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“We at Eildon
are focussed
on...Growing,
Meeting the
Needs of Our
Communities
and Working
Smarter.”

Welcome
...to the September 2017 edition
of the SFHA Spotlight Magazine
with Eildon Housing Association.
As with all our work at Eildon, we start
from the basis of our Core Values - Caring,
Committed, Connected, Creative. These
are our touchstones and the guiding
principles for all that we seek to achieve.
These values are timeless in the work that
we do – in order to take these forward, we
develop our strategy and in our current
iteration of our strategy we are looking
to drive our work through the twin pillars
of ‘Growth’ and ‘Working Smarter’.
Our growth agenda is focussed on an
ambitious expansion of our housing
business through an accelerated new
build programme. It also includes
plans to grow our other services, most
notably older people’s housing services
and a desire to expand our highly
successful Care & Repair project.

Working hand in hand with our growth
ambitions are our plans to ensure we
continue to ‘work smarter’. We are a wellestablished and consistently successful
organisation with a stable and diverse
board and skilled, well trained and highly
motivated workforce. We recognise that
our growth ambitions need to be matched
by a programme of continual improvement
to ensure that we continue to meet the
increasing expectations of our customers
and we do this in a way that derives value
for money for those who receive our
services. ‘Working Smarter’ is a shorthand
for a range of initiatives, both big and small
that we are pursuing that seek to make
us more effective in delivering services,
and ensure that we work together to
make the biggest impact that we can.

We respect what the housing association
sector in Scotland does, and are proud of
our contribution to the work that improves
many lives across our communities on a
day in day out basis. We are ambitious for
our organisation, not as an end in itself
but as a means to making the biggest
difference that we can to those who need
our services and benefit from our work.
We would be delighted to talk to
anybody in the sector about what we do
and share our experience with others
and learn from best practice across
our fellow housing associations.

Some of these initiatives are small scale
process improvements, initiated by
individual staff members with an insight
into how we can do things better. Other
‘Working Smarter’ ideas are of a greater
scale and involve substantial investment,
for example in cutting edge IT responses,
to modernise how we deliver services.
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Eildon - Our
Organisation
Although we have been around
since the early 1970s, we are
very focussed on being a modern,
active and forward looking
organisation We put our customers
at the heart of what we do and
we recognise the importance
of working in partnership.
Starting with the leadership provided by
our Board, we place our values at the
heart of everything we do. This means
that we develop a clear vision that all
Eildon staff members can understand
and recognise the importance of their
place in the success of delivering this.
Like all employers, the skills and
motivation of our staff team are essential
to driving our work forward. In return we
want to ensure that we are an exemplary
employer. From securing Living Wage
accreditation, our expanding work on
developing our young workforce, through to
the training and development opportunities
we make available to our staff. We
encourage our colleagues to develop their
training and practice to ensure that we
can implement our ambitious plans.
Only this month, we have further developed
our options in terms of the delivery of
training through the launch of our own
on-line learning management system. This
will enable a wide range of on-line learning
resources to be available to all our staff in
a flexible manner, which augments other
forms of learning and development as part
of a blended package of support.

