Housing, Care &
Support Provider

40
The Newsletter of Trust Housing Association Winter 2019

Introduction
from your
CEO
I am delighted to welcome you to this latest
edition of Trust Talk by sharing the news that
Wishaw and District has successfully transferred
into Trust. This followed on from the resounding
ballot result back in September when 97.3% of
Wishaw and District tenants voted YES to our
proposals for a transfer of engagements, bringing
approximately 1000 homes and 13 staff, together
with services to sharing and factored owners,
into the Trust family.
Wishaw & District no longer exists as a housing
association and Trust is now responsible for
delivering the homes and services they provided
– our challenge is to ensure that we maintain their
very high performance and excellent customer service
and that we learn from each other in a positive and
productive way.
Trust are starting to deliver on the promises made
to Wishaw and District tenants including a rent
guarantee, additional investment in homes and
the local environment, and new affordable housing
on the prominent Main Street site in Wishaw. Services
will continue to be delivered by the local staff team
based in Wishaw.
This partnership strengthens Trust’s position as
one of Scotland’s leading housing, care and support
providers, now with nearly 4000 homes across
Scotland, including a range of general needs
and mid-market rented housing. Over a third
of our business is now in North Lanarkshire.

We are absolutely thrilled that the transfer has taken
place and that the whole process – from selection
as preferred partner to completion – took less than
12 months. I would like to take the chance to say
thank you very much to all the Trust tenants and staff
who helped make this possible. The new partnership
will combine the strengths, capabilities, assets and
traditions of both organisations to create a stronger
entity, to deliver a thriving future for all tenants,
other customers and staff.
And, most importantly for me, Trust tenants are
already beginning to feel the benefits that will flow
from the transfer. We were very pleased to be able to
lower our planned increases on rent, heating and food
charges so that our recent consultation was only a
cost-of-living increase in rent and food charges, with
a freeze on heating charges. This is good news for all
our tenants. We’ve also been able to bring forward
investment worth an extra £1.5 million into 20202021, and we are looking forward to more discussions
with Trust tenants on how they would like to “feel the
benefit”.
It may be that tenants would like to see us investing
more in our properties to meet the “green agenda”.
This edition of Trust Talk has a special focus on
environmental issues as we know it is a very important
issue for many tenants. I hope you enjoy reading
about what Trust is doing, and what we can all
do to help make a cleaner, greener Scotland.
We are now positively looking forward to 2020, ready
to build from our firm foundations into a most exciting
time in Trust’s development. I would like to wish you
all the very best for the festive period and I hope you
have a great start to the new year too!
Rhona McLeod
CEO
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Reduce, Reuse, Recycle

Introduction
from your CEO

Your CEO Rhona McLeod shares the news that
Wishaw and District has successfully transferred
into Trust.
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Our Annual Performance Report –
How we’re Performing – was recently
published. See page 15 for further details.

✓ Freeze food while it’s fresh if you can’t eat

34 Money Pages
38 Thank You
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Freedom of information

Information (Scotland) Act applies to all social
landlords, including Trust. This means that the
public has the right to request information held
by Trust. Find out more on page 13.

Offices

closed

If you would like to receive
Trust Talk by email rather
than hard copy, please let
us know.
@trust_housing

Our offices will be closed from 2pm on Tuesday 24th December and will reopen
on Friday 3rd January 2020. If you’re a General Needs or Amenity tenant who
does not have a warden call/emergency alarm system, you can contact our
emergency out of hours repairs number on 0345 6044686. If you live in a staffed
development or have an alarm system, you can speak to staff, pull your cord or
activate your pendant to speak with Hanover, who will be happy to help.
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it releases toxic greenhouse gases and
certain types of plastics never break down.
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and USA.
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27 Health, Safety
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How we’re performing

In Scotland, each household is estimated
to create over a tonne of rubbish every year.
As a country, we also create over £1 billion
worth of ‘avoidable’ food waste in a year.

Whilst we can’t stop producing rubbish, we
can Reduce, Reuse and Recycle to limit
and control what we use and throw away.


Reduce: The first and most important
step. By making wise decisions about
what we buy, we can start to reduce the
amount of stuff we throw away.

Hints & Tips

sliced bread, milk, grated cheese, chilli, ginger
and chopped garlic?
tray and top with melted butter. Pop these
in the freezer and use later in cooking – they
go great on fish, chicken or vegetable dishes!
Reuse: The second most important
step. Get the most out of your
purchases and try to give them
a new lease of life.

Hints & Tips

✓ Reuse plastic bags when going shopping.
✓ Use rechargeable batteries.
✓ Use Tupperware to store leftovers instead
of cling film or freezer bags.

✓ Reuse plastic tubs or glass jars for storing
items such as lentils or cereals.

✓ Support your local charity shop – buy and
donate second-hand items.

✓ At the supermarket, try to avoid lots of plastic ✓ Get clothing tailored for a better fit, instead
packaging.
of throwing items away.

✓ Make a meal plan, buy loose fruit and

vegetables and only buy the fresh food
you need.

