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Thanks to everyone who participated in the recent rent consultation (page 3) with
15% of our tenants completing the survey. Congratulations go to Rosemary Fowler
who was the lucky winner of the rent consultation prize draw (page 7).
In April we are launching our brand new 5-Year Strategy as well as a film we have
made to support the content of the strategy; all details are on our website, and there
is more about this on page 5. Please read on to find out more.
We hope you enjoy this edition, as ever if you have any new ideas, or ways to improve
things, please let us know either by email: haveyoursay@eildon.org.uk or by giving
us a call on 03000 200 217.

MEET OUR NEW VICE CHAIR,
CATHIE FANCY
We are delighted to introduce our new Vice
Chair, Cathie Fancy. In a brief interview
she gave her reasons for choosing to join
Eildon.

'Having retired from a professional housing career
with Scottish Borders Council it gives me immense
pleasure and honour to take up the role of Vice Chair
on Eildon Housing Association’s Board.
As part of my former strategic housing role within
the Council I worked closely with Eildon and other
Borders housing associations to help deliver muchneeded affordable housing and vital services to
Borders communities.
I believe that having a permanent roof over our heads that is good quality, warm,
secure and affordable is absolutely fundamental to our survival and lets us live
healthier happier lives. This in turn helps our children and children’s children at school
and in our old age to live independently within the communities we know, trust and
love.
I am both a qualified Counselling Psychologist with many years of practice followed
by a change of career after achieving an MSc in Housing back in 2001, which took
me into areas of research and development with Heriot Watt University looking at a
number of areas within Social Housing up and down the UK, followed by 13 years at
Scottish Borders Council in a Senior Management position.
I hope to draw on this experience in my role on the Board to contribute to the delivery
of Eildon’s aims and objectives and to ensure that we have a strong competent
Board. With such an ambitious affordable housing investment programme and
the forthcoming new 5-Year Strategic Plan, I am committed to playing my part in
supporting the organisation realise its vision and aspirations which will result in
improved outcomes for all of us.
www
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RENT CONSULTATION 2019/20
RESULTS SUMMARY
Thanks to everyone who got involved in the consultation.
Your views really matter and, after they were presented
with the results, our Board made the decision to limit the
rent increase to inflation only.

DID YOU HAVE YOUR SAY?
Yes, 346 customers completed the survey, giving
a response rate of just over 15% (compared with
12% last year).

We originally consulted on inflation (Retail Price Index of 3.3%) + 1%,
based on our agreed Rent Setting Policy; however, it was clear from
the responses that affordability of rent is a real concern for a lot of people just now. For this reason, the Board made
the decision to approve an inflation-only increase for the second year
running.
Method
Number of
Responses

Door Knocking

40

Online

85

Post

221

Total Responses Received

346

Even with a smaller rent increase, this year we are confident we will
continue to deliver our ambitious home building programme, improve
our existing homes and deliver high quality services for customers.
We’ll need to continue being efficient, working smarter and making the
income we receive go as far as we can, but that was always our plan.

What did people think of the
initial 4.3% increase?

What did people think of the information we
provided and how we consult?

6%
22%

29%

10%

47%

26%

18%

42%

18% thought that the proposed increase was
fair

26% were very satisfied with the information
42% were satisfied

29% thought that the increase was high but
they understood why it was necessary

22% were neither satisfied nor dissatisfied
10% were dissatisfied

47% were not happy with the increase
6% did not have an opinion on the increase

Thanks again to everyone who responded to the survey. Please look out for future opportunities to have your say when we
review our Rent Setting Policy later this year. Get in touch today if you are interested in finding out more about the range of
ways customers can get involved through our Better as One Customer Engagement strategy:
email haveyoursay@eildon.org.uk or call 01750 724 887.
You should have received a letter informing you of the new amount to pay; if you have any concerns or would like to discuss
your rent, please get in touch with your Housing Officer, or give us a call on 03000 200 217.
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BURNS CELEBRATIONS
This year's Burns' celebrations at some of our supported housing
locations were helped along by a few members of staff through our
staff volunteering scheme, Eildon Makes a Difference.
In true Scots'
style, Alan Lindsay
from Care &
Repair piped in
the haggis. The
address was then
expertly delivered by Corporate Services Manager Kirsty
Rodger. Entertainment was rounded off with a fantastic
highland dancing display by Leanne Turnbull, Administrative
Officer which had everyone tapping along.
The tenants thoroughly enjoyed the events, with some
bookings already requested for next year!