We have developed this new system
in collaboration with Borders College,
our local partners and the Regional
Higher Education establishment. Now
launched, the opportunities to develop
this portal are almost endless, with
a range of training modules that we
can link to as well as the option of
developing our own bespoke content.
We see value in a range of organisational
development frameworks and have
been successful in pursuing Investors
in People, Investors in Young People,
European Foundation of Quality
Management (EFQM), Healthy Working
Lives and a number of other recognitions
through our work over the years.
We also recognise that Eildon colleagues
are also members of their own
communities and want to help out where
they can. This is why, over the last couple
of years, we have been enabling colleagues
to volunteer to help local good causes
through our ‘Eildon Makes a Difference’
programme. Staff have enthusiastically
engaged in a number of initiatives ranging
from assisting at a horse riding for the
disabled charity, through to supporting
local schools sports events, and more
recently providing some muscle and knowhow to a gardening project at an older
peoples housing service. We value our
connection to our local communities and
are proud to invest time and effort in this.
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Working Smarter
– it’s the Future!
It is easy to recognise that
the workplace of today is very
different from that which existed
in the 1970s, when Eildon was first
established. And, it is probably
quite uncontentious to say that
the pace of change is increasing
in line with some technological
developments that we have seen in
recent years. For any organisation
in its 5th decade of existence, it
is inevitable that, as the business
has grown and become more
complex, processes that used to
serve us well are now becoming
unwieldy and cumbersome.
We recognise this and as part of our
overarching ‘Working Smarter’ programme,
we are taking steps to address this and
invest in new systems, working practices
and technologies. This big and complex
programme of activities is aimed at turning
around the amount of time and energy that
we expend on transactional work, collating
and inputting data, to a focus on analysing
our business intelligence and operational
data to inform better decisions and a more
responsive and value for money service.
This programme requires technical
knowledge, capital investment and
culture change in how we do our jobs
– and as a result it is very challenging.
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However, we are convinced that not
taking on this challenge would be a
mistake, and that the housing sector
can learn a lot from other businesses
in different parts of the economy who
are more advanced in these issues.
Like fellow Housing Associations, we invest
heavily in a bespoke software package for
our management information systems – we
use the Aareon QL product. We are working
hard to ensure we get good value out of
these systems and that we are able to
use them to drive issues such as repairs,
appointments, arrears management and
performance reporting in an increasingly
effective manner. Allied to this we have
chosen to use the full suite of Microsoft
products to drive our IT services – we have
upgraded to Office 365 and are using
SharePoint as our corporate vehicle for
document storage and collaboration. As
part of this programme we are enabling
a range of machine learning and intuitive
technologies to assist how we generate,
transfer, visualise and analyse our
corporate information. Our objectives
here are to ensure that we minimise
wasteful time ‘handling’ data, in order to
maximise productive time ‘using’ data to
inform decisions and service delivery.

help solve problems at the first point of
contact where-ever possible. Field staff
are increasingly using tablet devices
to undertake their work, and as this
practice develops, we are seeing more
and more opportunities to capture
information and transact processes live
rather than noting down information that
has to be processed at a later point.
The possibilities of these ‘Working
Smarter’ initiatives are almost endless
– we are seeking to tread a path through
this complicated area to ensure we stay in
front of our customers’ expectations and
we also support our staff in making this
transition in how they perform their roles.
We launched our new website last
year as a new platform that is able to
offer self-service options for those of
our customers who wish to engage
with us in this way. Our next phase in
our digital transformation journey is to
enable a range of these services so that
customers can engage with us in a way
and at a time that suits their specific
requirements. In doing this, we recognise
that we can also support digital inclusion
across our communities to help those
who may struggle with these issues.

A good example, which most organisations
are pursuing, is enabling our field staff
to conduct more and more of their
business on a mobile and remote basis
– face to face with our customers to
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A Fresh Approach to
Customer Engagement
Here at Eildon, we believe that the
more we involve our customers
the better our services will be.
That’s why we’ve spent the last few
months working with customers
to redesign our Customer
Engagement Strategy and widen
the opportunities for everyone
to be able to get involved.
What we want to achieve is to build
on the partnership working successes
we had when embracing the Scottish
Government’s Stepping up to Scrutiny
programme and take the relationship
with our strategic Registered Tenant
Organisation a step further, creating
a new strategic vehicle for customer
engagement: the Eildon Customer Panel.
The Panel will sit within our expanded
involvement framework and will see our
senior Housing and Property services
staff working hand in hand with a group
of committed volunteer customers to help
shape, review and improve services.
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The vision for the Panel is that customer
members will gradually build up the
knowledge and skills required to be able
to check and challenge the way we do
things and to have direct access to senior
staff members to make sure that Eildon’s
services are the best they can be.
As everyone knows, the challenges of
customer engagement are many and,
while the expansion of digital services is
helping to break down barriers for some,
we recognise that digital content and
contact can’t completely replace the more
traditional meeting and communications
structures. Our new strategy aims to
offer a blend of different channels that
has an option for everyone, all tied in
to the main goal that we hear as many
of our customers’ voices as possible.
One of our main problems – and we know
we’re not alone here in Scotland – is
the rural spread of our stock and the
public transport issues that can cause
for customers who don’t drive. In the
most rural areas, we have in the past
had to rely on 1:1 visits to customers
and looking for views by post or email,
meaning some customers missing
out on truly being involved in the cut
and thrust of strategic meetings.

