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30 years ago, none of us were ELHA tenants.  
Mainly because when ELHA fi rst started back in 
1988, initially it owned only four homes.

Just Like most ELHA tenants, TIG Members all 
have our own story of how we ended up signing 
a tenancy agreement and moving into our new 
ELHA home.  It’s funny how, when you take time 
to think about a journey like that, memories come 
fl ooding back, some good, some bad, and a little 
bit of everything in between.  Many of us will 
have a favourite arcade game from the early days 
of ELHA – and just as our housing association has 
grown, what a different industry gaming is today.  
It’s still fun to blow aliens up and chase ghosts 
though, some things never change!

While we’re always up for a bit of reminiscing at 
our meetings, the Tenant Involvement Group (TIG 
for short) is more about the here and now and 
what next, rather than refl ecting too much on the 
past.  So whilst we wish all the staff, volunteers 
and members a very Happy 30th Birthday, we’ll 
still be here to help scrutinise what they do 
and make sure tenants have a hand in how we 
develop over the next 30 years.

Would you like to join us?  Just click “Join In” in 
your My Home account at elha.com or ask any of 
the Housing Team at ELHA for more information.  
We’re all friendly life forms – no need to shoot any 
of us, leave that for the arcades!

DON’!T  SHOOT  US!!

1up
182980

high score
182980

2up

Sandy, Heather, Rebekah, Peter David

Tenant Involvement Group
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Peter Ewart

elha Chairman

I’!M  AN  ALIEN

Many of us are – in that often our housing journeys end a long way from where 
they started – mine started in Northern Ireland, who knows where it will end?  
30 years ago though I was a proud owner of a ZX Spectrum and left everyone 
in my dust as I drove to the mountains – no one could Outrun me...

ELHA was a bit late getting into computers – it was 2008 before we had a website.  Now elha.com and My 
Home lead the way in digital services in the UK social housing sector (although in the real world we recognise our 
services are good but could be better – we’re working on it!).  We are unique in the UK in offering rent discounts 
to our tenants through our Key Tenant Scheme, and this has helped change us into a true 24/7 business where 
the majority of our tenants (64%) now use their digital My Home accounts, and 41% of them are paper free.

We now get over 30% fewer telephone calls to the offi ce compared to one year ago and tenants get better, 
faster services.  We’re also getting more feedback than ever before – repair satisfaction survey returns are up 
over 400% on this time last year.

The world we operate in though is still a familiar one.  Like previous years, this report uses the Outcomes set by 
the Mothership (otherwise known as the Scottish Housing Regulator) to group all the data together in sections, 
which hopefully makes some logical sense to other earthlings.

So, in our continued spirit of enjoying everything we do in creating “Healthy Happy Homes”, I hope you fi nd this 
report interesting.  Refl ecting on what “digital” looked looked like 30 years ago seemed to fi t with our journey 
– from simple beginnings to something remarkably different today (just without having to eat power pellets or 
destroy any gigantic aliens). 

Game Over?  I don’t think so.



Getting Good Value from Rents and Service Charges

Outcomes 15 & 14: Rents and Service Charges

Breakdown of average rents 2017/18 (excluding Key Tenant Discounts):
   Average  Average Average Average
  weekly rent monthly rent weekly rent monthly rent
  2017 2017 + services 2017  + services 2017

All Rented  £87.90 £380.88 £89.86 £389.41

         

2 apt fl ats £75.07 £325.30 £79.37 £343.93

2 apt bungalow £77.98 £337.93 £79.61 £344.96

2 Apt House £73.79 £319.75 £74.47 £322.71

         

All 3 apt £87.79 £380.44 £89.34 £387.16

3 apt fl ats £84.54 £366.33 £87.66 £379.88

3 apt bungalow £91.20 £395.21 £91.55 £396.70

3 Apt House £90.48 £392.10 £90.70 £393.05

         

All 4 apt £98.10 £425.12 £98.64 £427.44

4 apt fl ats £91.34 £395.82 £92.92 £402.67

4 apt bungalow £98.17 £425.41 £98.17 £425.41

4 Apt House £98.60 £427.28 £99.07 £429.31

         