MEET OUR MODERN APPRENTICES
We were delighted to support Modern Apprentice Week 2019. Here is what two of our modern
apprentices, James Crombie from Kelso and Owen Shiell from Hawick had to say about their
apprenticeships.
James said:
“I’m 6 months into my post at Eildon Housing Association
undertaking a Modern Apprenticeship as a Finance Assistant.
I am studying a level two AAT qualification and decided to
undertake an apprenticeship to gain valuable experience on
the job, whilst studying towards a recognised qualification, not
to forget, earning some cash along the way! I am hoping to
complete my AAT studies in the next few years and continue to
develop my learning by undertaking the ACCA course.”

Owen said:
“As Eildon’s Housing Apprentice I have the opportunity
to balance learning about a housing association, whilst
gaining vital, on the job experience. It’s given me a deeper
understanding of why we do what we do in delivering housing
and care services and what my role is in that bigger picture.
I’m enjoying working for Eildon helping our tenants and
communities. Making the most of opportunities to learn by
saying ‘yes’ to any opportunities that come up! Hopefully that
will help me get a permanent position here after the two-year
course and progress my career further in Housing.”
www
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5-YEAR STRATEGY FILMING
After the success of the film we had commissioned last
year to advertise recruitment opportunities at Station
Avenue, Duns we asked a local professional film maker
to come and create a film for us; this time to launch the
company’s new 5-Year Strategy.
This was a large project as we wanted the film to show how our new
strategy aims to do even more to support the people and communities
we serve, and to deliver inclusive growth for our region for the next 5
years and beyond. We have a lot to promote; with sound finances, good
quality assets and great people, we wanted our film to demonstrate all
these aspects.
The filming process took us out and about to different areas of the Borders,
to see first-hand the services we provide for our tenants in their homes,
at our sheltered developments and extra care developments; to see the
progress of new developments; estate walkabouts with our Housing Officer
Lauren Gregg and Maintenance Officer Davie Forster; and visits with our
Care and Repair handyperson, Alan Lindsay, to name just a few. A highlight
was visiting Dovecot Court, our extra care development in Peebles, to meet
tenants, and witness the weekly visit from the children from First Nursery
school who have clearly developed strong friendships with the tenants who
live there.
So why not take a couple of minutes to read our new strategy and have
a look at our new film which is on the home page of our website. Special
thanks to everyone who participated in the making of this film – we hope
you enjoyed the process as much as we did.

NEW SIGNS FOR TEVIOT COURT
Over the last few months we have been working with our
contractors to design new signs to be rolled out across our
homes.
Teviot Court in Hawick is our first development to benefit from these new,
dementia-friendly signs. Here is just a taster of the signage before and after.

AFTER
BEFORE
The new signs provide tenants, visitors, contractors and
visiting staff easier navigation around the building and
appear fresher and more modern.
Keep an eye out for more signage updates in the coming
issues of Connect.

www
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SMOKE DETECTOR UPGRADE
In response to tragic events at Grenfell Tower, changes to the
law require that we fit an additional smoke detector in the living
room and a heat detector in the kitchen of all our properties
which do not already have these fitted. We will also renew the
current smoke detectors.
This work will be carried out over the next 2 years. You will be notified by
letter and our contractor will contact you to arrange an appointment for the
work to be carried out. However if a contractor is in your home to carry out a
repair they may take this opportunity to do the detector upgrade at the same time.
If you have any queries regarding this matter, please contact your Maintenance
Officer on 03000 200 217.

ROOF MAINTENANCE
We would like to let you know that contractors Terry Frame, Waverley
Housing and R3 Repairs will be undertaking roof maintenance at the
towns below sometime between May and October this year.
If you are due your bi-annual
roof maintenance check you will
receive a letter in the next couple of
months.
Unfortunately we are
unable to let you know the
precise dates, but if you
have any queries regarding
this matter, please do not
hesitate to contact us on
03000 200 217.

