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HELLO

and welcome to our
winter edition of ‘Connect’.
Winter is certainly upon us and the
time has come to fire up the heating
systems.
Please remember that our maintenance staff
are on hand to visit tenants who would like a reminder on how to operate
their heating system. If you would like an appointment, you can call our
dedicated winter helpline on 03000 200 218. We aim to visit everyone
who has had a new boiler fitted during this year to make sure you know
how to operate it.
For the over 70s, we also have a supply of free winter packs which
contain gifts and useful tips for the colder months ahead.
If you are eligible, and would like one of the free packs, contact us on:
03000 200 218.
We hope you enjoy this edition of ‘Connect’. You can read how Eildon,
in conjunction with Changeworks, have been successful in securing Big
Lottery funding to set up the ‘Canny Tenants’ project on page 3, and how
Eildon staff and Mitie Property Services have recently joined together to
deliver skills sessions to local school pupils on page 5.
Eildon staff have also been
busy raising funds for ‘Cash
for Kids’, Breast Cancer Now
and Prostate Cancer UK
which you can read more
about on page 6. As well as
fundraising, staff have been
out and about ‘making a
difference’ by volunteering
with local charities in the
community and you can hear
more about this work in the
next edition of ‘Connect’.

OPENING HOURS
Our office will close on
Christmas Eve and reopen on
Tuesday 5 January.
During these hours our
emergency repairs service
03000 200 217
will operate as usual.

In the meantime, we wish everyone ‘Season’s Greetings’
and a safe and happy Christmas and New Year.

www

2

www

Customer Service: 03000 200 217

Enquiries@eildon.org.uk

B

winterconnect

Big Lottery Bid Successful in Helping New Eildon Tenants
Eildon Housing Association is delighted to have
supported Changeworks to have secured Big Lottery
funding for 5 years to set up the ‘Canny Tenants’
project.

‘Canny Tenants’ will focus on the prevention of debt occurring by helping new tenants develop financial skills to
manage their fuel and food costs and household budget.
The project, which will operate in Midlothian and Scottish Borders, supporting tenants of Eildon Housing
Association, Melville Housing Association and Midlothian
Council, will offer assistance to tenants at the start of their
tenancy helping them to manage their fuel costs; understand
tariffs; different ways to pay and understand their fuel bills;
read meters and use heating systems more efficiently,
preventing debt and help with budgeting.
Nile Istephan, Eildon’s Chief Executive said, “We look forward
to working in partnership with Changeworks to assist our
new tenants who are at risk of living in fuel poverty. We will
work closely with our project partners to help many tenants
overcome the challenges of living on a low income.”

DO YOU HAVE HOME CONTENTS INSURANCE?
Disasters do happen - if your home was flooded, or you had a house fire, how would you
replace your belongings? In the unfortunate event of a fire or flood, the Association will
carry out the necessary repairs to your home, but tenants are responsible for their own
belongings. Replacing carpets, furnishings and belongings can add up to thousands of
pounds so it is important that you insure your home contents.
With a special scheme arranged and administered by Thistle Tenant Risks, Eildon
tenants and residents can protect their belongings and gain peace of mind knowing if
the unexpected happens they have cover.
Visit www.thistletenants-scotland.co.uk or our website for more information, please
note other schemes are available. Alternatively please contact your Housing Officer on
03000 200 217.

www
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Tenants Get Involved

EILDON TENANTS
ORGANISATION AGM

Rodger Fish Gardens Allotment Society

ETO are still meeting on the last
Wednesday of the month, why not
come along? For more information
contact the Secretary by emailing

Rodger Fish Gardens Allotment Society in Kelso have been
working on their allotment project through the summer
months and recently were successful in securing £2800 of
funding through the Eildon Trust to pay for fencing and a
communal shed at the site. This was a great help, and plans
now are being put together to create some recreational
space next to the allotment for all Rodger Fish Gardens
residents to enjoy. Want to know more? Contact Pamela.

traceydenise1962@btinternet.com

or by phoning 01896 751014.

ETO invites all tenants to attend
the AGM coming up on the
27 January 2016.