“We believe that the
more options we have
for customers, the more
customers will find
something of interest or
a way of communicating
that suits their needs.”
That’s where the Virtual
Customer Panel comes in.
We’re about to test how the Virtual
Customer Panel will work but the vision is
that it will enable more remote customers
to have as much of a say in things as
those who can make it to the meetings
– by receiving copies of documents to
review and comment on, with these views
then fed into the meeting of the Panel
and fed back out to virtual members in a
continuous cycle throughout the year.
As software and hardware improve,
we are also exploring the use of video
conferencing for customers who would like
to interact through the Virtual Customer
Panel – whether that be through direct
audio link or possibly through instant
messaging the group while watching a
live feed of the meeting on social media.
We believe that the more options we
have for customers, the more customers
will find something of interest or a way
of communicating that suits their needs.
We’re also hopeful that those customers
who get involved can give us some other
ideas of how to encourage more people to
engage – they are the experts, after all.
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Safe as houses
The foundation of solid, reliable, confident advice
is in-depth knowledge. And we know the housing
sector inside out; top to bottom. Working with
local and national companies, and everything in
between, we provide tailored expert solutions in
employment law, health & safety and HR services
– all conveniently located under one roof.
See why Eildon and others choose us at
lawatwork.co.uk
Employment Law | Human Resources | Health & Safety
To find out how we are disrupting the market, with expert, value for money advice,
email info@lawatwork.co.uk or call 0141 271 5555 to arrange an appointment.

Artwork
Client: Law at Work

Doc: 1-00102390.006 LAW Safe as SFHA (131x180) AW

Project: Safe as

Size: (131)mm x (180)mm

A/C: Alice

CMYK

Date: 11.08.17

Version: 2

www.northstarcr.com

AW: RB

North Star Consulting & Research is an independent housing consultancy and research company.
We provide high quality consultancy and research services tailored to meet the individual
requirements and particular needs of each of our clients.
Positive

•

Flexible

•

Professional

Our services include:
Housing Need and Demand Analysis

Mid Market Rent and Intermediate Tenures

Governance Review & Board Appraisal

Particular Needs Housing

Performance Management and
Service Improvement

Tenant Scrutiny

Rural Affordable Housing Needs

Contact Us

Policy Review
Strategy Development

North Star Consulting
& Research
4th Floor, 115 George
Street, Edinburgh, EH2 4JN
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07917 468 312
info@northstarcr.com
@northstar_cr
www.northstarcr.com
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New Homes – Meeting Need

A key focus of Eildon’s strategy has
always been the development of
high quality new homes to meet
the needs of Borders’ communities.
We have developed a hard won
reputation for consistently delivering
high quality new homes, on time
and on budget. When programmes
contracted and grant rates were
cut a few years ago, we took the
strategic decision to continue
developing new homes, albeit at a
slower pace, in order that we could
keep making a contribution and
retain the knowledge, skills and
processes within the organisation.
That decision has been vindicated
following the more recent changes to
grant rates and the Scottish Government’s
ambitious targets for affordable housing
in Scotland. Eildon is well-placed to make
a significant contribution to these efforts.
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Over the last few decades we have
seen the supply of new homes provided
by Eildon outstrip that of any other
housebuilder in the Borders, either
public or private. We have also seen our
investment in new homes, backed by both
the Scottish Government and Scottish
Borders Council, open up larger housing
sites. Where once the affordable housing
element of a development was tagged
on to the end of a private scheme, more
recently we have seen our investment
in new homes being used to open up
new strategic sites and trigger much
needed investment in housing stock
across tenures in our communities, which
wouldn’t otherwise have happened.
Our track record in terms of housing
quality and design has also been
recognised with a string of national and
local awards, covering both our larger
schemes in the towns and some smaller
schemes in our remote settlements.