Morebattle

West area - R3 Repairs
Central area - Waverley Housing
East area - Terry Frame Joinery

www
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GROUNDS MAINTENANCE
In order that we can achieve best value for our customers in the services which we provide we
regularly test the quality and pricing of our contractors through a tendering process. In the case of
grounds maintenance we tender for contractors on a 3 yearly basis. The tenderers are assessed on a
quality/price basis which aims to secure the highest level of service at the most economic price.
Listed below are the grounds maintenance contractors whose tenders scored highest on our selection criteria and the
areas in which they will be working. These new contacts will commence in April 2019 and run to March 2022 subject to
contractors meeting the agreed performance standards.

Timber Creations,
based in Hawick

Border
Groundforce,
based in Duns

Tivoli Group,
based in Melrose

Idverde Ltd,
based in
St Boswells

Ancrum
Bonchester Bridge
Denholm
Ettrickbridge
Hawick
Ayton
Chirnside
Cockburnspath
Coldstream
Duns
Eyemouth
Gordon
Broughton
Cardrona
Clovenfords
Eddleston
Galashiels*

Jedburgh
Newcastleton
Selkirk
Yarrowford

Bowden
Lilliesleaf
Melrose
Newstead
Newtown St Boswells
St Boswells

Tweedbank
Earlston
Galashiels*
Lauder
Stow

Greenlaw
Kelso
Morebattle
St Abbs
Stichill
Town Yetholm
Innerleithen
Peebles
Skirling
Walkerburn
West Linton

* Galashiels will be covered by Tivoli Group and Idverde Ltd. If you would like to know
which contractor will be in your area please contact us on 03000 200 217.

CONGRATULATIONS TO
ROSEMARY
Our Customer Engagement Officer, Lita, was delighted to pop
over to Eddleston to visit the winner of the Rent Consultation
Prize draw, Rosemary Fowler.
Congratulations to Rosemary who was extremely pleased to receive the £50
High Street Voucher prize. A massive thank you to all customers who took
part in the consultation as having your feedback has certainly helped inform
the Board's decision.
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HOW WE ARE PERFORMING

Our results for the 3rd quarter of 2018/19
The tables below provide performance indicators covering April to December 2018, covering key
services and areas where we have identified a need for improvement.
The Customer Panel members keep an eye on how we’re performing and discuss these areas with our Housing and
Property Managers quarterly, to hear about the reasons behind the scores and to consider ways that we could improve on
them.
If you would like to find out more about how we work and what’s behind these scores, please get in touch with your
Customer Engagement Officer, Lita McHale on 01750 724 887 or email at haveyoursay@eildon.org.uk
KEY:

Good

Room for improvement

Cause for concern

*Benchmark Organisations - Other local housing associations and the following: Albyn Housing Society, Caledonia HA, Kingdom HA,
			
West of Scotland HA, Melville HA & Hillcrest HA.
MAINTAINING YOUR HOMES
Quarter 3

Performance Indicator

Apr 18-Dec 18

Target

Benchmark

% of repairs completed at first visit

89.81%

90%

88.04%

Overall level of customer satisfaction with repairs service

92.75%

92%

90.55%

% of repairs appointments kept

81.29%

90%

N/A

Target

Benchmark

How are we
doing?

Movement
since last Q

How are we
doing?

Movement
since last Q

How are we
doing?

Movement
since last Q

INCOME MANAGEMENT
Quarter 3

Performance Indicator

Apr 18-Dec 18

% of rent collected

97.56%

97.29%

98.12%

Rent arrears as a percentage of rent due in the year

5.08%

4.98%

5.19%

Target

Benchmark

EMPTY HOMES
Quarter 3

Performance Indicator

Apr 18-Dec 18

Average re-let times (days)

35.86

25

33.71

% of rent lost through vacant properties

1.27%

1.15%

1.08%

% of tenancy offers refused

37.81%

30%

26.27%

% of tenancies sustained more than 12 months

95.24%

90%

89%

COMPLAINTS
Between 1 April 2018 and 31 December 2018

Number

Upheld

Resolved within
Timescale

Frontline Complaints

35

22

100%

Stage 2 Complaints

6

5

100%

www
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WANT TO HELP US IMPROVE OUR CUSTOMER
SERVICE?
We are looking for volunteers to help us test out our
customer services as part of a Scrutiny sub-group of our
Customer Panel.

