in our communities.
It also includes working in partnership
to deliver better and quicker (Rapid
Rehousing) solutions for people
who are (or are at risk of becoming)
homeless, including establishing
new collaborative relationships with
support organisations to deliver the
Scottish Borders Rapid Rehousing
Transition Plan.

CARE SERVICES
The goal of our care services
is to enable more people to live
independently in their own homes.
We’re aiming to do this by building
more extra care housing (like Dovecot
Court in Peebles), and developing
and growing our staff teams to
deliver our expanding care services.
We are also focusing on identifying
opportunities to support households
living with dementia – including both
our customers and those in the wider
community.

PROPERTY ASSETS
We want to invest in our current
homes and continue to build new
homes to help address the shortage
of affordable housing across the
Scottish Borders. We aim to do this
by completing our record breaking
programme of 750 new homes by
2021 and planning for the future,
including looking at new, even
more energy efficient construction
types. Investing in our current
homes through our new in-house
modernisation team will cover
things like new kitchens, bathrooms,
heating and insulation which should
all come together to help to reduce
fuel poverty where our customers are
experiencing this.

ORGANISATIONAL
DEVELOPMENT
This is all about making sure we
develop our workforce, communicate
the benefits and positive economic
impact our activities have on the
region, and again putting digital
transformation at the heart of what
we’re doing to ensure our services are
fit for the future.
Below is a link to our website with
information about and links to our
5-Year Strategy.
www.eildon.org.uk/2019/05/ournew-5-year-strategy-deliveringinclusive-growth
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REGULATORY COMPLIANCE
The Scottish Housing Regulator
(SHR) published a new Regulatory
Framework in February 2019. This
sets out the standards that we and all
other registered social landlords need
to comply with, and it also introduced
the new requirement of providing
the SHR with an Annual Assurance
Statement.
The purpose of this is to provide
evidence to the SHR that the Eildon
Board has undertaken an assessment
that we meet all of the standards
of governance and financial
management that are required of us.
Following a rigorous assessment by
our Board we were able to comply
with this requirement and submit a
statement to the SHR confirming that
we do meet all of these standards.
However, we have clearly stated that
we are committed to continually
reviewing and challenging ourselves
on these important matters in order

to ensure that these high standards
are maintained.
If you want to find out more
about how we are regulated,
you can visit the Scottish Housing
Regulator’s website www.
scottishhousingregulator.gov.uk
or contact us using the details on
the back cover.

Thank you for taking the time to read our
Performance Report for 2018/19.
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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