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Be Prepared for Winter
As the days get shorter, it’s time to start getting ready for 
winter.  Be prepared for the cold weather by following our 
advice on avoiding frozen or burst pipes.  Last year saw lots 
of tenants with frozen pipes, many of whom were unhappy to 
learn that frozen pipes could not be treated as an emergency, 
mainly because we had to prioritise burst pipes, but also since 
many staff and tradesmen were unable to get to work through 
the snow.

If your pipes do freeze
•  Turn off the water at the stop valve.  If you do not know 

where your stop valve is call our Asset Management 
department now for advice

•  Switch off any water heaters, eg: immersion heater
•  Switch off the central heating.  If you have a coal heating 

system, let the fi re die down.  Do not attempt to drain the 
boiler unless the fi re has gone out

•  Open all taps at sinks and baths
•  If possible collect water in the bath for fl ushing the toilet 

and for washing

Avoiding 
burst pipes
There are a number 
of steps you can take 
to avoid burst pipes 
and to lessen the 
damage if they do 
happen:

•  Make sure that all 
water pipes are 
lagged/insulated.  Please contact us if they are not

•  Maintain the heat in your home at an even temperature 
and avoid peaks and troughs

•  Allow heat to vent into the attic or roof space

•  If leaving the house for any length of time, make sure that 
the system is drained down.  We will turn off your water 
and drain down the system free of charge before you go 
on holiday – so please tell us if you are going away!
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Your Housing Association Needs YOU!
We are looking for a few good men… and women.  

The Scottish Housing Regulator has inspected us (we should be 
able to report on their fi nding in the next issue of Talkback) 
and now we’d like it to be your turn.   In order for us to 
give you the best service possible, we’re looking for tenant 

inspectors.  The idea is that our tenants will help us to assess 
how good (or bad) the services we provide are.  
Training will be provided and any expenses paid.  If you’d like 
the opportunity to see what goes on behind the scenes, or if 
you’d just like more information on what would be expected 

of you, please contact our Customer Information Offi cer, Mary 
Hargreaves, by clicking on the Live Help button on elha.com, 
e-mailing info@elha.com or phoning 01620 825032.

Scottish Social Housing 
Charter Consultation
The Scottish Social Housing Charter consultation 
is now closed, and we’d like to thank everyone 
who responded.  The Government is now 
considering the responses, and a revised Charter will be put into effect next year.  
We will keep you up to date with information on how the Charter will affect you.

Merry Christmas & Happy New Year to all our tenants!



Changes to your 
Annual Rent Statement

We’d like to welcome all our new tenants, and 
hope they have a great Festive Season in their 
new homes.
It’s been a busy time for the Housing Offi cers, 
with the new fl ats at The Granary in Haddington 
being handed over to us later than expected, and 
the new houses and fl ats at The Waggonway in 
Tranent being ready earlier than expected.  It’s 
been a constant round of new tenant sign-ups 
from mid-November, with almost 50 tenants 
housed in newly built properties by the end of 
the year.

Welcome,
New Tenants!

These tips have been provided by 
Debt Support Trust, a registered 
UK debt advice charity.
Tip 1: Priority fi rst. Christmas is a time when we 
all stretch the purse strings, however it’s important 
you manage your priority expenditure. For example, 
your council tax, rent, food and gas / electricity.
Tip 2: Set a budget and stick to it. People dread the credit card bills 
arriving in the middle of January because they are unsure exactly how much 
they owe. If you set a realistic budget and stick to it then you can be happy 
knowing there won’t be any unwelcome surprises.
Tip 3: Careful of over-borrowing. Statistics show that 14% of people 
spend more than 9 months repaying the money they spent at Christmas. 
Only spend what you can realistically afford to repay, otherwise you’ll be 
paying for Christmas well into 2012.
Tip 4: Secret Santa. You’re not alone in feeling like you don’t have enough 
money at Christmas. Speak to your family and arrange a secret Santa - it’s 
good fun and saves money!

Tip 5: Save now. Many shops offer a 
Christmas saving scheme. Saving money 
for Christmas can help spread the load.

Festive Finances

In October we consulted with all our tenants 
and an equal number of homehunt applicants 
about changes to our allocation policy.  We 
had a great response and would like to thank 
everyone who sent back their form.
The majority of people agreed with the 
proposed changes to the policy, and some 
interesting points were raised.  The results 
and comments have been passed to our 
Housing and Property Services Sub-
Committee for consideration, and the full 
results can be found on elha.com.
We plan to introduce 
the changes to the 
policy from next 
spring.