✓ Swap magazines with friends or donate

them to local waiting rooms – GPs, dentists
or hairdressers. Share your Trust Talk across
your community.

Greener Trust
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Greener Trust
Recycle: If you can, try to recycle items
like plastic, cardboard, tins and glass.
By recycling these materials, they can
often be used again and made into
new products.



Unfortunately Trust has no control over what
recycling bins you have at your development.
This depends on how good your local authority
is about recycling. Your local staff can contact
the Council to find out where to recycle locally
– the Council may also be able to provide
a recycling calendar.
If you can, food waste is also best recycled
separately – food can then be turned into
valuable fertilisers for local farms or green energy
that can power Scotland’s homes.

Every day in the UK we throw away...

Energy advice
Lets reduce the amount of energy
we waste in our homes and reduce
our carbon footprint.
When power plants create energy, they
release huge amounts of toxic fumes into the
atmosphere which speeds up climate change.
This means rising temperatures, higher sea
levels and abnormal weather patterns. Oil
spills, logging and mining to provide fossil
fuels can also destroy natural habitats which
harms our ecosystems and wildlife.

How can we save energy at home?

✓ Love your microwave – it’s the most

efficient way to heat up a meal, using
the least energy overall.

✓ Consider using a slow cooker throughout
2.2m

4.4m
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the day – they use very little energy and
your home will smell great!

✓ Wash clothes at 30-40°C.
✓ Iron clothes while they are still slightly
1.2m
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What is Trust doing?
Our Offices

✓ Thanks to our local Councils and

Changeworks, we have recycling programmes
in our offices so that our staff can recycle
plastic bottles, cardboard, paper and
food waste.

✓ We work with less paper and only print

when it’s really necessary. This saves on ink
cartridges too – and we recycle them once
they finally run out.

as well as mobile staff like Service Managers
around Scotland, this greatly reduces our
need to travel for meetings in person. We’re
in the process of rolling this technology out
to our development staff.

✓ We have staff using hybrid cars which are
a greener alternative to the conventional
petrol/diesel models. They have excellent
fuel economy and produce fewer carbon
emissions.

✓ We reuse stationery such as folders

Our Area Manager Elspeth Ward explained
her reasons for choosing a hybrid car...

✓ We’re becoming a more digital organisation,
so we have more staff with laptops who can
often work from home – reducing the need
to travel.

“As I travel across the country as part of my
job, I felt that it was important to try and help
the environment where possible. The car feels
no different to drive than a normal car, however
it is a lot quieter.

and paperclips.

✓ These laptops allow us to video call each

other more often. As we have office staff in
Edinburgh, Glasgow and the Isle of Arran,

By driving a hybrid car, I am reducing my
carbon footprint, lowering emissions and I am
saving a little money. It’s a win-win situation.”

damp – it’s much quicker and saves
your own energy too...

✓ If you have a thermostat at home, consider
turning it down by 1 degree. This will save
energy, but don’t feel cold this winter –
your health and comfort are important
to us!
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✓ Use energy saving light bulbs.
✓ Try to avoid leaving taps running,

especially when brushing your teeth – this
wastes several litres of water every minute.

For more ideas, turn to page 9 to see
Green tips from our Trust tenants.
Greener Trust

Greener Trust
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Greener Trust
Our Developments

✓ All our cooks at developments are trained to

limit food waste when providing our meals
services – we plan meals, buy only the fresh
food for the portions we require and use
leftover ingredients in other dishes like soups.

✓ If we have any leftover dishes, we are often

able to freeze portions and store these safely
for one month.

✓ Our food produce is sourced locally where
possible to avoid fuel emissions during
transport and our main food supplier uses
bio-diesel vehicles.

At Trust, the majority of our properties already
achieve a SAP rating of 65-69. However, over
the next year we’ll be ensuring that any remaining
properties are brought up to target levels.
To do this, we’ll individually assess the properties
to identify what methods will best improve their
efficiency ratings. This may mean adding more
wall cavity insulation or perhaps replacing older
doors and windows if required at that property.
We recently added external cladding to our
Amenity properties at Druim na Pairc in Portree
to increase their SAP ratings – external cladding
acts as an additional layer of insulation and it
spruced the exterior up nicely at the same time...

✓ All our food waste and packaging are

recycled where there are bins available
at the development and our cooking oil is
collected by Oilco who then recycle it into
biofuels.

✓ We use energy-saving dishwashers which

Our New Build Homes

✓ Our new properties at Torrance and

✓ Our new build housing meets the Bronze

Building Standards in terms of being
environmentally friendly. This means that each
flat only takes 30kWh/m2 of energy to heat
each year. The carbon emissions for each
flat is also less than the target emission
rate set by the Scottish Government.

✓ Our new build properties are double glazed,
well insulated, include LED lighting and
have modern, efficient boilers as in our
current homes.

Bishopbriggs were built on brownfield sites.
This means that we’ve made use of old
construction sites and avoided building
on any natural greenspace. The Scottish
Government promotes the use of brownfield
land to preserve the natural environment.

