talkback
spring ‘11

Rent Increase Consultation 2011-12

In this Issue
of Talkback!

Our 2011–12 Rent Increase Consultation was sent out to all our tenants in early
January. The letter and survey, or e-mail for paper-free service users, were sent
to all tenants, setting out:
•
previous rent increases
•
what the rent has to cover
•
information on last year’s consultation and our response to it
•
the proposed rent increase from the 1st of April 2011
The survey questions were:
1) Do you think that ELHA’s rents represent good value for money?
2) If not why not?
3) Do you think that RPI + 1% is a fair increase?
4) Do you have any other comments that you would like us to consider?
A total of 130 (11.2%) tenants returned the survey, a 3% decrease since
last year.
The results of the survey show that:
•
80% of respondents believe that ELHA rents are good value for money
•
70% of respondents thought that RPI + 1% was a fair increase
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Do you think ELHA’s rent
represents good value for money?

Do you think that RPI + 1% is a
fair increase for 2011/12?
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The consultation results, including all comments, were passed to our Management
Committee for consideration. The rent increase for 2011–12 has now been
confirmed as 5.8%, and you should have received your rent increase letter
during the week starting the 28th of February. If you pay by direct debit, we
will automatically adjust your payments, otherwise please remember to pay the
increased amount from the 1st April 2011.

T: 01620 825032

W: WWW.ELHA.COM
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Our Customer
Service Charter

Self Assessment for
Adaptations

Included with this newsletter is our
Customer Service Charter leaflet.
We aim to ensure that whenever
someone uses our services, they are
dealt with courteously and efficiently. This leaflet sets out
what you can expect when you use our services, and what
we ask of you to help us provide excellent service.

East Lothian’s Occupational Therapy self selection service
is able to provide a range of equipment to support you with
daily tasks, and safety grab-rails if you need them. These
items are free of charge and you do not need an assessment
to receive them. You can request them for yourself, or for
someone else.

Why our rents are higher
than East Lothian Council

Occupational Therapy Self Selection Service
East Lothian Council
6-8 Lodge Street
Haddington
East Lothian
EH41 3DX

Through the Rent Increase Consultation many of you ask
why our rents are higher than East Lothian Council (ELC).
Each Council and Housing Association sets their own rents.
ELC housing has one of the lowest average rents when
compared with other Scottish Councils, while our rents are
about average for Scottish Housing Associations.
Compared to all other landlords with homes in East
Lothian, 98% of our rents are lower than other Housing
Association rents for the same size of property, and our
rents are considerably lower than the average rent for a
private let. So, while our rents are higher than the Council,
they are generally lower than other landlords’.
ELC tenants and our tenants both have Scottish Secure
Tenancies, but Councils and
Housing Associations are
completely different types of
organisation. We are not run or
funded in the same way as ELC,
for example: Council housing is
managed by the Local Authority, while we are a Registered
Scottish Charity run by an elected Management Committee
and are dependent solely on our rents for our costs, dayto-day running and property maintenance.
In the past East Lothian Council’s housing was built using
Scottish Government subsidies and Government loans,
which had all been paid off. We are only partially funded by
the Scottish Government’s Housing Association Grant for
building/buying new properties and must raise the rest of
the cost through bank loans, which charge a higher rate of
interest than Government loans.
Our Management Committee keeps a close watch on our
spending. The Council has always been able to keep repair
costs low, as they do not have to pay VAT on repairs, and
one reason why we launched R3 Repairs Limited was so
that we could also reduce our costs in this way.
Rather than comparing our rents to ELC rents, a more
accurate comparison would be to compare our rents to
other Scottish Housing Associations. You can find out more
information on Housing Association rents from the Scottish
Housing Regulator (formerly known as Communities
Scotland) at: www.scottishhousingregulator.gov.uk.
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To request an information booklet and an application form,
please contact:

Tel: 0845 603 1576 (reduced call charge)

Tenant Alterations &
Improvements
If you want to make any change to your home, apart from
decoration or things that are easily removed, you must fill out
our Alterations & Improvements form, and receive written
permission from us, before you start work.
Examples of changes which
require permission:
•
•
•
•
•

Putting up a satellite dish
Installing a shower
Building a garden shed
Changing light fittings
Installing laminate flooring
or floor tiling
• Putting up a boundary
fence

Examples of changes
which do not require
permission:
• Decoration, including
wall tiling
• Putting ornamental
planters in your garden
• Putting up shelves
• Putting down new flooring
(other than laminate or
floor tiling)
• Planting a hedge

If we do give you permission
to make a change, we would
normally expect you to remove
the alteration and return your
home to its original state when
your tenancy ends. For example: iff
you had removed a bath to install
a shower unit, you would be
expected to remove the shower
unit, reinstall the original bath and
ensure that the bathroom was in
good decorative order.
Alteration & Improvement forms
are available on: elha.com, on
request by phone on
01620 825032, or at our office.