All 5+ apt £109.62 £475.03 £109.76 £475.63

5+ apt fl ats £103.55 £448.72 £103.55 £448.72

5+ apt bungalow £102.35 £443.52 £102.35 £443.52

5+ Apt House £110.15 £477.31 £110.30 £477.95
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*Rent Increase Consultation January 2018 

Average rent decrease for new 
Platinum Key Tenants

4.4%  Annual rent increase

- 0.92%  

1.74%  

73%*  

Average rent increase for new 
Gold Key Tenants                                         

Percentage of tenants who feel 
their rent is good value for money



Getting Good Value from Rents and Service Charges

Outcomes 15 & 14: Rents and Service Charges
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Service Charges 

Rents are set to cover management, maintenance and loan costs -
things that every property we own has to pay. Service charges 
cover things like stair cleaning and lighting, maintaining communal 
gardens and community alarm costs - things that are unique to 
particular properties and are charged to around 35% of our tenants. 
We do not make any money on services; the costs passed on to 
tenants are the costs we have to pay. 

Service costs were £133,457 in 2017/18.

“ tenants get clear information on how rent and 
other money is spent, including any details of 
individual items of expenditure above thresholds 
agreed between landlords and tenants.”

“ a balance is 
struck between 
the level of 
services provided, 
the cost of the 
services, and 
how far current 
and prospective 
tenants and other 
customers can 
afford them.”

  What things cost
It cost us nearly £38,000 in payments 
to banks / Allpay to collect the rent 

Our Average rent was £87.90 per week from which we spend approximately;

on loan repayments

on repairs and maintenance

on running the business - 
office costs, staff etc

£35.00  

£23.00  

£27.00  



Getting Good Value from Rents and Service Charges

Outcome 13: Value for Money “ tenants, owners 
and other 
customers 
receive services 
that provide 
continually 
improving value 
for the rent and 
service charges 
they pay.”

Value for money is a big concern for us - we’re a small non-profit organisation and we are 
entirely dependent on rent to keep running.  We always have an eye out for ways to provide a 
better service for a lower cost. The most obvious example of this is our switch away from slow 
and costly posted letters - at the end of March 2018 41% of our tenants were paper free.

8Tenants evicted  
for rent arrears

Court Action
Evicting someone is always our last resort.  We only ever evict someone if all other options have 
been tried and have failed. Unfortunately, this year saw the highest number of evictions we have 
ever had.

Only as a last resort will we will take court action against 
the tenant and apply to have them evicted.  

Number of Court Actions for rent 
arrears ending in eviction

21Number of court actions raised

8

38%  Percentage of court actions 
resulting in eviction

Empty Homes
When a property is empty, no-one is paying rent and since 
we rely on our rental income it makes sense to do all we 
can to make sure that properties don’t stay empty for long.

Amount of rent lost  
through empty homes

23 DAYS
Average time to relet  
empty homes

£28,259

0.47%  Percentage of rent lost  
through empty homes

% of rent due in year  
spent on maintenance 45%  
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How satisfied are you with the 
service you receive from the 
Garden Care Scheme?
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“ tenants get the information they need on how to 
obtain support to remain in their home: and landlords 
ensure suitable information is available, including 
services provided directly by the landlord and by 
other organisations.”

Access to Housing and Support

Outcome 11: Tenancy Sustainment

“ Anne has been really helpful.  
She turned things around for me.  
I thought I was going to lose my 
home.”

“ Anne was a blessing - I really felt 
she fought my corner all the time 
I needed her, and kept me going 
with her calls and visits.  I would 
recommend the service to all 
tenants who need advice.”

” Thank you for all your help and 
advice.  I couldn’t have managed 
without you.” Welcome Pack & Dulux 

Decorating Scheme
There are a lot of expenses 
moving into a new home. To 
help reduce the pressure of 
moving, we provide all of our 
new tenants with a welcome 
pack with handy household 
supplies, and a voucher for 
decoration materials.