✓ When building new properties, we always look
to contract with companies who use local
staff and materials to reduce fuel emissions.

✓ We’ve also been incorporating elements of

✓ Our new Housing with Care development
at Duns (which is in the process of being
built) has a design which incorporates
large windows and several glass walls.
As a result, more light can make its way
into the building – reducing the amount
of indoor lighting required.

the Silver Building Standards – for example,
we’re adding solar panels to the roof at Duns.
These are excellent sources of renewable
energy and will convert sunlight into useful
energy for the development.

Pictured: Plans for the dining room at our upcoming Housing with Care development at Duns.

run two-minute hot cycles to eliminate all
bacteria and save on water.

Our Homes
The Energy Efficiency Standard for Social
Housing (EESSH) is set by the Scottish
Government and aims to reduce wasteful
energy consumption, fuel poverty and the
emission of greenhouse gases. It uses a
Standard Assessment Procedure (SAP) to
assess the overall energy efficiency rating of
a person’s home, taking into account heating,
lighting and ventilation. SAP is expressed
on a scale of 1 to 100 – the higher the number,
the more energy-efficient the home.
We take EESSH very seriously and record the
SAP ratings for all our properties. The Scottish
Government has recently set new targets for
December 2020 and expects all social landlords
to meet a SAP rating of at least 65-69 for
all properties.
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What else do we do?
In our homes, we’ve installed domestic boilers
which are modern, high efficiency models. When
we replace any other fittings at a development,
we look to move with the latest generation of
models which are more energy efficient to run
– this applies to lifts, emergency call systems
and fire alarms. Similarly, when our older models
of storage heaters reach the end of their lifecycle,
we replace them with the new Quantum High
Efficiency Storage Heaters.

Greener Trust

Greener Trust
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Greener Trust

Green memories

Green tips from Trust tenants

Do you ever sit and think “all this green stuff about reduce, reuse, recycle… we’ve been doing it
for years?!”

Many Trust tenants are very keen to be as environmentally friendly as possible.
If everyone can make small changes, then together we can make a cleaner, greener Scotland.

Tenants from across the country have shared some of their memories.
Remember when 

People walked or cycled
and didn’t drive! Children
often walked many miles
to school.

All food was
made at home
so there was no
packaging.

Housework was hard
work with no electric gadgets
– no hoovers or washing
machines – just sweeping
brushes, scrubbing boards
and box irons.

You didn’t dare leave
a light on in a room
that you weren’t in.

You pulled all
the curtains the
minute it was dark
to keep the heat in.

You only used
hot water for a bath
once a week.
You only heated
one room at a time,
and everyone
was in it.

Washing was hung
outside on the washing
line – no electricity
was being used
by tumble dryers.

You put on an
extra jersey if you
were cold.

All food was local and
seasonal – no strawberries
in January and definitely
no avocados!

Old worn jumpers
were unravelled and
knitted up again into
a smaller jumper or
something else.

Everything was
mended over and
over again.

Most people grew
their own food in their
garden or allotment
or on places like
railway embankments.

All shopping came
in paper bags – flour,
sugar, etc...

You wore socks
in bed – there were no
electric blankets –
just a stone hot
water bottle.

Don’t stay in the
shower too long and,
if you have a bath, try
using less water.

Eat more plant-based food
– and if your development has
a meals service, think about this
when you are consulted about
your menu plans.

Think about
campaigning –
either locally or
nationally.

Wash up once
a day with one
basinful of
hot water.

Watch TV together in
the lounge – this means
only one TV using energy
instead of several.

Share car journeys
– share a taxi with your
neighbours when you’re
going into town or to
the supermarket.

Unplug appliances
when you’re not
using them – don’t
leave them on
standby.

Don’t waste food
– share it with your
neighbours if you can’t
use it yourself.

Avoid boiling
extra water in the
kettle that you
don’t need.

Donate money to an
environmental charity –
either in your will or
on a regular basis.

Think about
planning a green
funeral.

Avoid plastic and
disposable cups,
cutlery and plates.

Think about growing
vegetables in your garden
if you can, or at least
having an area that is more
welcoming for wildlife.

Use a steamer
– one pot cooking
using only one ring
on your cooker.

Changed days, but maybe some of these memories are still sensible today?
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Getting to know you …

Mykela Dunlop
This is the second in a series of regular interviews with some tenants
and staff who are making a difference – either locally or nationally.
They’ll share something about their lives and how they spend their time.
In this edition, we are speaking to Mykela Dunlop who works
as a Housing Officer with Wishaw and District.

What are your main duties as a Housing Officer with Wishaw and District?

I am responsible for managing about 340 tenancies in the Wishaw and Motherwell area.
I’m here to help tenants and make sure they manage their home well. I deal with things like rent
arrears, neighbour nuisance and antisocial behaviour and I make sure that gardens and homes
are well-maintained. Often this means meeting with tenants and helping them to find the support
they need. It’s really rewarding when I’m able to help someone who has been struggling and
give them support in turning their lives and their homes around.
But we’re up against new challenges all the time – Universal Credit is the latest one as it can be
very difficult for some tenants to get their benefits sorted and to manage their money to pay their rent.
It's really important that I have positive relationships with all the tenants in my “patch”, so that they’ll
come to me if things start to get a bit ropey. Then I can get help in place early on.