East Lothian Housing Association, 18-20 Market Street, Haddington, East Lothian EH41 3JL

Scottish Charity No. SCO28900

Know Your Rights – Making a Complaint
We try to make sure all our tenants
receive an excellent service, but we
know that things can sometimes go
wrong. If something has gone wrong,
we want to know so we can put it right
and stop it happening again. Anyone
who receives a service from us can
make a complaint, and so can their
representatives, such as solicitors,
councillors or MSPs.
Complaints can be made informally
by letter, e-mail, phone or through
our Live Help service on elha.com,
and we aim to have them resolved
within 3 working days. If you prefer
to go through our formal Complaints
Procedure, you can use the same
methods, stating that you would like to

make a formal complaint, and we also
have a form that you can fill in.
Formal complaints are usually dealt
with by the manager of the relevant
department, ie:

airs,
• Complaints about rep
personnel –
air
rep
maintenance or
son
om
Th
l
Asset Manager, Bil
a tenancy
• Complaints about how
or
issue has been handled
Manager,
ng
usi
Ho
Housing staff –
Karen Barry
g the office
• Complaints about visitin
rate
or reception staff – Corpo
ine Wilson
Services Manager, Carol

If you aren’t satisfied with the outcome
of your complaint, you can appeal.
Appeals are dealt with by the Director
of the relevant department. If you are
still not satisfied your complaint will
be passed to our Chief Executive. Our
Management Committee becomes
involved in considering a complaint
if it is not resolved after the Chief
Executive has dealt with it.
If you have gone through our whole
Complaints Procedure and are still not
satisfied, you can take the matter to the
Scottish Public Services Ombudsman.
More information on the Ombudsman
can be found at www.spso.org.uk, or
by phoning 0800 377 7330.

New Staff

Housing Officer Areas

Welcome to Kris Smith, R3’ss
new Planner. Kris comes
to us from Clark Contracts,
and brings R3’s office staff
up to full strength.

There has been a small change in Housing Officer areas,
impacting on tenants in Haddington and Prestonpans only.

Save Energy, Save Money
Wouldn’t it be nice if the cost of heating your
home went down for a change? If you’d like to
stay warm and spend less on fuel bills, the Home
Energy Scotland Hotline from the Scottish
Government could help. You can call the hotline
free on 0800 512 012 or text WARM to 81025 and
they’ll call you back.
Through this service we are also offering you a FREE
TV Powerdown Plug. The plug contains a sensor which
detects when you have switched your television onto
stand-by with your remote control, and cuts the power.
When you press the ‘on’ button on your remote, the
sensor turn the power
back on. To get your free
Powerdown plug, just fill in
the form on the comment
card (or the on-line form
for paper-free tenants) and
return it to us by 30 April
2011.

T: 01620 825032

W: WWW.ELHA.COM

Claire McMillan

John McInally

Dale Finlayson

• Cockenzie
• Elphinstone
• Macmerry
• Ormiston
• Port Seton
• Tranent
• Prestonpans
(Appin Drive,
Bankfoot,
Fowlers
Court, Grey
School Corner,
McLachlan
Gardens,
Prestongrange
& Salt Preston
Place)

• Musselburgh
• Wallyford
• Whitecraig
• Prestonpans
(Flying
Scotsman
Way, Grange
Crescent East/
West, Jacobite
Way, Jim Bush
Drive, Mallard
Walk, Redbush
Road & South
Grange Avenue)

• Althelstaneford
• Bolton
• Dirleton
• Dunbar
• East Linton
• East Saltoun
• Garvald
• Gifford
• Gullane
• Haddinton
• Innerwick
• North Berwick
• Pencaitland
• Stenton
• West Barns
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Cut Down the
Clutter –
Go Paper-Free

Remember, if you’re registered for on-line tenant
services, you can sign up for our Paper-Free Service. As
part of this service you can choose to have our Annual
Report, your Annual Rent Statement and your copy of
this newsletter sent to you by e-mail, and take part in
consultations on-line instead of
having to post us back a letter.