93%
Percentage of 
new tenants still 
tenants after 12 
months

47Number of medical  
adaptations completed

5Number of  
abandoned properties

Keeping Tenants in Their Homes

Many of our tenants, new and existing, 
need support to help them deal with 
situations that could lead to them having 
to move or losing their home. This is 
particularly true as the impact of Welfare 
Reform affects more and more people. If we 
can’t offer the support directly, chances are 
we know someone who can. 

Money Advice
Our Money Advisor helped 248 of our 
tenants claim over £368,000 in benefits 
and reschedule over £51,000 worth of 
debt.  All in all gains for our tenants were 
nearly £479,000.

Importantly, Anne helped tenants reduce 
their rent arrears by a massive £35,902, 
around £780 per tenant in arrears.

  Very Satisfied

  Satisfied

  Not Satisfied

  What things cost
Our garden care scheme helps people to manage their tenancy 
and costs just under £12,000 each year
Providing our Money Advice Service cost us almost £45,000 but 
gained more than 10x that amount for our tenants
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Access to Housing and Support

Outcome 10: Access to Social Housing  
Outcomes 9, 8 & 7: Housing Options

Our Choice Based lettings system, Homehunt, provides access to the available homes of 9 landlords 
covering 26 out of 32 local authority areas in Scotland. 81% of applicants manage their application 
online but nearly everything is available on paper for those who prefer to do things in old money.

New Tenancies
2017/18 was a bumper year for us when 
we were able to provide homes for 163 
of the people on our register as well as 
approving 23 mutual exchanges. We 
started 185 new Scottish Secure Tenancies 
(SSTs) and 3 Short SST’s.  

•  13 transfers (ELHA tenants moving to 
more suitable homes)

•  69 re-lets of existing homes

•  81 New lets 

•  23 Mutual exchanges

Around 75 people bid for every single 
property we advertised. 

Housing Information
Our trained staff can offer advice on many housing related topics. We provide information in multiple formats:

Web-based 
systems for 
allocations, 
exchanges 

and tenancy 
management

Print forms  
also easily 
available 

A dedicated phone 
line for Homehunt 
applicants during 
office hours, and 

an answering 
service out of 

hours.

Our Live Help 
feature allows 
service users to 
‘chat’ with staff 

during office 
hours or leave a 

message

We can  
send out SMS 

messages

We use our 
Facebook to 

advertise available 
properties

“ people looking for 
housing find it easy to 
apply for the widest 
choice of social 
housing available and 
get the information 
they need on how the 
landlord allocates 
homes and their 
prospects of being 
housed”

“ people looking 
for housing get 
information which 
helps them make 
informed choices 
and decisions about 
the range of housing 
options available to 
them.”

“ tenants and people 
on housing lists can 
review their housing 
options.”

“ people at risk 
of losing their 
homes get advice 
on preventing 
homelessness.”

Waiting Times
At the end of 2017/18 we had 
4,577 households registered with 
us for rehousing.  The sad fact is 
that the vast majority of applicants 
will never be housed by us.
average time on register 

2 apt 89  weeks
3 apt 76  weeks
4 apt 76  weeks
5+ apt 89  weeks

  What things cost
Helping people find homes cost almost £11,500 this year
We spent over £4m building new homes for people who need them
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“ I have just been housed by ELHA and I think the services you offer are great”

“ Personally, as I am a pretty new tenant, I think ELHA is a very fair and 
understanding housing association.”

% of our properties allocated  
to homeless households                                53%  

New tenancies  
2017/18

 Assignation

 Direct Application

 Homeless Application

 Homeless Nomination

 Internal Transfer

 Mutual Exchange*

 Section 5

 Succession



Neighbourhood and Community

Outcome 6: Estate Management, Antisocial Behaviour,  
Neighbour Nuisance and Tenancy Disputes

Estate Management
We are fortunate to operate in a great area of Scotland where 93% of our tenants 
are happy with the management of the area they live in.