Does that mean you’ve been involved in any recent campaigns?

Yes. I joined the recent march in Glasgow to campaign about climate change as my children were
concerned about what’s happening in the world and encouraged me to get involved. We all went
along and it was a very positive experience – I just hope it makes a difference!
Though, having said that, I do think it’s important that we all do what we can as individuals.
As a family we’ve made several changes like eating less meat and having more vegetarian meals.
I’ve become much more aware of our carbon footprint and what we can do to reduce it, so this
year we went to Anstruther in Fife for our holidays – we had a great time!

Organisations have a part to play too – what do you hope the Wishaw transfer into
Trust can bring in relation to the green agenda?

Hopefully as a bigger organisation we’ll be able to do more – our new homes should be built to be
as environmentally friendly as possible and we need to look at our older properties too to see what
improvements could be made to reduce our carbon footprint and help our ecosystems. We should
look at making our buildings as energy efficient as possible and try to raise awareness of things
we can do within our properties that could help wildlife too. Animals like bats and badgers, and
insects like bees are essential to our natural food chain – we should explore using our grounds
more creatively to create and build different habitats for our wildlife.

Do you have any other aspirations for the transfer?

I’m looking forward to working in a stable organisation that delivers excellent services for tenants.
It’s been good getting to know many people in the Trust staff team, so we’re all looking forward
to working together.

I’m always out and about in my area so that everyone knows me, and I’ve got an eye on everything
that’s going on.

Have you always worked in housing?

No – I just started with Wishaw and District in January 2007 – though I don’t know where those
12 years have gone! Before that, I worked for North Lanarkshire Council as an Access Officer,
improving footpaths and encouraging people to get out more by making things as accessible
as possible.

So you obviously like the outdoor life – is it the same in your home life too?

Absolutely! I live on a smallholding near Wishaw with two children and a large number of animals
– we have horses, dogs, alpacas, fish, ferrets and a cat called Blue! I’ve always liked to be outdoors
and being close to nature. I’m also very keen on environmental issues and how we look after
environment locally and globally.
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News and Information

Update from Board
A very busy year

2019 has been a very busy year for the Trust
Board which has overseen a number of exciting
projects and achievements. As a Board we have
approved £6.4 million of investment into our
homes which will make a huge difference to our
tenants. Our newbuild projects are starting to
take shape at Duns, Torrance and Bishopbriggs
and we have launched three more Housing
with Care Services at our developments in
Thornliebank, Calton and Pollok.
In the last year Trust was selected as the
preferred organisation to partner with Wishaw &
District Housing Association having undergone
a competitive bidding process. As a Board we
are very proud of this great achievement and
have been overseeing the implementation of the
partnership which has involved a huge amount of
work and the transfer successfully completed on
the 1st December 2019.
Some other highlights include two strategic
away days in June and October which allowed
the Board some thinking time outwith the
meeting schedule to consider the strategic
direction of the business in more depth. This was
carried out in tandem with a review of the current
environment and a consideration of the potential
risks and opportunities to Trust and our tenants.
A key risk is the current political climate and
the impact Brexit will have on the organisation.
The Board enjoys getting out and about visiting
tenants across Scotland throughout our annual
development visit programme and hearing
first-hand our customers’ views.

AGM

In September we held our Annual General
Meeting at Trust’s head office in Edinburgh and
it was very well attended by our membership. At
this meeting the annual accounts were presented
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and approved by the membership, our Board
were elected, and our external auditors Armstrong
Watson were appointed for a further year.
We had questions centring around what Trust
is doing about the impact of climate change
and the current pensions deficit figure.

Annual Assurance Statement

The Scottish Housing Regulator updated its
regulatory framework in February 2019. A new
regulatory requirement was introduced that all
Registered Social Landlords (RSL) must submit
an Annual Assurance Statement to confirm their
compliance level against the regulatory standards
of governance and financial management.
In simple terms this means that the Board must
have assurance that Trust has the appropriate
policies, processes, procedures and controls in
place to ensure the organisation is run effectively
and complies with legal and regulatory legislation.
To gain that assurance, the Board undertook a
robust self-assessment into each of the seven
regulatory standards together with compiling a
bank of evidence to support each self-assessment.
Input was also sought from the Customer Panel on
standard 2 – “The RSL is open and accountable
for what it does. It understands and takes account
of the needs and priorities of its tenants, service
users and stakeholders.” Feedback from that
discussion has been incorporated into the final selfassessment document.
The outcome of the self-assessment is that the
Board is assured that Trust meets all regulatory
standards and has signed off Trust’s Annual
Assurance Statement which can be found
on our website: https://www.trustha.org.uk/
aboutus/our-performance/
Through the self-assessment process, we
identified some improvement actions that as a
Board we will implement over the coming year.