Estate Inspections
We introduced our estate inspections last year, and they
proved to be very popular. We had tenants taking part in
even the smallest developments. During the inspections we
identified repairs, were able to pass along information on road
and pavement faults to East Lothian Council, we listened to
what tenants want to change about their areas and discovered
some stunning gardens.
Thanks
Th
k to these
h
inspections,
i
i
we have
h
been
b
able
bl to put some
money aside for some of the improvements suggested by our
tenants. These improvements will start shortly, and we would
like to thank everyone who took part for their input last year,
and hope that they will come back this year to do the same.
T is year’s inspections will start again in April, and you will be
Th
invited to takee pa
part
r w
whe
heen we are inspecting your areea.
a

For more information on
our Paper-Free Service, visit
elha.com, and for help with
registering, just click on the red
Live Help button.

Housing Benefit – Increase in Non Dependents Deductions
If you are on Housing Benefit and you have a non-dependant (adult son or daughter, other adult relative, friend or lodger)
living with you, your Housing Benefit entitlement will be decreasing. The charge for non-dependent adults in your
home was frozen at a minimum of £7.40 per week and a maximum of £47.75 per week in 1999, but the Government has
announced that this will increase in April 2011.
For example:
Tenant A qualifies for full Housing Benefit. Living with her is her 18 year old daughter who has just left school and has not
yet found a job. At the moment tenant A has to pay £7.40 per week, and this will increase to £9.40 once the changes are
implemented.

aged 25 and over in receipt of IS and JSA(IB),
in receipt of main phase ESA(IR),
aged 18 or over, not in remunerative work
aged 18 or over and in remunerative work
- gross income: less than £122.00 per week
- gross income: £122 to £179.99 per week
- gross income: £180 to £233.99 per week
- gross income: £234 to £309.99 per weekk
- gross income: £310 to £386.99 per week
- gross income: £387 and above per weekk
Source: Scottish Government (2011)

2010
£

2011
£

Change
£

7.40

9.40

2.00

7.40
17.00
23.35
38.20
43.50
47.75

9.40
21.25
29.60
48.45
55.20
60.60

2.00
4.25
6.25
10.25
11.70
12.85

If you have an adult living with you, and you are on Housing Benefit, you must let the Housing Benefit department know. If you
do not keep them informed, you may end up with a large Housing Benefit overpayment, which you will have to repay, normally
through a weekly sum deducted from your benefit. This can result in rent arrears, which can jeopardise your tenancy.
If you have a non-dependant deduction, you will receive a letter from East Lothian Council letting you know about the
change in your Housing Benefit.
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Reporting A Repair –
What’s New, What’s the Same
R3, Asset Management, Property, on-line repair reporting, phoning the repair line,
planned maintenance, chargeable repairs, tenant improvements . . . sometimes it
can all be a bit confusing. So here’s a quick guide to what’s going on.
REPORTING A REPAIR – R3
When you call the repair line, 01620 828422, you will get through to R3 Repairs Limited.
Although the name has changed, the service is the same. You may even get a familiar
voice on the phone as Angela has moved down the hall to R3.

Norma Clarkson
Repair Administrator

On-line repair orders also go through R3. For more information on how to report a
repair on our website, see the article below.
EVERYTHING ELSE – ASSET MANAGEMENT
If you want to make any changes to your home, or if you want to order a chargeable
repair, or find out when you are due for a kitchen replacement, please contact our Asset
Management department. For more information on making changes to your home, see
the article on ‘Tenant Alterations & Improvements’ on page 2.
Angela Brunton
Still taking your calls as one of R3’s
Repair Administrators

Unexpected
Bonus!
Report Your Repairs On-Line
We would like to apologise to any tenant who has had difficulty getting through to
report a repair by phone. R3 staff have been doing their best to answer or respond
to every call as quickly as possible, but we are aware that some tenants have had
problems.
As a result, we have increased staffing levels and introduced new telephone technology,
including a call queuing system, which, when there is a queue, lets you know your
position in it.
However, we think the best way to report a repair is on-line – the service is instant,
available 24 hours a day and you can choose and book the appointment you want from
all available appointments.
To use the service, simply visit elha.com. Once registered, your on-line tenant account
also allows you to request a property inspection, keep track of your rent account,
switch your rent payments to Direct Debit and join our paper-free service.