Pop Up Shops

During the summer we hosted four pop up shop events
in Hawick, Galashiels, Selkirk and Kelso. This gave us an
opportunity to speak to tenants about the proposed changes
to the way we administer our service charges, and discuss
other housing-related issues. Would you like to see more of
these events in your area?

Friends of Dovecot Committee

Friends of Dovecot Committee meet regularly to organise
social activities and events at Dovecot Court in Peebles.
Through the year they have organised several fundraising
events including strawberry teas and fish & chip nights. They
are currently planning activities for residents for 2016 and
are always looking for more committee members to help
them plan events.

CONTACT US
If you are interested in getting
involved with anything on this
page please contact our Tenant
Participation Officers, Pamela
Martyn and Lee Brown on

Eildon Scrutiny Panel

Find the Scrutiny Panel’s first scrutiny report on Eildon’s
website, along with an action plan for the implementation of
the Panel’s recommendations. Click on to the panel’s link on
the website to view.

tenantparticipation@eildon.org.uk

or by telephone on 01750 725900.

The Scrutiny Panel is always looking for more members, if
you are interested please get in touch.
www
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Inspiring the future in the Scottish Borders
Eildon and Mitie’s Property Services business have recently joined forces to
deliver skill sessions at schools in Hawick.

Mitie is refurbishing over 450 homes for
Eildon; upgrading kitchens, bathrooms and
heating systems. Demonstrating Mitie’s
ongoing commitment to community
engagement, Mitie visited Burnfoot Primary
and Hawick High School to showcase the
business and talk to the children about
careers.
Mark McCafferty, HR Manager for Mitie
Property Services helped to organise
the skills sessions: “Skills shortages are
an industry-wide issue, and we must do
everything we can to inspire the joiners,
plumbers, architects and structural
engineers of the future.”
The school children enjoyed talks from Mitie’s team on the work
they do and the importance of health & safety. They also took
part in a range of challenges and team building activities. The
Primary 7’s at Burnfoot Primary School took part in a kitchen
designing competition, while the S3 at Hawick High were split
into teams and challenged to build the highest tower possible
– using marshmallows and dried spaghetti!
Stuart Meldrum, Head of Craft, Design and Technology at
Hawick High was delighted with the visit from Mitie and Eildon.
Stuart said, “We offer a Construction Skills course to our S4 year,
and we hope that the visit will encourage some of our pupils to consider
enrolling on this course.”
John Duncan, Director of Property Assets for Eildon Housing Association was equally enthusiastic.
“Part of Eildon’s core values are about being connected to the communities we serve. This goes beyond simply
providing a house for people to live in. Sessions like these help to foster a sense of community involvement and
will hopefully inspire some of the school children to work towards a career in building and maintenance.”

www
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PROTECTED TIME
Please note from January the office will
open at 10am on Wednesdays to allow
for staff training.

Cash for Kids

We are very aware of the importance of
training staff well, and we have decided
to take a more structured approach to
corporate training by protecting time next
year for this specific purpose. We have
decided to open our office to customers
at 10am on Wednesdays from January
2016 so that our staff can use this hour
each week for various training and learning
activities. We hope that in the longer
term this will help us to improve services,
and we will review this
arrangement after
six months.

Fiona Rowan, Donna Hogg and Marnie McVitie, members of
Eildon Housing Association’s Social Committee were delighted
to present a cheque on Friday 16 October to Radio Borders
presenters Keith Clarkson and Gregor Runciman; money which
was raised by staff at their recent Cash for Kids Bake Day.
Altogether staff raised a terrific £177 from all their home baking
which will go towards the total raised so far for this event.
Candy Rafferty, Cash for Kids Charity Manager at Radio Borders
commented, “This is great news as Bake Day has raised over
£2500 so far and is much needed, as we are just about to
allocate funds for the third time this year. I will write and let you
all know where your very significant donation to Bake Day has
gone.”
Eildon staff have also agreed to volunteer their help for half a
day at Radio Borders with their Cash for Kids Mission Christmas
Appeal to help them with all their Christmas wrapping.