HIGH  SCORES
 Satisfied Neither-nor Dissatisfied

Athelstaneford 100% 0% 0%
Cockenzie 89% 11% 0%
Dirleton 100% 0% 0%
Dunbar 97% 0% 3%
East Linton 100% 0% 0%
East Saltoun 100% 0% 0%
Elphinstone 67% 0% 33%
Gifford 100% 0% 0%
Gullane 100% 0% 0%
Haddington 100% 0% 0%
Innerwick 100% 0% 0%
Musselburgh 86% 10% 4%
North Berwick 100% 0% 0%
Ormiston 88% 6% 6%
Pencaitland 100% 0% 0%
Port Seton 100% 0% 0%
Prestonpans 86% 12% 2%
Stenton 89% 0% 11%
Tranent 93% 2% 5%
Wallyford 98% 2% 0%
West Barns 50% 0% 50%
Whitecraig 79% 10% 11%

“ tenants and other customers live in well-maintained 
neighbourhoods where they feel safe.”

How Satisfied or Dissatisfied are you with  
your neighbourhood as a place to live?

We know we can’t rest on our 
laurels and, through our programme 
of estate inspections, are always 
looking for small ways to improve 
the quality of life for our tenants. In 
the last year we have:

•  Improved some of the 
landscaped areas within our 
estates

•  Provided external drying 
facilities where there were 
previously none

•  Improved bin areas to work 
better with new waste 
management processes

•  Improved parking and signage 
in several areas

•  Provided external storage  for 
some of our flats

•  Provided notice boards in most 
of our stairs

•  Improved security in a couple of 
problem areas
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 Very satisfied

 Fairly satisfied

 Neither-nor

 Fairly dissatisfied

 Very dissatisfied

 No opinion



Neighbourhood and Community

Outcome 6: Estate Management, Antisocial Behaviour,  
Neighbour Nuisance and Tenancy Disputes

Following the difficult decision to restrict the 
ownership of dogs in many of our flats, we were 
pleased to see that complaints about pets 
reduced from 14% to 9% of the total complaints 
received.

What Neighbours  
Complained About

COMPLAINTS  BY   AREA
AREAS  WITH  COMPLAINTS

Bolton 4 80%
Cockenzie 2 4%
Direlton 2 20%
Dunbar 9 4%
East Linton 3 14%
Elphinstone 3 50%
Haddington 15 9%
Musselburgh 17 9%
Ormiston 6 18%
Port Seton 1 11%
Prestonpans 29 18%
Tranent 24 10%
Wallyford 6 6%
West Barns 1 13%
Whitecraig 5 12%

AREAS  WITHOUT  COMPLAINTS

Athelstaneford
East Saltoun
Garvald
Gifford
Gullane
Innerwick
Macmerry
North  Berwick
Pencaitland
Stenton

  What things cost
We spent around £47,000 improving 
the appearance of our estates 
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Neighbour Problems & Anti-Social Behaviour (ASB)
Thankfully, serious antisocial behaviour amongst our tenants is rare. In the first 
instance we will always try to resolve problems by working closely with the 
tenants involved and our partners in the Police and East Lothian Council but if 
this doesn’t succeed in correcting the behaviour then we will use all courses 
of action available to us, including ASBO and/or eviction, to ensure that our 
tenants can live safely in peace.

2017/18 

Type Number of cases

Serious 2

Chronic 11

Minor 115

Total 128

Status Number of Cases

Resolved in Target 85

Not In Target 40

Carried over YE 3

Total 128

Cases Resolved 125

 Neighbour Nuisance

 Other

 Loud Music / Party

 Pet Nuisance

 General Household Noise

 Threatening Behaviour

 Verbal Abuse

 Children’s Behaviour

 Youth ASB

 Violent Behaviour

Few areas had no 
complaints and 
many complaints 
only needed us 
to point out the 
impact a tenants’ 
behaviour was 
having on their 
neighbours.



Housing Quality and Maintenance

Outcome 5: Repairs, Maintenance and Improvements
This year we made big improvements to our online repairs ordering service 
which enables tenants to book their own appointment when it suits them. 

