
While we receive some funding from the Scottish Government 
to help build new properties, everything else – running costs, 
repairs, loan repayments, etc comes from the rent we charge.  We 
understand that sometimes tenants can find paying their rent hard, 
and we will do everything we can to help a tenant who is having 
difficulty paying their rent.  Only as a last resort will we take court 
action against a tenant and apply to have them evicted.  

Last year we referred 10 arrears cases to the courts.

In 2010-11 we evicted two tenants for rent arrears, so far in 
2011-12, we have evicted four tenants.

At the end of the financial year, we were owed £134,556 in rent 
arrears (an increase of £4,318 since 2009-10).  That’s enough to 
pay for:

•  196 new front doors

•  Talkback newsletters for the next 34 years

•  58 new kitchens or 54 new bathrooms

•  2,691 smoke alarms

So please – pay your rent on time.  If we take you to court, you 
will have to pay court costs on top of your rent arrears, which can 
add up to hundreds of pounds.  If you’re having difficulty, even if 
you’re not in arrears at the moment, ask your Housing Officer for 
help.

The following policies were introduced or reviewed in 2010-11

•  Sponsorship & Donations

•  Antisocial Behaviour

•  Domestic Abuse

•  Rent & Service Charge

•  Tenancy Sustainment

•  Customer Care

You can view all these policies on-line at elha.com.

In addition to these we also reviewed:

•  Management Committee Member Profile

•  Management Committee Members Role Description

These documents are available on request, and can also be found 
on elha.com.

Policies

Rent Arrears Tenancy Sustainment

Complaints

We hope that there will only be good reasons for one of our tenants 
moving out (an expanding family, a better job in a new area, etc).  
Tenancy Sustainment is the name given to the procedures we use 
to help tenants stay in their homes when they are having problems.  
Given how hard it is to get a tenancy in the first place, it’s really 
important.

When a tenant moves into one of our properties we offer help in a 
variety of ways – tenants on a low income and who have no furniture 
can be referred to ELVON’s Recycling 1st Project.  We can also help fill 
in Housing Benefit application forms, and refer the new tenant to our 
new Financial Inclusion Service.  We aim to make sure that less than 
10% of new tenancies fail because the tenant cannot cope.

Failed Tenancies

Any tenancy which lasts less than one year is considered a 
‘failed’ tenancy.  During 2010/11, we had twelve tenancies 
which ended within one year.    The reasons for these failed 
tenancies were:

3 Exchanged into another tenancy

3 Rehoused by Council

1 Died

5 Ended due to problems

12 Total ended within one year          (9.4%)

Sometimes a problem isn’t apparent during the excitement of moving 
into a new home, so we call and check that everything is going okay. 
We try to visit all new tenants four to six weeks after they’ve moved 
in, to make sure they’re settling in. 

Settling in Visits

In 2010/11 we started 180 new tenancies (relets, new builds and 
exchanges) and carried out 170 settling in visits.

Remember – you can help by welcoming new neighbours to your area.

We try to deal with complaints 
about our service quickly and 
informally.  Most complaints are 
dealt with as soon as we are 
aware of them by the person 
who has received the complaint.  
Occasionally if this doesn’t work, 
or if the complaint is more serious, 
we will use our formal complaints 
procedure.  In 2010-11 we received 
four formal complaints:

•   Two were resolved at the first stage of our complaints 
procedure, and apologies issued. 

•   One went to a third stage complaint, and although we 
were not able to resolve the situation, due the majority of 
the issues being outwith our control, we were able to give 
a clear explanation of our actions, apologise for the issues 
which were our fault, and signpost our tenant to agencies 
which may be better able to help.

•   One case was referred to the Scottish Public Services 
Ombudsman (SPSO).  The SPSO ruled in our favour, 
agreeing that our actions were in line with our policies and 
procedures.

Once we receive a formal complaint, we will let you know we have 
received the complaint straight away, and you should receive a full 
reply within 10 working days.  If we can’t reply within 10 working 
days (perhaps because of a lengthy investigation), we will write to you 
explaining the reasons for this and let you know when we expect to be 
able to answer in full.