Allocation Policy 
Consultation

We’re changing the format of the 
annual rent statement all tenants 
receive at the start of the new 
fi nancial year.  In an effort to cut 
down on unnecessary stationery and 
printing costs, you will now receive 
your statement without the lengthy 
accompanying letter.
Please remember that if you receive 
Housing Benefi t, your account may 
look like it is in arrears.  This is often 
due to the timing of Housing Benefi t 
payments, which are paid every 
four weeks in arrears, while rent is 
charged monthly in advance.

Tenants on the Paper-Free service 
will continue to have their rent 
statement e-mailed to them, and 
tenants registered for on-line tenant 
services can view rent transactions 
for the last year on-line at any time.

Tenants on the Paper-Free service 

We plan to introduce Next year we will be doing our Large Scale Tenant 
Satisfaction Survey.  We will be contracting a market 
research company to survey as many of our tenants as 
possible, in order to measure how satisfi ed our tenants are 
with our services.  While we will use previous surveys and the new Scottish 
Social Housing Charter as a starting point, we would like to have your point 
of view on what we should be asking about.  
Our Tenant Participation Working Group is very involved in the survey 
design, and if you would like to come along to a meeting and get involved, 
or just give us some suggestions, please contact our Customer Information 
Offi cer, Mary Hargreaves, by pressing the Live Help button on elha.com, 
e-mailing info@elha.com or phoning 01620 825032 for more information.

Are we asking 
the Right Questions?

The Granary
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Anyone who has ordered a 
repair in the last 13 years will 
have spoken to Angela – she 
started working for us in 1998 as 
a Property Assistant, spent a year 
seconded as a Housing Assistant, 
before returning to the Property 
Department and becoming a 
Senior Property Assistant.  
Angela was poached from ELHA 
by our subsidiary company, 
R3 Repairs Limited last year, 
where she worked as a Repairs 
Administrator, and in October this 
year she successfully applied for 
Care & Repair East Lothian’s Care 
& Repair Officer’s post.
During her time with us Angela has 
completed HNCs in both Housing 
and Building Surveying, and we’re 
sure she will be a great asset to 
Care & Repair.

Congratulations, 
Angela!

New Staff

Welcome to Suzette Downes, 
our new Finance Assistant.   
Suzette is on a temporary contract 
and will be with us for a year, 
working mainly on the financial 
records of our subsidiary company, 
R3 Repairs Limited.

Bigger & Better  
Mutual Exchange Service!

In order to provide a better exchange 
service in East Lothian, we have worked 
with East Lothian Council to develop a 
joint service.  In the past, the only way you 
could add your details to our list was by 
visiting elha.com or by requesting a paper 
form to fill in.  Now exchange applicants 
can also join the list on the ELC website 
or can drop their details off at any Council 
Housing office.
This means that if you are looking for an 
exchange:
•  You will have a much wider pool of 

potential exchanges to choose from
•  The information you have chosen to be 

displayed on the elha.com website will 
now also be available through the East 
Lothian Council website

•  If you have provided us with an e-mail 
address, you will be able to complete 
your annual review by e-mail

•  You will be able to print off any 
properties you are interested in with 
our new ‘print flyer’ option, which 
includes property details and a map

This has been a great opportunity to work 
with East Lothian Council to give all social 
housing tenants in East Lothian a ‘one-stop 
shop’ for mutual exchanges.
www.eastlothian.gov.uk/
mutualexchangesonline
www.elha.com/mutual_exchange.php

R3 are 
ready – 
are You?
In an attempt to 
minimise the time R3 
repair staff are stuck in 
snow this winter, they 
have all been issued 
with shovels.  We would 
like to remind everyone 
that we cannot 
guarantee that repairs 
will be carried out on 
time if there is heavy 
snow, although we will 
do our best to get there 
as soon as possible.

You can do your part too:
•  If you are able, clear the 

snow from around your 
home

•  Use the grit provided 
by East Lothian Council

•  If your grit boxes are 
empty, call ELC on 
01620 827 946 to have 
them refilled – you 
should probably do this 
before the snow hits

•  Wait until the snow 
clears before ordering 
non-emergency repairs 
– for example: frozen 
pipes and damaged 
rhones.