“We always build
for the future
and plan our
developments
to add value and
meet specific
need within a
community.”

We always build for the future and plan
our developments to add value and
meet specific need within a community.
The low Local Housing Allowance in the
Borders means that our headroom to
deliver alternative tenure options (in the
form of mid market rent) is limited and
our programme, now and in the future,
is focussed on social rented homes.
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We have lined ourselves up to deliver
record breaking new investment in the
supply of new homes, with plans for
at least 750 new high quality homes
over the next 5 years. As we progress
through this programme, we will be
looking to add more to this investment.
This acceleration provides its own
challenges and we have been reporting
progress to our Board and tracking the
implications of this delivery closely.
As an organisation operating in a
predominantly rural area, we are conscious
of the balance between delivering larger
schemes and meeting the varied needs
of smaller settlements as well. But this
is not simply a question of delivering an
expanded programme at all costs – we
need to ensure value for money and
that we are smart in how we procure
this investment to ensure that we can
achieve our targets within the relevant
costs parameters. To this end, we are in
advanced discussions with contractors
about the delivery of linked projects in
a programme that ensures a pipeline of
work and protected value for money.
This investment in new homes over the
next 5 years will be both a continuation of
Eildon’s proud track record of delivering
consistently high quality, sustainable
new homes, with the genuinely additional
aspect of a generational shift in the
volume of investment in our communities
to really break through addressing the
outstanding housing need that we know
exists within our housing markets.
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Above images:
Architect’s impressions
of the new development
at Huddersfield Street,
Galashiels.
Bottom images:
Architect’s impressions
of the new development
at Langhaugh,
Galashiels.
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built-in independence

PROUD TO SUPPORT EILDON
HOUSING ASSOCIATION & THEIR
BATHROOM ADAPTATION SERVICE.
CONTOUR SHOWERS • WINSFORD • CHESHIRE • CW7 2BA

For more information

01606 592586

email: sales@contour-showers.co.uk
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The Demographic Challenge –
New Forms of Provision
We operate in an area with one of
the highest proportions of older
people within our population. We
know the demographic projections
mean that older people’s housing
services will become increasingly
required, and this relates to both
volume to address the higher
number, and diversity to recognise
that older people have a range
of needs rather than a uniform
requirement for housing.
Eildon currently deliver sheltered housing
services from 5 locations across the
Scottish Borders, and we are also the
landlord in what is currently the Borders
only extra care housing development.
Following the creation of the Integrated
Joint Boards overseeing the Health and
Social Care Integration process, and
further work locally on the Local Housing
Strategy, we have worked closely with local
strategic partners to address the shortfall
in older people’s housing services.

JOHN RAE
— LIMITED —

Housing Scotland Spotlight | September 2017

Whilst some of this revolves around
adapting existing services, there is a
commitment to developing new extra
care housing services across the larger
communities in the Borders to address
assessed need within the 5 localities in our
region. As the main delivery vehicle for new
homes in the Borders, we are committed to
help deliver these new extra care housing
solutions, building on our experience with
our current successful scheme in Peebles.

“Our aim for
mixed, sustainable,
well-functioning
communities is
an integral part of
our ethos across
this strand of our
investment.”