News and Information

Freedom of
Information
update
The Freedom of Information (Scotland) Act
aims to increase transparency and openness
by granting the public the right to access
information about Scottish public authorities.
On Monday 11th November 2019, the
Act’s definition of a ‘public authority’ was
broadened to include all social landlords,
including Trust.

What does this mean?

The public will have the right to request access
to information held by Trust (where an exemption
doesn’t apply) and we must comply within
20 working days.
This information can include:

•
•

Who we are and what we do.
What we spend and how we spend it.
What our priorities are and how we are
achieving them.

•

How we make decisions.

•
•

Our policies and procedures.
Lists and registers we are on.
The services we offer.

How can I make a Freedom
of Information request?

If you’d like to exercise your right to access
information about how Trust operates you should
first visit our website where you’ll be able to find
a large amount of information which we already
publish for the public. If the information you’re
looking for isn’t there, you can then make
a request to Trust.
Requests should be made in writing and include
your name, contact information and a clear
description of what information you would like
to access.
If you have any specific requirements of how
you would like to receive the information, please
include those details (i.e. large print or Braille).
Requests can be emailed to: foi@trustha.org.uk
Or posted to:

•
•

There are certain types of information which will
be exempt from the above, for example, sensitive
personal data or information. If the information is
exempt, we will explain the basis for our decision
to withhold the information.

Data Protection Officer
Trust Housing Association Ltd
12 New Mart Road
Edinburgh
EH14 1RL

Fees

Trust may charge for providing information,
but any charge will be based on the cost of
providing the information (e.g. photocopying,
printing, postage and staff time). We will
always let you know about any fee in
advance and explain the reason for this cost.

News and Information
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News and Information

Complaints

Keeping on top of standards

Learning from your feedback

Here at Trust, we have a commitment to
valuing complaints. While we always aim to
do our very best, we know that things don’t
always go to plan. It’s very important for
customers, their families and their carers
to tell us if this is the case, so that we can
learn how we can improve and help stop
the same issue from happening again.
Take a look at the examples below to
see this commitment in action:

Taking steps to ensure
a more inclusive meal service

We recently received a complaint from tenants
at one of our Housing with Care developments
letting us know we could be doing more to make
sure our meal service is meeting the needs of
tenants with sensory impairments.
A meeting was quickly set up by the Catering
Manager to talk through the complaint with
the tenants, giving them the chance to make
valuable suggestions on how we could improve.
An advocate from Deafblind Scotland also
attended the meeting, where it was agreed
that our staff would benefit from a training
session promoting awareness of dual sensory
impairments. A two-hour training session has
now been scheduled and will be led by Deafblind
Scotland, with extra input from the tenants
to explain their needs to our staff.
Thanks to the tenants bringing this issue to our
attention, our staff will be much better equipped
with the skills, knowledge and resources they
need to offer a more inclusive meal service.
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It is important for Trust to make sure that
any work or maintenance carried out by
contractors is completed to a high standard.
It can sometimes prove challenging to do this,
especially at our more remote developments,
as a complaint made in July this year showed.
A tenant had noticed that the standards of the
gardening done by contractors were not up to
par and sent us some photos to help
us understand.
The Property Area Manager picked this up
and made swift contact with the contractor to
investigate further. He found that the contractor
was having to travel a considerable distance
to get to the development, meaning time was
short and the service was suffering as a result.
Thanks to this tenant keeping an eye out, we are
now looking to appoint a more local contractor
for this work and will be making sure tenants
receive the service to the standard they pay for.

Going forward

We want to make sure that we are always
reflecting on our performance as your landlord
and using your feedback to make service
improvements. In support of this, we’re hoping
to make this a regular article in future editions
of Trust Talk.

SHR Performance

The Scottish Housing Regulator (SHR)
published its annual report in August on
the performance of all Scottish social
landlords against the Charter. The
report and comparison tool allow you
to compare Trust’s performance against
other housing associations and the
Scottish national average. You can find
the SHR report and comparison tool at
www.scottishhousingregulator.gov.uk

News and Information

Over

Performance results

9/10

of customers satisfied
with the overall servic
Our 5th Annual Performance Report – ‘How We’re Performing’ – has just been published.
The report outlines our performance against the Scottish Social Housing Charter during provided
2018/19. by Trust
The report is digital by standard and is available on our website. If you would like a paper copy or in a
different format, please call 0131 444 1200.