Ronnie, modelling the very latest designs in ‘classic shovel’ 
and the new ‘compact fold-away shovel with serrated edge’.

Wear it Pink
The office was very decorative 
as staff pinked up for Wear it 
Pink day. We raised £56 for 
breast cancer research.
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When we send out our estate inspection letters, and 
at the inspections themselves, we always ask tenants 
if they’d like to suggest improvements for their 
neighbourhood.  

Tenants at Aitken Court were very keen to have 
somewhere safe to store bikes and buggies, and 
even had suggestions on the best place to put a bike 
store.  Thanks to their involvement, we were able 
to use part of the Estate Inspection Improvement 
Budget to get them two bike stores.

If you have any suggestions for an improvement 
in your area, you don’t need to wait until the 
inspections start again next year – we’re always 
happy to hear ideas from tenants.  

We can’t promise we’ll be able to carry all of them 
out (no ornamental fountains - sorry), but where we 
can make a difference, we will.

TP in Action
BIKE STORE FOR  
DUNBAR TENANTS

The Dunbar Shore and Harbour Neighbourhood Group was 
set up in February of this year.  Supported by East Lothian 
Tenants and Residents Panel, the group has already made good 
headway to improve the area between the shore and the High 
Street in Dunbar. 

Our Dunbar Housing Officer, Dale Finlayson attended the most 
recent meeting, and is working with the group to improve 
the maintenance of the public areas at Writer’s Court and the 
Colvin Street flats.

In 2012 the Group intend to apply for a Seaside Award for the 
East Beach which will see the beach more closely managed to 
control seaweed and litter, making this an amenity the whole 
town can hopefully be proud of.

Pippa Swan, Chair of the Group, says:  

‘We have had a good first year and are really 
grateful to all the people who have given up 
some of their time to help make a difference.   
It would be a real bonus now to have more 
Housing Association and Council House tenants 
in the Group.  Tenanted property makes up 
about 20% of the housing stock in our area and 
forms a vital part of the neighbourhood.’

To join or to find out more, visit the website at  
www.ourlocality.org/dunbarshoreandharbour or email  
Pippa at pippa.swan@btinternet.com.  It’s free!

Neighbourhood Group Making Waves In Dunbar

Lovely 
Gardens! 
Six of our tenants from across 
East Lothian got a surprise gift 
card in their mail in November.  
Our Housing Officers had been 
talking photos of examples of 
well maintained and tidy gardens 
across East Lothian during the 
estate inspections, and our Tenant 
Participation Working Group 
picked their favourite six.

Gardens didn’t need to be large 
or ornamental, just examples 
of a tenant taking pride in their 
surroundings.  One of our 
winners had a garden smaller than 
a parking slot, but still managed 
to create an attractive and neat 
little space.  

Well done to every tenant whose 
garden photos brought a little 
fun and beauty to the office after 
each inspection – we’re just 
sorry we couldn’t give everyone 
a prize!
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5 Minute Comment Prize Draw

Congratulations to Claire Logan of 
Tranent, whose 5 minute comment card 
from our last newsletter was drawn out 
of the hat by a member of our Tenant 
Participation Working Group.  Ms Logan 
won £25 of shopping vouchers.



CALLING ALL TENANTS -
Imminent Changes 
to Welfare Benefi ts

We will keep you updated in future Talkbacks.  Look 
for news on Housing Benefi t and how we can help 
you calculate how much you may be entitled to in 
the Spring newsletter.
We offer an advice service and help with claiming 
benefi ts – if you need help, please contact your 
Housing Offi cer.

We recently made a change to our on-line repair system.  You 
can now put in a message for the R3 repair staff - whether it’s 
more information about the repair, a note asking to come to the 
back door rather than the front, or a warning to ‘beware of the 
dog’.  This message will show up on the handheld device of the 
tradesman visiting your home.  
This small but extremely useful change wasn’t the result of a web 
review, or the recommendation of repair staff, or something put 
in place by a software specialist, it was the suggestion of Cathy 
Jardine, a tenant from Gullane who joined our Tenant Participation 
Working Group (TPWG) last year.
This is a perfect example of why we want more tenants to get 
involved.  When we try to improve the services we provide, there 
is nothing more helpful than the suggestions of the people who use 
these services.
If you think you have something to contribute, whether it is by 
coming along to a TPWG meeting, organising a local tenants’ 
group, or even making your own suggestions on how we should 
get tenants to join in, please contact our 
Customer 
Information 
Offi cer, 
Mary Hargreaves 
by clicking the 
Live Help button 
on elha.com, 
e-mailing 
info@elha.com 
or phoning on 
01620 825032.