Eildon’s Chief Executive, Nile Istephan said, “Eildon staff already
have a great track record in raising money for good causes
through a range of activities and this year we have decided
to trial a new initiative “Eildon Makes a Difference” which is a
voluntary scheme enabling staff to spend a normal half day at
work each year volunteering rather than undertaking their normal
activities. The Radio Borders Cash for Kids Mission Christmas
Appeal will be one of the opportunities staff will have to
participate in our Eildon Makes a Difference Campaign.”

EILDON WEAR IT
PINK AND BLUE FOR
CHARITY
Eildon’s staff fundraising activities continued
with a Wear it Pink and Blue Day on Friday
23 October 2015 to raise funds for Breast
Cancer Now and Prostate Cancer UK.
In total we raised a fantastic £336.10
from events held throughout the company
including Oakwood Park who hosted a
‘cake and cuppa’ session and the staff
at the Weaving Shed office held various
competitions and a special cake sale.
www
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COOK, EAT & BLETHER
With the support of ‘Awards for All Scotland’, which aims
to provide funding to help people become actively involved
in projects that make a positive difference to their local
communities, tenants from Oakwood Park in Galashiels and
Millar House, in Melrose, have taken part in the Cook, Eat & Blether project.
We worked in partnership with local company ‘You Can
Cook’ to offer regular sessions at each location bringing
tenants together to enjoy a common interest - good,
wholesome food!
During the sessions tenants have helped to prepare
favourite foods and recipes of their choice, some
old, some new, for example - fish pie, shepherd’s pie,
bacon, leek and cabbage stir fry, flea cemeteries (fruit
slice), knickerbocker glory, Eccles cakes, apple pie
and shortbread. Whilst sampling the dishes prepared,
tenants enjoyed sharing kitchen tales and a chatter
around the table.
A combined party in December will sadly mark the end of this project, which tenants have told us they have
particularly enjoyed. We will explore funding opportunities which may enable us to provide similar activities in
the future.

SUNFLOWER
COMPETITION
Our congratulations go to Charly Bisset,
Peebles who was joint winner of our
Sunflower Competition which was held
over the summer months.
The Bisset family along with the
McRobb family were joint winners of
this competition.
Charly’s sunflower grew up to
100 centimetres tall. Well done Charly!!

www
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Feedback and improvements
We are committed to continuous improvement in the
services we provide.

“You did not like the tone
of our standard
letter informing tenants
of cyclical work to be
carried out in your home.”

LEARNING FROM COMPLAINTS

Sometimes customers notice things
which we have failed to – so please
do not hesitate to let us know if there
are areas in which you think we can
improve.
Recently one of our tenants
complained about the tone of our
letter which informed him that we
planned to carry out some cyclical
work in his home. He felt that our letter
was a bit blunt and could have been
more politely and respectfully worded.
This was a standard letter which we
used routinely and which had not been
reviewed for some time.

You said...

Although only one tenant raised
this with us, we took the view that
others may perceive the letter in the
same way. We amended the letter
in accordance with the tenant’s
We did...
suggestions. We also reviewed other
standard letters in this suite which had
We amended this
been in place for some time and have
particular standard
made improvements to them too.
letter and reviewed all
April-September 2015
• Number of complaints
resolved at the frontline

-17

• Number of complaints
resolved after more
detailed investigation

-6

others in the suite to
ensure that they are
up to date and of an
appropriate tone.

ACTION FOLLOWING CUSTOMER SATISFACTION SURVEY
40% of tenants took part in a customer satisfaction
and opinion survey which was carried out for us by an
independent market research company in 2014. The
feedback we received has driven a number of actions
this year to improve our performance.
Analysis of feedback on our repairs service
indicates that tenants would like to have a ‘repairs by
appointment’ system and we are making progress to
introduce this.
We are also reviewing our approach to estate
management, so we can be more proactive in this area
and be clearer with customers about what we can
address quickly, what we can plan for the future, and
items that are out-with our responsibility.