We were obviously not alone
in deciding to promote Direct
Debits as the easiest and most
efficient way to pay rent by
running a competition – Allpay
had the same idea. Everyone
who has signed up for Direct
Debits this spring has been
entered into our £100 prize
draw and Allpay’s prize draw to
win a brand new car.
And if that wasn’t enough of an
incentive, Allpay will also make
a donation to Marie Curie
Cancer Care for every person
who sets up a Direct Debit this
spring.

For more information on registering, and how to use our on-line repair service, just visit
elha.com. If you need help registering, click the Big Red Button during office hours for
live help from a member of staff.

Stop Press – Coming Soon – Financial
Inclusion Service
Later this year we will be introducing our new Financial Inclusion Service. This service will
offer debt advice, help tenants ensure they are claiming all the benefits they are entitled to,
and provide advice on energy efficiency and how to save money on heating bills.
Keep your eye on future newsletters and elha.com for more information.

T: 01620 825032

W: WWW.ELHA.COM
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Planned Maintenance
Calendar 2011—12*
Kitchen Replacements:
Dunbar (Woodbush Place)
Dunbar (Church Court)
Haddington (Rosehall)
Cockenzie (Osbourne Court)
Pencaitland (All)
Port Seton (South Seton Park)
Bathroom Replacements:
Haddington (Seggarsdean)
Musselburgh (Delta View)
Musselburgh (Moir Terrace & Moir Place)
Musselburgh (Ladywell)
Rewiring:
Dunbar (Castle Area)
Dunbar (Colvin Street)
Dunbar (Woodbush Court)
Musselburgh (Pinkie Area)
Roofing Maintenance:
Musselburgh (Pinkie Area)
If you are scheduled to have work done, we will
write to you in advance letting you know what
will happen, and when work will begin.
*All works are subject to a pre-contract survey

Digital Drama! Are You Ready?
East Lothian will be switching over to Digital TV in June this year.
After this date, analogue televisions will no longer be able to pick up
TV signals without a freeview box, telephone connection, or cable/
satellite connection.
If you are unsure about what you have to do, please check below:
• If you have Freeview, BT Vision or Top Up TV, you will need to re-tune
your TV or box at switchover. Most TVs and boxes have an ‘autotune’
feature, which will find your digital channels for you
• If you have Sky TV, Freesat, Virgin Media or Smallworld you do not need
to do anything – you are already prepared for the switchover
• If you have an analogue TV, with five or fewer channels you will need to
buy a freeview box or freesat box and dish in order to continue watching
TV. Freeview boxes cost around £20–£30.
Elderly or disabled people are eligible for the Switchover Help Scheme.
The scheme costs £40 (free for people on some benefits), and includes a
freeview box, installation, and help and advice to ensure you are completely
happy with how it works. If you would like more information on the Help
Scheme, call: 0800 40 85 900.
If you would like more information on switching over, we have a wide
range of leaflets in our Haddington office. If you would like us to send some
information to you, please contact us by clicking the red ‘Live Help’ button
on elha.com, or calling on 01620 825032.

Rent & Technology
We are always looking for opportunities to
make our services easier to use. As new
technology becomes available, we aim to
add to our existing services, rather than
replace them.
By Phone – call us on 01620 825032 and
ask to pay your rent over the phone.
A member of staff will ask you for your
card details and take your payment.

Your Aerial

Internet Banking – You will need to know
your tenant number and our account
number to do this. If you don’t know them,
please contact us by visiting elha.com and
clicking on the big red Live Help button, or
by calling on 0162
20 825032.

There is no such thing as a digital aerial – all aerials
can pick up both digital and analogue TV. If you
would like to replace your current aerial, you must
fill in our alteration and improvement form and
receive permission before you make any changes.

Beware of tradesmen offering to install a ‘Digital
Aerial’ for you.

If you have a communal aerial, we will be
inspecting it before the switchover takes place. If you are unsure if you have a
communal aerial or not, please contact us though elha.com or by phone on
01620 828422.
You can get advice and information on going digital by contacting
Digital UK on 08456 50 50 50 or visiting www.digitaluk.co.uk
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Focus On – homehunt for
ELHA Tenants

Your Comments
We would like to thank everyone who has expressed their
appreciation of our services over the last year. We aim to
provide the best possible customer service, and it’s great to
know when we have succeeded. Some quotes from this year’s
correspondence:

“

Allocations are dealt with excellently.
Thank you for all your hard work,
and the wonderful way you all handle
your clients, and the kindness of the
welcome pack, it was very touching.