More TP in Action!

In our last newsletter we included an article on 
benefi t changes, and will continue to keep you 
up-to-date with any future changes which may 
affect you.  

Income Support
If you are a single parent:

Change due:  January 2012 

Lone parents whose youngest child reaches fi ve 
will no longer be able to claim to Income Support 
and will have to claim Job Seekers Allowance and 
follow the required regime to look for work. 

get tenants to join in, please contact our 

Big increases in the cost of gas and electricity have left many of us 
struggling to pay.  If you are fi nding it hard to pay your fuel bills, visit 
elha.com.

Some of you may have noticed a new face on the front page of 
our website – this cheerful chap is pointing the way to reduced 
fuel bills through the Good Egg Energy website.  Good Egg Energy 
is an energy charity organisation which has been set up with the 
sole purpose of helping people get the best deal possible for their 
energy.

They offer 100% free and impartial advice on 
how to unscramble the real facts about domestic 
energy, help you to understand your usage, and 
how you could make changes which could save 
you money off your energy bill. 
Visit elha.com and click the egg 
button, or call Good Egg Energy 
free on 08000 132 321.

Good Egg Energy –
Free Impartial Energy Advice
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Warm Home 
Discount Scheme
The Warm Home Discount Scheme provides 
£120 rebate on your electricity bills in winter 
2011/12. To fi nd out if you qualify, visit the 
DirectGov website at http://www.direct.gov.uk 
or contact your electricity provider to see if they 
are participating (or pass on the information to a 
friend or relative who may be eligible):

Participating suppliers
• Atlantic – 0800 300 111 
• British Gas 
• EDF Energy
• E.ON – 0800 051 1480 
• Npower
• Scottish Hydro – 0800 300 111 
• Scottish Power – 0800 027 2700 
• Southern Electric – 0800 300 111 
• SSE –  0800 300 111 
• Swalec – 0800 300 111



In the autumn Talkback we asked 
you what you’d like to see in the 
newsletter.  We had some great 
suggestions – every time we 
do one of these surveys we get 
something useful back.  

Thank you to everyone who gave 
us a comment.

Your
SUGGESTIONS

Most of the tenants who sent back the card liked the larger newsletter 
and agreed that we should continue reporting on our performance.

Yes

No

Blank

Do you prefer  
the expanded  
newsletter?

Yes

No

Blank

Do you think we should 
continue to publish information 
about how we’re performing?

We’re now working through the suggestions for things you want us to include in future editions of Talkback:

Suggestions What we’re doing

Housing Issues The big housing issue at the moment is the Scottish Social Housing Charter.   
See the front page for an update on the charter, and pages 2,4 &5 for information on 
how you can get involved.

Information on the 
Garden Care Scheme

As it’s a little late in the year for gardening, we will be including an article on the 
garden care scheme in the Spring edition of Talkback.

A more detailed  
account of ELHA  
re-election process 
& new management 
committee members 
election system

We sent out our membership leaflet to the tenant who sent this in – the leaflets are 
available at our office, and can be downloaded from elha.com.  
We’ll be including information on membership and our Management Committee  
in future editions of Talkback.

Activities of tenants  
and residents groups in 
East Lothian

This was a great  idea, and as you can see from page 4 we’ve started doing this with 
our article on a local tenants group.  Keep your eyes out for more tenants groups 
and how you can get involved in later newsletters.

Maybe keep a table  
on sub-contractors  
ie: complaints, 
punctuality, customer 
care, tidiness, etc.

We do actually record this, but we don’t always publish it in Talkback.   
The suggestion has been passed to our Asset Management and  
Housing Management departments for consideration.

Keep on reporting  
re Government plans  
to change welfare 
benefits & short report 
of fuel poverty

Again, we’ve been able to fit both these suggestions into this edition of Talkback.   
See page 5 for information on benefit changes and help with fuels costs.  Now that 
we have our Financial Inclusion Service up and running, we’re able to keep you up to 
date far more effectively.

How often inspections 
are carried out and what 
problems are found  
and dealt with

We’d like to go one better – we’re inviting you, our tenants, to come in and inspect 
us!  See the article on the front page for more information.