REPLACEMENTS & SCHEDULED MAINTENANCE

The biggest change this year is the amount of feedback we get from tenants now 
that it can be easily submitted online. Last year only 40 tenants took the time to 
post back their repair satisfaction surveys; this year a massive 415 returns - an 
increase of over 1000% - were received - thank you!

“ tenants’ homes are well maintained, with repairs and improvements carried out when 
required, and tenants are given reasonable choices about when work is done.”

“On every 
repair that has 
been needed, 
ELHA has acted 
promptly, 
without having 
to constantly 
ask for the job 
to be done” 

Average number of repairs  
per property            

Average time take to  
complete repairs 

Emergency repairs completed  
in 2017/18

Average time to complete  
emergency repairs

Repairs completed  
‘right first time’

Percentage of repair  
appointments kept

4,247Number of repairs completed 
in 2017/18

3.24 
5.7 days

204
1.5 hours

91.8% (3,713 repairs)

92.56%  

New Kitchens 8
New Bathrooms 82
New Heating Systems 48
New Windows 9
New Doors 15

IN 2016/17 WE INSTALLED:

93 PV Panels 
11 New Kitchens  
91 New Bathrooms 
156 New Heating Systems 

SATISFACTION WITH REPAIRS 2017/18

  number %

Very satisfied 257 61.93%
Fairly satisfied 112 26.99%
neither nor 9 2.17%
Fairly dissatisfied 25 6.02%
Very dissatisfied 12 2.89%

SATISFACTION WITH REPAIRS  2016/17

  number %

Very satisfied 25 62.50%
Fairly satisfied 12 30.00%
neither nor 0 0.00%
Fairly dissatisfied 2 5.00%
Very dissatisfied 1 2.50%

What We Spent 2017/18
  Day to day repairs £976,469

  Repairs to empty homes £280,547

  New kitchens, bathrooms, heating, etc £1,112,158

  External painting, etc £279,212

How Does  
this Compare?

  Number  Average 
 completed time taken
Emergency repairs 279 1.66 hours
Non-emergency repairs 4576 8.14 days
  
Repairs “Right First Time” 4290 93.75%
Repairs not “Right First Time” 286 6.25%
  
Appointment kept 4257 87.68%
Appointment not kept 598 12.32%

What We Spent 2016/17
  Day to day repairs £641,159

  Repairs to empty homes £187,235

  New kitchens, bathrooms, heating, etc £1,292,443

  External painting, etc £208,371

  What things cost
Essential Safety checks cost us 
more than £33,000 this year 
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Housing Quality and Maintenance

Outcome 4: Quality of Housing

Scottish Housing Quality Standard (SHQS)

Sadly this hasn’t changed since last year. We have 41 properties that 
do not meet the standard. 38 are exempt because we cannot provide 
controlled entry to flats in blocks that include owners unless the 
owners agree to pay their share and 3 are in abeyance because the 
tenants in them do not want to change their heating systems. 

Gas Servicing

If we don’t carry out a gas safety check every year on all of our 
properties with a gas supply, we are breaking the law. Because of 
this we will force entry if we have to but fortunately we only had to do 
this once this year.

100%
963

Percentage inspected  
in 2017/18

Properties with a  
gas supply

New tenants satisfied with the condition 
of their new home when moving in

94%Tenants satisfied with the 
condition of their home

93%

“ tenants’ homes as a minimum, meet the 
Scottish Housing Quality Standards by April 
2015 and continue to meet it thereafter, 
and when they are allocated, are always 
clean, tidy and in a good state of repair.”
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AREA Percentage  Satisfied 
 with  their  home

Athelstaneford 89%
Cockenzie 100%
Dirleton 100%
Dunbar 79%
East Linton 92%
East Saltoun 100%
Elphinstone 100%
Gifford 100%
Gullane 100%
Haddington 97%
Innerwick 100%
Musselburgh 80%
North Berwick 100%
Ormiston 94%
Pencaitland 100%
Port Seton 100%
Prestonpans 92%
Stenton 78%
Tranent 89%
Wallyford 86%
West Barns 100%
Whitecraig 95%
 94%

  What things cost
Our staff (excluding R3) drove 
over 37,000 miles delivering 
our service to our tenants 

“ The contractor who attended was 
very friendly and got the job done 
quickly & effectively.”