This is a chance to come together with other customers for
a short period of time to get involved with things like mystery
shopping, reviewing our customer service standards, and generally testing out how well we
deal with customer enquiries.
We’re looking to hold an initial workshop in May to start the discussions (lunch will be provided,
and transport costs will be reimbursed).
Please contact Lita McHale at haveyoursay@eildon.org.uk or call her on 01750 724 887 if you would like to get involved or
hear more about this exciting opportunity to make a difference for customers.

SUPPORTING BORDERS SHEDDERS
We were delighted to give support to two of the Borders’ Sheds - Kelso
and Selkirk.
Our CEO, Nile Istephan, paid a visit to the local Selkirk Community Shed to donate
a digital projector. Four PCs and two cupboards (which had become excess to the
organisation’s requirements) were also given to the newly opened Kelso Men’s Shed.
Nile Istephan commented, ‘As part of the on-going modernisation of our business
processes we had some surplus furniture, computers and equipment that we wanted
to put to good use. In line with one of our corporate values of being connected to
the communities that we work within, it is great that we can donate our surplus
equipment to such a worthy cause.’
'The Men’s Shed movement provides the community with a very valuable service, by offering recreational facilities to help
advance the social needs and health and well-being of people of all ages and backgrounds. Along with a number of other
organisations, we have also provided financial support for a Men’s Shed Development Worker to maximise the potential for
this inspirational idea across our region.’

CHANGE TO CUSTOMER SATISFACTION SURVEY
PROVIDER

Your feedback is vital to help us improve our services, so we use an independent market research
company (currently Research Resource) to gather your feedback by carrying out satisfaction surveys
on our behalf.
We want to share with you the news that we have just re-tendered for the three-year contract to conduct our satisfaction
surveys and we are pleased to announce that we will be working with a new organisation – BMG Research (BMG).
BMG is an experienced independent research company who has worked with a number of
other housing associations. By working with BMG we will be able to provide feedback to you
in new and innovative ways such as through the use of videos and easy-to-read graphics.
We will keep you updated as this exciting new partnership progresses.
We would like to take this opportunity to thank the team at Research Resource for the
excellent service they have provided over the last few years. Their knowledge and insight
has been invaluable and we wish them well for the future.

www
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DEVELOPMENT UPDATE
There is a slight change in focus to this update as we look at our current efforts and future plans to
work alongside local communities through the delivery of our development programme.
As previously discussed our active development programme will create at least 750 new homes across the Borders by
the end of March 2021. This will generate over £113m which is reinvested back into the Borders. To make sure that we
maximise the impact this investment could generate over and above the bricks and mortar, we created the new post of
Community Benefits Officer (within the development team). Alison Lowrie took up the new role in May 2018 and was
charged with capturing current activities, co-ordinating and driving our work with local communities in relation to our
development activities.
We promote the use of local suppliers and the employment of Border based site operatives across all our construction
partners. In the same time period, we spent around £1.2m with local suppliers across our programme. We are looking to
get involved with local communities in the vicinity of all our new developments. We currently have three active initiatives at
Huddersfield Street in Galashiels, the former High School in Earlston and Tweedbridge Court in Peebles (see more on page
11) and will be exploring more as the programme continues.

Former High School Site, Earlston
We have submitted planning for 64 new homes and hope to start
on site this Summer. We are working with another local mosaic
artist, Joy Parker, to incorporate community art work into the
development. Subject to planning approval we are looking to
have a mosaic at each of the two entrances along with benches,
and elements of the designs will also be incorporated into the
pathways.
We are working closely with Earlston Community Council to
maximise community engagement throughout the delivery of this
project.

Huddersfield Street, Galashiels
We will be starting on site in May 2019 building 34 new apartments. Working with the local primary schools, we are
promoting and sponsoring the erection of colourful hoarders as part of the Ivor Goodsite’s Hoarding Competition 2019.
This competition 'encourages children and people of all ages to channel their ‘inner Picasso’ and paint collaborative
masterpieces on construction site hoardings throughout the UK and Ireland.'
More information can be found at:
https://bit.ly/HoardingCompetition

www
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SHUT OUT OF BORDERS COMMUNITIES
When building new homes, a key milestone in moving
from the drawing board to the building site is the
granting of planning permission by the local authority.
You may have become aware through newspaper
headlines that since the turn of the year Scottish
Borders Council’s Planning Committee made what we
would regard as very negative decisions in respect of
three new developments of affordable housing.
The three developments at Newtown St Boswells, Galashiels
and Tweedbridge Court, Peebles totalling 173 new homes for
rent did not receive approval at the original planning meeting
due to objections by existing members of these communities.