This Tenants’ Newsletter, ‘Connect’, has been refreshed
and we are developing a new website which will allow
greater interaction with tenants who prefer this method
of communication. We have also made more use
of social media to engage with customers, and are
trialling the use of YouTube to demonstrate ‘how to’
perform certain tasks such as effectively using heating
controls.
We have revised our Customer Service Standards
following consultation with tenants and delivered
a comprehensive programme of customer service
training for all staff to reinforce the standards we
expect, and give our staff the skills they require. We
are also in the process of reviewing and updating our
Tenants’ Handbook with a view to making this available
on-line with a hard copy available on request.
www
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Performance Report
2014-2015

You will have recently received our Performance Report
for 2014/2015. It sets out some key aspects of how we
performed over the last year and what we are focussing
on to improve our performance this year.

HOW ARE WE DOING?

BENCHMARK ORGANISATIONS
Other local housing associations (HA)
and the following: Albyn Housing
Society, Caledonia HA, Grampian HA,
Kingdom HA, West of Scotland HA,
Melville HA & Hillcrest HA

During the first six months of this year we have met out target to
complete more than 90% of repairs at the first visit. From October we
have been phoning tenants who have reported a repair to get their
feedback on the service and we will be able to report the outcome of
these surveys in the next newsletter.

Half way through the year our rent arrears were 4.6% of the rent due in the year. This is on course to meet the
target we have set ourselves, but is slightly below the benchmark performance so we know that we have to
continue to focus on helping tenants to maximise their income and ensure early direct contact with tenants
who are experiencing difficulty in paying their rent.
Our aim is to have empty properties relet within 25 days however between April and September it took us
an average 27.8 days to relet empty homes due to a lower demand for a small number of properties. We will
continue to monitor this and where possible carry out improvements to increase demand.
MAINTAINING YOUR HOMES
Performance Indicator
Percentage of repairs completed at first visit
Percentage of gas safety inspections carried out within required time-scales
Overall level of tenant satisfaction with repairs service

2015/16
Target

Performance

90%

93.52%

90.26%

100%

99.92%

99.94%

90%

*

88.40%

							

Apr 15 - Sept 15

Benchmark

*We didn’t collect this data during the first 6 months of the
year as we are altering our data collection system.

INCOME MANAGEMENT
2015/16
Target

Performance

Percentage of rent collected

96.94%

101.37%

98.59%

Rent arrears as a percentage of rent due in the year

6.63%

4.60%

4.11%

Performance Indicator

How are we
doing?

Apr 15 - Sept 15

Benchmark

How are we
doing?

EMPTY HOMES
Performance Indicator

2015/16
Target

Performance

Average re-let times (days)

25

27.80

28.61

1.02%

0.74%

1.01%

Percentage of rent lost through vacant properties

www
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Follow us via Social Media

www
www

How are we
doing?

9

winterconnect

SERVICE CHARGE POLICY REVIEW – FEEDBACK FROM TENANTS
We advised you in our Spring and
Summer newsletter of our proposals to
abolish service charges for mainstream
properties from April 2016.
We discussed the implementation plan with Eildon
Tenants Organisation at their August committee
meeting, and we then wrote to all tenants of
mainstream tenancies during August 2015 to advise
how these proposals would affect individual rent
charges. We arranged a series of pop-up shops in four
locations during September where tenants could drop
in to discuss this issue with staff.

We had limited feedback from tenants on our
proposed changes to the structure of rent and service
charges for mainstream properties. Most of the 13
tenants who contacted us were either dissatisfied with
the quality of the grounds maintenance of cleaning
services, or unsure about how exactly their rent charge
would be affected by our proposals. There were no
strong objections from tenants to the proposal to
abolish service charges and introduce three rent
elements for mainstream properties from April 2016.
We have followed up all issues raised by tenants
and where appropriate discussed feedback on the
grounds maintenance and cleaning services with the
contractors.