The Customer / Landlord Relationship

Outcome 3 : Participation

Involving our tenants in our work is not only expected by our regulator but is 
also a legal requirement, and it’s not always easy!

We have a small band of dedicated tenants who work with us and influence 
the work we do and many more who help by letting us know what they think 
about particular issues when we ask.

•  Agreed the annual Tenant Participation Action Plan setting out how they 
will be involved

•  Discussed the Maintenance Policy with the Director of Asset Management

•  Visited the new developments in Dunbar and Cockenzie and provided  
valuable feedback

•  Examined apparently poor satisfaction levels and concluded that the 
problem was largely due to ELHA staff accepting complaints about 
services that ELHA isn’t responsible for, e.g. landscape maintenance 
where ELHA does not own the land, condition of roads & pavements, etc 
and recommended that we should advise tenants to contact the correct 
organisation instead of trying to do it for them

•  Spot checked the data in our Annual Return on the Charter (ARC) to make 
sure that we are reporting accurately

•  Agreed what we should include in this report

All of our tenants have contributed to:

•  A huge increase in responses  to all consultations & surveys giving us 
enough information to base decisions on

We would love more tenants to get involved in TIG, and if you 
think you might enjoy it, all you have to do is phone or e-mail us 
to find out more.

Over the last year our Tenant Involvement Group (TIG) has:

“ tenants and other 
customers find it 
easy to participate in 
and influence their 
landlord’s decisions 
at a level they feel 
comfortable with.”
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  What things cost
In 2017/18 we spent 
over £11,000 supporting 
and encouraging Tenant 
Participation 



The Customer / Landlord Relationship

Outcome 2: Communication

94% of complaints were responded to within 

target times and just over 60% of stage 1 

and 30% of stage 2 complaints were upheld.

Digital Communication
My Home is no longer new but it continues to change the 
way we work with our customers. 64% of our tenants now 
have a My Home account and 41% are paper free - in 
2016/17 only 53% had a My Home account and 22% were 
paper free.

According to Google Analytics, elha.com and My Home 
received 70,708 visits in 2017/18 an increase of nearly 
10,000 on last year.

Complaints
We make it easy to complain through the praise and 
grumble feature on our website. We publish a quarterly 
report on complaints on elha.com.  This includes case 
studies and a breakdown of the types of complaint we 
receive.  If you’re not on-line, we can provide a copy of the 
report on request. The number of complaints we receive 
has gone down and the amount of praise we receive has 
gone up- thank you!

“ tenants and other customers find 
it easy to communicate with their 
landlord and get the information 
they need about their landlord, how 
and why it makes decisions and the 
services it provides.”

What we talk about

 Rent, Universal Credit & Housing Benefit

 Allocations, Exchanges & Transfers

 Tenancy Management

 Tenant Participation

 Repairs & Maintenance

 Other

 Estate Management

 Service Complaint

 Gas

How we communicate 

 E-mail (includes My Home)

 Home Visit

 Homehunt Website

 Live Help

 Office Visit

 Other

 Printed Letter

 SMS

 Telephone

How We Communicate, and Topics Discussed
Unsurprisingly with the continued development of My Home, 
communication is changing and this year we had three times 
as many email conversations than phone calls!  When we 
first started to produce this report in 2013/14, 51% of our 
contacts were by letter now only 19% are.

  What things cost
Phone calls, letters and leaflets still cost us nearly £47,000 a year; 
elha.com and My Home cost only £8,000 
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Complaints and  
praise Received

 Stage 1

 Stage 2

 Praise

“ Your team member, Mary is one of the most 
helpful persons that I have spoken with in such 
a very long time, please thank her for me.”