Over

9/10

of customers satisfied
with the overall service
provided by Trust

93%

of tenants feel
safe and secure
in their home

88%

56days

of tenants feel Trust
is good at keeping
them informed

taken, on average, to
re-let each property

91%

of reactive repairs
completed ‘right
first time’

8/10
of tenants satisfied

with the opportunities
given to them to
participate in Trust’s
decision making
process

92%

of tenants feel they
are treated fairly, with
dignity and respect

8/10
of tenants believe

that the rent for their
property represents
good value for money

94%
56days

tenants are
satisfied with the
taken, on average, to
quality of their
re-lethome
each property

91%

of reactive repairs
completed ‘right
first time’

105 days

taken, on average, to
complete applications for
medical adaptations

8/10
of tenants satisfied

£

2.8%

gross rent
arrears

Over

with the opportunities
given to them to
participate in Trust’s
decision making
process

You can read the full report
in order to provide value for
However, if you would like li
please contact our Corpora

9/10

ASB cases
resolved within
15 working days

For further details contact Laura Clark (Business Improvement Officer) on 0131 370 2586 or
lclark@trustha.org.uk.
News and Information
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Equality, Diversity and
Inclusion (EDI) programme

The celebration included a few traditional and colourful performances, as well as an award ceremony.
We are delighted to share that Ruby Ng – our Older People Services Coordinator – was honoured
with the Best Service Award for her continuous support at the Wing Hong Elderly Group.

An update from Rohini Sharma Joshi,
EDI Manager

EDI sessions

We have been continuing in our discussions
with tenants about Equality, Diversity and
Inclusion. These are always interesting
conversations and great learning opportunities
for those involved – getting to know more
tenants has benefited me immensely. I believe
that by having these open discussions, we
can bring many important issues to the fore,
to develop an understanding and to improve
knowledge on the subject.
I look forward to having many more of these
discussions in the future, to the exchange of
views and to helping to make Trust an inclusive
place in which to live and belong.

Leaders in Diversity reaccreditation

Trust is going through the reaccreditation
process to remain a Leaders in Diversity
organisation. We have been gathering views
from tenants via surveys on how Trust is
performing in relation to delivering equal
and fair services – many thanks to all our
tenants who completed the surveys.
In December, we will be told if we have been
successful in retaining our Leaders in Diversity
accreditation, so we’ll be able to update you
on this soon.
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Older People Services Project

The ‘Older People Services Project’ recently
joined up with ‘Living Streets Scotland’ to help
get better walking environments for elderly
people who require more accessible and safe
spaces for walking in and around Scotland.
The project is also working in partnership with
solicitors for ‘Older People Scotland’ to deliver
an informative session to ethnic minorities on
‘Important Legal Issues in Older Age’. This is
designed to help those who may not know
about their entitlements and have language
or literacy barriers.
Staff from this project were recently invited to
attend the ‘Glasgow Wing Hong Elderly Group’
lunch club to celebrate their 30th anniversary
at the China Red on 5th September 2019.
The chief guest, Lord Provost Eva Bolander,
and some MPs attended the celebration along
with the organisation’s staff and service users.

News and Information

(Ruby Ng third from the left)

Community
Champions &
Award Winners.
Happy to Translate held its first ever awards presentation for members at their annual Members’
Event in Edinburgh recently. Members were recognised for their outstanding commitment
to improving accessibility for their customers who face language barriers.
The award winners on the day were Amra Nasim of Govanhill Housing Association for the
Star Individual Award 2019 and The City of Edinburgh Council for the Star Member
Organisation 2019.
Also recognised on the day were the newly appointed Community Champions who will help raise
awareness of the Happy to Translate initiative among their communities, as well as the right to equal
access to information, services and civic engagement.

News and Information
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The theme of the day centred around translation and interpretation, a nod to International Translation
Day which took place earlier that week. Dr Katerina Strani, Head of Cultural Studies at Heriot-Watt
University, was the guest speaker.
Rhona McLeod, Trust Housing CEO, said: ‘These events are a wonderful opportunity for Happy
to Translate members to hear firsthand about the challenges some people face in trying to access
day-to-day services. When English is not someone’s first language it adds another layer of complexity
to what can sometimes be an already challenging situation’.
Rohini Sharma Joshi, Manager of Happy to Translate said: ‘Happy to Translate wanted to recognise
and celebrate the steps our members are taking to make life that bit easier for people who face
language barriers. Small gestures, such as simply presenting a phrase written in a customer’s native
language, can increase confidence and empower them to make informed decisions about their lives’.

What you need to know about
how Trust awards contracts
Trust spends millions of pounds every year on
many different things like improving homes, buying
food, buying furniture, training staff, using solicitors
and other specialist services. This expenditure must
be in line with strict legislation that helps Trust to
comply with the Scottish Model of Procurement,
which is all about getting the best value for our
money – in terms of the cost, the quality and
the sustainability.
Trust cannot just award contracts to suppliers,
no matter how good a job they’re doing or have
done for us in the past. We regularly have to go
through tendering processes to keep within the law.
The frequency and the process we need to use
to tender are dictated by the total value of the
contract. In order to be legal, it very often involves an online process where we advertise that we
are looking for a contractor to provide something like a repairs service, gardeners, food supplies,
legal services or whatever it is that we wish to purchase.
Potential suppliers have to notice that we are developing a new contract, and then they have to
bid for the work through giving us their competitive price. They also need to provide us with a lot
of documentation to prove they can fulfil the contract in a competent and safe way. None of this
is visible to other bidders.
Trust will usually decide to award a contract based on what is called the “Quality:Price Matrix”
where we aim to get the best possible value-for-money. This may involve interviewing different
suppliers to discuss their bid.