WINTER MAINTENANCE & HELPLINE
Please note that our repairs service will be
restricted to urgent and emergency repairs only
over the Christmas and New Year holiday period
(24 Dec 2015-5 Jan 2016) so that we can concentrate
efforts where they are most needed.
Please make sure that you know:
• how to set and adjust your heating controls
• how to top up boiler pressure (certain boilers only)
• how to reset tripped circuit breakers
• where your mains water stop valve is and that you
can get access to it to turn off your water
If you would like us to explain or demonstrate how
these are done in your home before the holiday
period call us to arrange an appointment with your
maintenance officer on:

03000 200 218

Heating breakdowns, especially gas boilers, can be
a particular problem at this time of the year if spare
parts have to be sourced and suppliers are closed for
holidays. Please try to have at least one alternative
heater available to use until a repair can be carried out.
If you are planning to go away during the festive
season, please do the following to avoid the danger of
frozen pipes:
• ensure that you keep your home warm and leave
your heating on at a low setting. Turn off your water
supply at the stop cock just in case there is a power
cut and your heating system stops. This will limit any
water damage should a pipe burst.
• Arrange for water systems to be drained down if you
do not heat the property whilst away.

If you would like advice on Winter Maintenance, please contact us on 03000 200 218
and we will be happy to help. For any emergencies please call 03000 200 217.
www
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Changes to
the Benefit Cap

The Benefit Cap is a total amount of income from
certain benefits a household can receive, if you
receive more than the Benefit Cap allows then your
Housing Benefit will be reduced at some point after
April 2016.
From April 2016 the Benefit Cap for couples or families is reducing
from £500 to £385 per week and from £350 to £258 per week for single
people with no children.
If you are over pension age you will continue to be exempt from the
Benefit Cap. You will also be exempt if you are in work and entitled to
Working Tax Credit; you have recently been in work; you, your partner
or child receives a disability benefit or you live in supported exempt
accommodation.

Universal Credit, are you prepared?

Please can you let us know if you have made a claim using Universal
Credit or if your Housing Benefit has stopped because you will receive
Housing Costs as part of your Universal Credit claim.
We can provide you with a letter with all information needed to prove
your housing costs when you attend the Job Centre to help with prompt
payments. Please contact us for more information

Reminder about help available to stay warm this winter

If you were born on or before 5 January 1953 and haven’t received a
winter fuel payment you need to make a claim by 31 January 2016.
Most of the Warm Home Discount Schemes have now closed. If you
think you may qualify for a payment you will need to check with your
electricity supplier to see if these are still available.

Cold Weather Payment Scheme

If you are eligible for a cold weather payment, you should be paid
automatically. For more information about any of the above winter fuel
benefits go to: www.gov.uk/browse/benefits/heating
If you would like more information on any of the above, or other benefit
changes please contact the Tenancy Sustainment team on 01750
725900 or email: TenancySustainment@Eildon.org.uk
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WINTER WORDSEARCH
which word does not appear in the wordsearch?

J
S
Y
L
Q
F
M
A
N
Y
P

E
T
X
E
E
Y
W
A
T
D
L

F
A
O
T
C
S
L
H
S
V
U

C
R
C
O
J
W
X
V
U
P
J

W
I
F
E
I
S
R
T
S
Y
S

O
D
Q
H
O
C
Q
W
P
K
U

N
C
K
F
S
D
A
V
J
D
A

Name:

S
D
I
H
P
L
O
D
U
R
L

R
E
P
R
O
W
R
S
B
R
C

T
U
R
K
E
Y
O
A
Y
F
A

P
W
O
F
C
P
I
K
H
O
T

R
C
Y
L
L
O
H
L
A
B
N

L
F
R
P
J
F
B
R
X
P
A

A
G
Y
H
A
L
H
L
O
I
S

CHRISTMAS
HOLLY
MISTLETOE
PRESENTS
RUDOLPH
SANTA CLAUS
SLEIGH
SNOW
STAR
TURKEY

Missing Word:

Address:
Email:
Please send your entries by 9 January 2016 to: Kerry Allison
Eildon Housing, The Weaving Shed, Ettrick Mill, Dunsdale Road, Selkirk TD7 5EB
or email the missing word to: TenantParticipation@Eildon.org.uk.

Enter to be in with a chance to win a £30 shopping voucher!
EILDON HOUSING ASSOCIATION – HOW TO CONTACT US

Wewww
welcome your feedback – there are many ways to let us know what you think.
GROUP
Caring, Committed, Connected, Creative

The Weaving Shed, Ettrick Mill,
Dunsdale Road, Selkirk TD7 5EB
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Follow us on Twitter – @EildonHousing
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