Tips for energy 
efficiency and staying 
warm tips for the  
elderly this winter

It’s not just the elderly who have problems keeping warm – with heating costs going 
through the roof, we all need help.  We’ve included several articles on preparing for 
winter, and advice services in this edition of Talkback.  Our Financial Inclusion Service 
can help with energy advice and we work with Changeworks (an energy advice 
charity) to help tenants get the best out of their heating system.

Yes        No        Blank
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Benefit fraud has a high profile in East Lothian. 
East Lothian Council have an Investigations Team, 
consisting of 4 professionally trained and accredited 
fraud officers. There are also stringent checking 
and verification processes for the assessment of 
claims, so that potential fraud can be identified at 
an early stage.

The work of the Investigations Team
The team investigates referrals from many different sources 
and also works closely with:
• Us and other Housing Associations
• The Department for Work and Pensions (DWP)
• Other Council departments
• Other Government bodies
• The Police
• Members of the public

The sanctions used
If a case is found to be fraudulent a range of sanctions can be 
imposed on the claimant:  
•  Administrative caution, where the claimant admits their 

fraud and arranges to pay back the money they have 
fraudulently claimed

•  Administrative penalty, where the claimant must repay the 
money they claimed, plus an additional 30% fine

•  Prosecution, where the case is referred to the Procurator 
Fiscal for prosecution

Reporting a suspected fraud
If you have a suspicion that someone is committing benefit 
fraud please contact East Lothian Council’s Investigation Team. 
Tel: 01620827148 or e-mail fraud@eastlothian.gov.uk.

There are big changes in store for our 
allocation service, homehunt.  

A new system should be in place early in 
the new year, and applicants will be able to 
do everything on-line, from registering to 
applying for a pass and a host of other new 
features which should make it easier for 
applicants who prefer to use the internet to 
search for properties.

COMING SOON – 
Homehunt Web

BENEFIT FRAUD  
COSTS US ALL MONEY

Repair 
Draws

M
O

V
E
M

B
E
R

Anyone who orders a 
repair from us gets the 
chance to enter a prize 
draw, by returning their 
feedback form to tell us 
how satisfied they were with the service.   
So far this year, the following tenants have 
each won £25 in gift vouchers:
	 •	 Mrs	Atkinson,	from	Wallyford
	 •	 Mrs	Anderson,	from	Tranent
	 •	 Mrs	Kelly,	from	Prestonpans
	 •	 Mrs	Notarangelo,	from	Wallyford
	 •	 Ms	Donachie,	from	Wallyford
	 •	 Mrs	Jardine,	from	Gullane

Next year the 
prize for letting 
us know what 
you think about 
our repair 
service will 
increase to £50.

Right:  
Cathy	Jardine

Repair Draw  
Prize Winner

We’re now working through the suggestions for things you want us to include in future editions of Talkback:

We’re not sure if Housing 
Officer,	John	McInally’s	
main motivation for 
growing a moustache 
was to raise money 
for charity or 
horrify the rest of 
the office.  

Either way, he 
has succeeded  
in style.  

John	
has 
raised 
£167.
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Festive Overload
Remember not to overload electrical sockets during the festive 
season.  It’s very tempting to add another string of lights to the tree, 
or plug in that new appliance, but the number of electrical fi res rises 
dramatically over Christmas and the New Year.

So please, stay safe.
And just in case of accidents – make sure you have home contents 
insurance.  There are several insurance providers who specifi cally 
cater to tenants, for example: 
the Scottish Federation 
of Housing Association’s 
Diamond Scheme.  
For more information, please 
contact your Housing Offi cer 
by e-mailing info@elha.com 
or phoning 01620 825032.

Our Healthy Working Lives team organised 
a number of fund-raising activities for 
Children in Need.  
As always, the most popular event was 

‘buy home baked cakes and eat until 
you can’t move’.  
Our plucky photographer did 
manage to capture some cake 

images before they were all eaten, 
unlike last year where the only 
thing left in the staff room was 

empty Tupperware, crumbs and a 
selection of indigestion remedies.

Children in Need

21 Years Young
Osborne & Winton Court, the joint ELHA 
and ELC sheltered housing complex 
celebrated its 21st birthday recently.  
Osborne Court was our fi rst completed 
development, and has an award-winning 
tenants group – it’s safe to say it has a 
special place in our hearts.

We raised £181.00 for Children in Need, 
and a good time was had by all!
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