“

Dale Finlayson made what was for
me a very difficult time, easy and
relaxed. She was very professional
and friendly.

Harassment

✔

Overcrowding

Silver

Bronze

✔

✔

✔

Underoccupation

✔

Need to be in a Community

✔

Medical

✔

✔

✔

(For more information and a full list of passes visit elha.com)

If one of our tenants qualifies for a priority pass, they
would be considered for a property before any other
homehunt applicant with the same level of pass.

“

Can I take this opportunity to thank
John for all his help. He has a lovely
demeanour and is very helpful and
supportive.

“

Gold

“

Very helpful and sympathetic service.
It feels easier contacting ELHA this
way as it seems less of a bother (I
hope!) to you and keeps me up to
date with what’s happening.
(for the Live Help service)

“

Priority Type

“

Priority for Our Tenants (Transfers)
If you have a specific need to move, eg: your home is
overcrowded following the birth of another child, or you
need to move to a ground floor property because you can’t
manage the stairs, you may be entitled to a priority pass.

“

Anyone aged 16 or over can register for housing with
us through homehunt whether they have already been
housed with us or not. We do not set any conditions on
registering, although we may put your registration on hold
if you have over a month of rent arrears and no repayment
arrangement in place.

Underoccupancy & Housing Benefit
If you are under 60, receive Housing Benefit, and have
one or more spare bedrooms, you may want to consider
transferring to a smaller property. The Government has
announced changes to Housing Benefit that mean there
will be a reduction in the amount of Housing Benefit you
get if your home is considered too big for your family. If
you are one of our tenants, and you are not using all of
your bedrooms, you may be entitled to a Silver priority
pass, for a move to a smaller property.

Good News for
First Time Buyers
East Lothian Council is one of five councils who are piloting a
new local authority-backed mortgage scheme to help first-time
buyers get a foot on the property ladder.
The scheme provides financial assistance to ‘top up’ a
mortgage deposit up to 20%.
For more information, visit the ELC website,
www.eastlothian.gov.uk

T: 01620 825032

W: WWW.ELHA.COM
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Garage Sites Available

Easter Holiday

We have a number of garage sites available for rent in
Davidson Terrace, Haddington, Delta Drive & Delta
View, Musselburgh and in Fa’side Avenue North,
Wallyford. The number available is set to increase as
we are about to repossess several where we have
been unable to identify the owner of garages placed on
them. Once the site is repossessed the garages will be
removed.

Our office will be closed for Easter from 4.30pm on Thursday 21
April until 10am
a on Tuuesday 25 April.

The sites are available for tenants to rent, and are
provided for the erection of temporary (wooden
or metal) garages. The site rental is £86.88 a year,
although you can pay monthly if you prefer.
If no tenants express an interest in the sites, they will be
available to non-tenants. If you are interested in renting a
garage site, or know someone else who may be interested,
more information can be found on elha.com, by calling on
01620 825032 or byy visitingg our Haddington
g
office.

Red Nose Day
Our Healthy Working Lives Team work to ensure that every
day is a happy healthy day, so we combined a healthy lunch with
fundraising for this year’s Comic Relief. Staff brought in raffle
items and a healthy lunch was available for a small donation
donation.

We raised £178.50 for Comiic Re
Reliief
Reli
ef,f and
d spent the afternoon in
the
h warm h
happy glow
l that
h comes ffrom eating ffar too much.
h

How to Become a
Member of ELHA
We are always keen to encourage our tenants and anyone with an interest
in housing to become a member of the Association.
For a £1 fee you can become a member of ELHA for life. All you have to do
o
is fill in a membership form and attend our Annual General meeting (AGM))
in September, where you get to meet other members and learn more
about the work we do. Forms are available on request by clicking the big
red Live Help button on our website, elha.com, at our office in Haddingto
on
or, if you are a new tenant, at your settling in visit.
Being a member gives you the right to:

• Vote for who is on the Management Committee
• Stand for election to the Management Committee
yourself
• Attend and vote at the Annual General Meeting (AGM)
• Receive our Annual Report (if you are a tenant, you will
receive this anyway)
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