We are in the advanced stages of planning
a new scheme in Galashiels, which will
deliver a state of the art response to
the needs of this client group, providing
a good balance for independent living
within a self-contained, user friendly
spacious flat with the option to engage
with the wider community in the
development through the shared spaces.
These solutions provide a cost-effective
alternative to acute care services and
more traditional nursing / residential
care homes type facilities, by enabling
older households to live in a homely,
non-institutional setting, whilst having
onsite care staff and alarm call technology
available to meet their specific needs.
We are committed to the delivery of these
new services and are working hard, in
partnership with the respective agencies,
to deliver a range of these options
across a number of sites. In delivering
these options we are keen that these
developments are carefully placed within
a wider community context to ensure
that services are accessible and older
households are not isolated. Our aim
for mixed, sustainable, well-functioning
communities is an integral part of our
ethos across this strand of our investment.

John Rae Ltd in Partnership with Sunvic renewables
Are working partnership with Eildon Housing Association with all
aspects of repairs and maintenance with quick turnaround on any
void properties, electrical testing and maintenance door entry
systems and all types of heating replacements and upgrades.
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Martin Aitken Associates are
proud to assist Eildon HA in the
delivery of their new build housing
and investment programme
Aspire Business Centre, Suite 3,
16 Farmeloan Road, Glasgow G73 1DL
T: 0141 647 0101
F: 0141 647 0107
E: enquiries@martinaitkenassociates.co.uk
 Quantity Surveyors

Employer’s Agent  Project Managers 

Building Surveyors



CDM Advisors  

TERRY FRAME
JOINER & GLAZIER

Your key to a stable future
Chiene + Tait has a strong history of providing best practice
advice to a range of social housing organisations and
co-operatives. We offer financial management, audit, tax and
risk guidance.

Terry Frame Joiners are proud to be in
partnership with Eildon Housing Association
>
>
>
>
>
>

Edinburgh l Inverness l Glasgow l London
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chiene.co.uk

Timber Kits - Design to Finish
Kitchens & Bathrooms
Extensions & Alterations - All Trades
All General Joinery
Replacement Windows - Timber & PVC
24 Hour Call Out

Contact us
P: 01573 470769 | M: 07970 445054
E: linda.frame2@btinternet.com
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Modernising – and
making a difference
As an organisation that has organically grown
through the development of new homes over
the years, it is no surprise that the key focus
of organisational effort has been focussed
on the effectiveness of the delivery of new
homes. However, as we have matured more
and more of our earlier homes have required
significant investment as part of our targetted
modernisation programme. As the numbers of
properties caught within this category of stock
increased, we recognised the importance
of delivering a carefully thought through
and effective modernisation programme
to both our tenants within these homes
and the delivery of our asset management
strategy for the business as a whole.
We tendered a comprehensive programme of
investment and got interest from a range of
contractors to undertake this work for us. We
carefully sifted through the tenders we received
and established the contract in early 2015. We had
anticipated that this would be a 4 year programme
of modernising a range of kitchens, bathrooms,
and heating systems across stock the length and
breadth of the wide geographic areas that we cover.

“99.4% satisfaction,
with 76.1% rating the
work as excellent...”
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In addition to the careful specification for the
programme, once we awarded the contract we
focussed a considerable amount of effort in
establishing the delivery arrangement with our
chosen contractor, Mitie Property Services. This
careful planning ensured that the contract got off to
a good start and clear arrangements were in place
to liaise, monitor the quality of the work and check
customer satisfaction. As a result of the careful
planning and the strong working relationships
established (principally through our project officer
and the contract foreman) we were able to secure
Board approval to accelerate the programme and
add a number of additional properties into the
contract. This enabled us to deliver our planned
investment quicker than we had anticipated, and
secured costs savings through negating the need
for annual uplifts in the contract payments.
As well as making business sense to deliver the
programme quicker, we ensured that the contract
squad had a continuous flow of work that ensured
they could keep the same personnel involved and
we could demonstrate very high levels of customer
satisfaction with the work completed – 99.4%
satisfaction, with 76.1% rating the work as excellent.
The hard work that went into planning and executing
this contract paid off in operational terms, however, it
also paid off in wider terms through some community
benefit outcomes that were also achieved. The
contractor squad took on a young local trainee
through this work who successfully gained a range
of skills and experience to assist him to develop his
career. In addition to this, a number of employability
benefits were delivered to local schools through Eildon
working with our contractor to raise awareness of
construction career paths with local young people.
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Prevention
often Better
than Cure –
Care & Repair