Photo: Rhona McLeod, Chief Executive Trust Housing Association, Rohini Sharma Joshi, Manager Happy to Translate, pictured with
award winners: Roddy Bremner and Raja Shafique of ITS, the City of Edinburgh Council and Alan McDonald on behalf of Amra Nasim
of Govanhill Housing Association, along with award nominees, the Community Champions and Katrina McEntegart, Happy to Translate.

If you are interested in finding out more about the EDI programme or are interested in
attending an equality session at your development, please contact Rohini Sharma Joshi,
EDI Manager, on 0131 444 4950.
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Once we award a contract, the contractor should deliver what they have said they will deliver.
Sometimes, this doesn’t happen, and we manage the contractor for a period of time to see
if their performance improves. If it doesn’t, we may be able to terminate the contract, but this
can be a complicated process.
The tenants on our new Property Sounding Board are learning more about the complexity
of contracts across Trust, most especially the ones relating to repairs and maintenance.

News and Information
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Digital Participation
Wi-Fi launch at Netherlee

Tenants at Netherlee had a great time at their Wi-Fi launch party in April and a few tenants were even
motivated by the installation of Wi-Fi to buy their own tablets and smart phones – fully embracing
the new technology!
Pictured are tenants with their new kiosk and fabulous Wi-Fi outfits.

Wi-Fi – Coming soon to
a development near you!
Trust’s 4-year plan to roll-out Wi-Fi to all its staﬀed developments across Scotland has been making
great progress.
The following developments are next in line:
• Helmsdale
• High Blantyre
• Bishopbriggs
• Lauder
• Chirnside
• Old Kilpatrick
The developments will be “ﬂood-filled” which means that you’ll be able to connect to the Wi-Fi
across all communal areas and in every home too.

HOWEVER!

There are a number of reasons that can either change or delay the planned installation.

Wi-Fi launch at Parkhead Court, Dumfries
On Monday 23rd September, staff and tenants
at Dumfries celebrated their Wi-Fi launch and
were excited to welcome ‘a new digital age’.
Dumfries Academy students came on the day
to help answer questions from tenants about the
internet and Digital Participation Facilitator Alan
Berg supplied iPads so that the students could
show everyone how to play games and shop
on-line. We also had a representative from
Lifelong Learning in Dumfries, Sheila Roberts,
who is going to return to provide some training
sessions for tenants.
Pictured is Rt Hon David Mundell MP who was
delighted to attend and cut the ribbon, officially
opening the kiosk.
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Typical reasons for changing are:
• When the order goes through to install the broadband service, we are informed the cabinet has
been fully utilised and there are no spare services left. This can delay an installation for a number
of months as it usually involves significant work to add an additional cabinet.
• A development can be prioritised if it receives funding to purchase a Kiosk and training.
The funding must be used, and the benefits to our tenants presented to the funding authority,
within a certain timescale.
• If other work is taking place at a development at the same time, such as central heating being
installed, then this may delay the install by a few weeks. We would not normally run the two
projects at the same time.
We work very hard to keep to our plan where practical, but things happen that are outwith
our control, so the above reasons are by no means exhaustive.

Digital Participation
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Marketeers
Update
With Hogmanay fast approaching, it’s a good
time of year to reflect on what the Marketeers
have been working on so far…
The Marketeers are a group of tenants who
get together three times a year to focus on
how we can raise brand awareness for Trust,
how we communicate with tenants, and how
we can advertise our properties a bit better.
This is important work as it helps Trust fill
empty homes – when we lose rent on an empty
property, we lose money that could have been
re-invested into our homes, our tenants and our
services. Ultimately, the more efficiently we can
run as a landlord, the more value-for-money we
can deliver for our tenants.
To help us with this, the Marketeers created a
new Trust leaflet called ‘Ten reasons to live
with Trust’ which discusses the benefits of
our housing and services. The Marketeers then
created ‘Spread the Word’ which was printed
in our last edition of Trust Talk – it has loads of
hints and tips for our tenants and staff to help
increase Trust’s profile in our local communities.

In our October meeting, it was suggested that
we raise more awareness of Trust in the Health
Sector. We discussed the idea of redesigning
our old Development Brochures and getting
these out to waiting rooms and reception
areas in various health centres and hospitals.
We want to make these brochures unique to
each development, so we’ll be chatting to staff
and tenants to see what pictures and information
best reflects their development.
Over the year, the Marketeers have also looked
at other areas of business such as how Trust
communicates with our tenants. Great progress
has been made with our campaign to make all
tenant letters Plain English – three letters were
rewritten to use as templates for best practice
going forward.
We also had fun choosing new designs for the
front cover of Trust Talk which is now more
colourful and jazzier!
Well done, Marketeers – here’s to another year
of hard work!
If any of these topics sound interesting to you or
you would like to join the Marketeers, please do
get in touch: cmottram@trustha.org.uk or
0131 444 4937.