Former site at Tweedbridge Court

The objections are always very similar: the existing
infrastructure will not cope, the houses will go to outsiders, the building will not enhance the local environment.
In response to these objections we would cite the following examples:
•

In Newtown St Boswells we are spending £890,000 in putting in a new drainage system which as well as serving
the new homes will also improve the drainage for the whole village.

•

Our analysis of our recent lets to new homes confirms that 80% of the people moving into these new homes
come from the local area.

•

In Galashiels and Peebles, we are tackling long-term blighted sites which no developer, other than one with a
significant non-financial stake in Borders communities, would take on due to the costs and challenges associated
with these sites.

The new homes proposed were of a high quality, and are sensitively designed properties which would have met a clearly
identified need for rented housing. Our lastest new development in Newtown St Boswells attracted 3,300 bids for 48
properties whilst our second phase will provide 64 homes including 10 for retired tenant farmers which, as well as providing
high quality homes, will also support new entrants into agriculture by freeing up farm properties.
In Galashiels we proposed a wide range of housing from bungalows for those with additional needs, to high demand family
housing, whilst in Peebles our development would have helped address chronic housing need and local shortages of labour,
given the overwhelming majority of our homes are let to people within the local area.
In addition, our proposed programme would have spent over £100m on new rented homes in the Scottish Borders with the
majority of the construction work going to local contractors, sub-contractors and suppliers, who in turn would have been
encouraged and supported to take on local young people as trades apprentices and offer other training and employment
opportunities, again targeted at local people.
Sadly, these positive outcomes are regularly overlooked when decisions are being made. Instead priority is given to
comments which are often ill informed, sometimes incorrect and regularly offensive in their perception of social rented
homes and the people who live in them.
To all the families and individuals whose lives would have been enhanced by accessing a new home and for all those
whose employment opportunities and prospects would have been boosted by our house building we can only apologise
for not making a convincing enough case that puts your wellbeing ahead of the objectors' views. We remain focussed on
investing in our communities and addressing housing need, and we would encourage those who support us and see the
value in our work to make their voices heard for the benefit of the Scottish Borders.

www

www.eildon.org.uk

Follow us via Social Media

www
www

11

springconnect

CAREER FAIRS AND SCHOOL INITIATIVES
During February and March Eildon staff have been
attending a variety of high school careers fairs,
promoting the work that we do and the variety of job
roles we have within our organisation.
Did you know that we have over 50 different roles in
departments? These include; Housing, Property Maintenance,
Finance, Corporate Services, IT, HR, Learning Disability Support
& Sheltered Housing Services.
There are many ways to enter a career in housing associations,
you don’t always need to go to university. We have offered
a range of Apprenticeship opportunities over the past few
years and will continue to do so, (see page 4). Look out for our
apprenticeship opportunities and job vacancies on our website
and social media.
In addition, Eildon along with Hart builders are working together with Developing the Young Workforce Borders to raise
awareness of careers in the construction industry.
As part of this we have sponsored construction kits which will be used across all primary schools in the Borders at
sessions we are helping to deliver.

SBC PUBLIC CONSULTATION
Scottish Borders Council is committed to creating a region that is fair
for everyone and where we all have an equal and positive chance to
succeed.
Tackling fuel poverty will be a key step towards achieving this. Their aim is to provide affordable warmth and healthy homes
for everyone living in the Borders. SBC have developed a draft vision and priorities for their Affordable Warmth and Home
Energy Efficiency Strategy with their partners. Before the strategy is finalised, they want to make sure that local people,
communities and stakeholders have their say on whether these priorities will make a positive contribution to meeting the
needs of people in the Borders. Throughout the consultation there are questions on each of the areas they are seeking
views on, with an opportunity for people to contribute their response.
Please find the link here: https://bit.ly/SBCawhees
Closing Date: 21 May 2019

GROUP
Caring, Committed, Connected, Creative

EILDON HOUSING ASSOCIATION – HOW TO CONTACT US

Wewww
welcome your feedback – there are many ways to let us know what you think.
The Weaving Shed, Ettrick Mill,
Dunsdale Road, Selkirk TD7 5EB
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