The notion of preventative services
is often highlighted as a panacea
to help break out of the seemingly
endless increase in demand for a
range of health-related services
– this is entirely logical and we all
recognise prevention is better than
seeking a cure after the event.
However, although this seems
obvious, we seem collectively very
slow to embrace the benefits of
preventative services. However,
housing associations are all
too familiar with the power of
preventative services, and one
of the best examples we have to
offer is our involvement in Care
& Repair services that do brilliant
work up and down the country.
Our own Care & Repair service in the
Borders, delivered by Eildon for well over a
decade now, has developed its own unique
character and has delivered impressive
results. Like other initiatives of this kind,
it contains the features and services that
you would expect - adaptation advice,
handypersons services, referral of a
concerning case to the relevant services,
falls prevention etc. Where the Eildon
Care & Repair service has developed in
a relatively unique way is in the working
relationships that we have developed.
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“Where the Eildon
Care & Repair service
has developed in
a relatively unique
way is in the working
relationships that we
have developed...”
Operating out of Eildon’s head office, the
team currently have Occupational Therapy
(OT) staff employed by the local authority
embedded within it. This enables effective
joint working to take place whereby OT
staff bring their professional training and
experience to bear on assessing client
and specifying solutions and then Eildon
Care & Repair staff ensure the relevant
work is undertaken to a high standard and
secures value for money. This takes away
the danger of inexperienced OT staff overspecifying solutions for clients with the
misguided notion that they are somehow
advocating for them. It also allows the
project management and administration
of the works to be undertaken by
experienced staff members thus not
burdening health professionals with a
set of tasks that distract them from their
core purpose – this is a really meaningful
example of effective joint working.

To further develop the joint working
theme, the Care & Repair service has for a
number of years co-ordinated the delivery
of the stage 3 adaptation budget for the
4 main Borders Social Landlords. This
co-operation ensures that adaptations get
completed in a planned and effective way
and that the pipeline of adaptations is fed
out to the local quality assured contractors
and monitored accordingly. In this way,
we are able to collectively manage the
demand for adaptations as best we can
given the vagaries of annualised funding.
In the era of Health and Social Care
Integration where shifting the balance
of care, enabling people to live safely
in their own homes for longer, and the
often quoted requirement to promote
preventative services, we are ever hopeful
that the tried and tested model of Care
& Repair will be seen as an exemplar of
what is currently working very effectively,
and the commissioning partners and
grant providers will see this as an ideal
opportunity to build associated additional
services around this model. We will
continue making the case for Care &
Repair – it works well in the Borders and
has the potential to do much more.
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Helping the housing sector with
better ways of working
We are a dynamic chartered surveying practice
providing a range of services to the construction
industry throughout the UK and are pleased to
support Eildon Housing Association in the Borders.
• Quantity Surveyors
• Project Managers

• Employers Agent
• CDM Services

Solutions for business transformation,
mobile applications, documents &
records management, compliance
(GDPR) and supporting new ways of
working...

For more information, or to make an enquiry contact
PARTNER

Martin Jarvie
martinjarvie@klmp.co.uk
0131 297 2063 | www.klmp.co.uk

www.deltascheme.com +44 (0)1628 401800

DALEX Systems are proud to serve Eildon Housing
Association as their Gas Heating Contractor
Our aim is to provide a reliable
friendly service to all our
customers for GAS, OIL and
Solid Fuel including:
—— Service and Repairs
—— Landlords Certificates
—— Full Central Heating Installation

DALEX Systems are ECO Friendly Heating experts in
the following:
——
——
——
——

Air Source Heat Pumps
Ground Source Heat Pumps
Solar Energy
Solar Panels

DALEX is a member of all recognised Professional Bodies
Call us to discuss your heating requirements on:
Phone: 0131 440 0945 | Email: info@dalexsystems.co.uk
Web: www.dalexsystems.co.uk
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