“ Please pass on my thanks to your 
colleagues for the help and assistance 
you have all given me over the years”

“ Receptionist and tradesmen are 
so lovely to deal with.”



Ethnic Background of All Tenants, New Tenants and 
Applicants, Compared to East Lothian Census Data

The Customer / Landlord Relationship

Outcome 1: Equalities

Changing Needs 
As people get older, their needs can change, and we want to make sure that we’re doing 
what we can to help.  Whether that’s giving priority to transfer to a more suitable property, 
or, if we and an Occupational Therapist agree that it is in the best interests of the tenant 
and the property is suitable, putting medical adaptations in place.

How Does This Compare to 2016/17? 
We like to think we are improving all the time and always looking to provide better 
services for all of our customers but we also know there’s always room for improvement. 

•  We improved our recording of equalities information and have fewer service users for 
whom the information is not available - the profile of our customers has changed little 
but the number of new tenants with disabilities increased by 6%

•  Funding for medical adaptations has reduced year on year; £44,000 + £72,000 for a 
major adaptation in 2016/17 down to £34,000 in 2017/18 - this meant that we were 
unable to do all of the adaptations we were asked to do and if you were one of the 
people affected by this please accept our apologies.

Tenants New Tenants Applicants East Lothian

Tenants New Tenants Applicants East Lothian

Tenants and Applicants with a Disability,  
Compared to East Lothian Census Data

“ every tenant and other customer has their individual 
needs recognised, is treated fairly and with respect, and 
receives fair access to housing and housing services.”

 Other

 Arab Scottish/British

 African

 Asian

 Mixed

 Other White

 Polish

 Irish

 Other White British

 White Scottish

 Unknown

 Disability

 No Disability

What things cost
Equality for everyone is 
priceless - we spent just 
under £1,800 (excluding 
staff time) on our little bit. 
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Average time taken to complete 
medical adaptations

43Number of medical adaptations carried 
out in 2017/18

21 days

“ On the whole, 
I think ELHA is 
a really good 
association and the 
staff are first class.”



GAME OVER

 We value your feedback, and there are many ways 
to let us know what you think – for example:

 Use the Praise or Grumble feature at elha.com and let us know your thoughts

 Use your My Home account to send us comments or complaints

  Chat to us online through our Live Help service – 
just click the ‘Live Help’ button on elha.com

  Follow us on Facebook (facebook.com/eastlothianhousingassociation)

  e-mail us at enquiries@elha.com

  Text us by sending elha and your message to 88222*

  Give us a call on 01620 825032

  Write to us at 18-20 Market Street, Haddington, EH41 3JL

 How do you think we are doing?

 

All of our services are available 
online allowing tenants to access 

services when and where it suits them

My Home

Designed & Produced by HB Rutherford  www.hbrutherford.com

If you would like this booklet in large print, high-contrast, or on CD, please let us know

 Or, get a bit more involved…
Become an elha member – it costs only £1.00 for 
life!  For that you get to attend our Annual General 
Meetings, vote in elections to our Management 
Committee – or you could even stand for election 
yourself!  Our leafl et “Membership of East Lothian 
Housing Association” explains more and is 
available at elha.com, or from our Head Offi ce.
Join TIG – if you are an elha tenant, have a look 
at page 2 and 13 of this booklet to see what our 
Tenant Involvement Group gets up to – they are 
always on the lookout for new members and any 
of them would be happy to chat to you informally 
about how you might be able to help.  
For this and other ways to get involved, click the 
join in section in your My Home account or have a 
look at our “Tenant Participation” leafl et, available 
at elha.com, or from our Head Offi ce.

We Are Our Offi ces are elha.com is

Happy to 
Translate

Wheelchair Accessible and have 
Induction Loop technology

Browsaloud enabled and 
My Home can be customised 

for High Contrast

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

Scottish Charity No. SCO289OO

w: elha.com   
e: enquiries@elha.com 
t: 01620 825032
Text: elha + your message to 88222*
*message charged at standard rates 