The Marketeers have also been looking at
different types of advertising that would help
market our empty properties. So far, we’ve
trialled radio adverts in Ayrshire and the
Scottish Borders, as well as bus adverts
in Dumfries & Galloway. We’ve redesigned
Trust posters and have discussed what
words best describe Trust and our
developments when advertising.
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Customer Panel Update –
we’re looking for your help!
By Lynda Fisher, Customer Panel Chair
The Customer Panel is working hard on its latest scrutiny project
– to examine how Trust manages its gardens and outside spaces.
Panel members have been out and about visiting lots of tenants
in different developments to look at the gardens and the external
appearance of our developments, and to talk to tenants about
how they feel about their gardens and how they might want to
see them improved.
But it would be really helpful to get more experiences and opinions
from tenants across Scotland about how you feel about your own
development. It would be very much appreciated if you could
please complete the survey enclosed and return it to your local
staff or to Katrina Hamilton, 12 New Mart Road, Edinburgh EH14 1RL.
Please send in any photos you have too or email them
to KHamilton2@trustha.org.uk

Would you be interested in joining the Trust Customer Panel?
Are you enthusiastic about improving things for all Trust tenants through
looking at “the big picture”?
Are you keen to learn so you can discuss things calmly and in an informed
and balanced way?
If so, please contact Katrina on KHamilton2@trustha.org.uk or 0131 444 4956
for an easy-to-complete Application Form.
Customer Involvement
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Team 13 held two meetings in October – one
in Glasgow and one in Edinburgh, with tenants
coming together from many developments.
The morning was spent looking at the proposed
rent increase in detail and how the decision was
made to propose a cost-of-living only increase
for rent and food, with a freeze on heating and
communal energy charges. Team 13 looked at
how much higher the increases would have been
if the Wishaw transfer wasn’t happening and
looked at the impact on cash in the business
if the increase didn’t go ahead. Members gained
a good understanding of all of this, and then
looked at the rent consultation document for
all tenants. Members made some really helpful
suggestions on how this document could be
as user-friendly as possible, to encourage
many tenants to comment on the proposal.
The members also discussed how we could
improve the consultation process and came
up with some good ideas involving visiting
developments and making a video where
Fiona Beattie, Director of Finance and Business
Services, would talk about the rent proposal
to help all tenants to understand things better.
Unfortunately, we ran out of time to make a video
this year, but we will definitely take this excellent
idea forward into next year’s rent consultation.

For the rent we pay, we want high quality homes
and communal areas where
• we feel warm, safe and secure
• we feel well supported to live independently
by responsive staff
• who listen to us and give us opportunities
to be involved and
• we have high levels of overall satisfaction
and a better quality of life.
Members were encouraged to see that
the statistics showed that Trust is generally
performing better or the same as last year
and is generally performing better than other
housing associations that deliver similar
services elsewhere.
All in all, there was some really useful discussion
and good plans have been made for what
tenants want to see covered at next year’s
Team 13 meetings.

Tenants then spent the afternoon looking
at performance statistics to show how well
Trust is performing in meeting the Team 13
definition of value-for-money:
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Report from
the Autumn
Focus Groups
As always, we held a number of Focus Groups
in October and November to give Registered
Tenants’ Organisation (RTO) members a real
chance to influence what’s happening across
Trust, as well as having a chance to speak with
senior staff about any queries relating to their
own developments.
The main topic of discussion was the
consultation on next year’s rent increase. Tenants
were very pleased to learn that the increase will
be limited to a cost-of-living increase, which
is less than was planned before the Wishaw
transfer took place. Tenants discussed the
impact of the rent increase and the importance
of rent affordability. This led to a very helpful
discussion about how we can help tenants to
make sure that they are claiming all the benefits
they are entitled to. It was pointed out that some
tenants may be reluctant to disclose their own
personal financial affairs, or may feel shame if
they need to claim benefits, but it was agreed
that people paid tax to make sure they would be
supported when needed. The Benefits Checker
on our website at https://benefitscheck.
ageuk.org.uk/Home/Start/ might help tenants
to see whether they may have an entitlement
before going to the effort of filling in the forms.
Next on the agenda was a very interesting talk
from a solicitor on issues that may be of particular
interest to older people – Powers of Attorney,
wills and Advance Directives. Many tenants had
questions and we are hoping to find a way to
bring this information to all developments in the
future. One thing that did surprise people was
that they may be entitled to Legal Aid even if they

have some savings. In Scotland, the Legal Aid
rules are more generous for people who are over
60 in relation to this kind of work.
The afternoon was spent in various discussions
about customer engagement. Firstly, Mary and
Lynda from the Customer Panel spoke to the Focus
Groups about their latest scrutiny project which is
looking at gardens and the external appearance
and “kerb appeal” of our buildings. The tenants at
the Focus Groups had very mixed opinions! This will
inform the Panel’s recommendations to the Board
next March – please complete the survey enclosed
to give the Panel even more information.
There were also conversations on how we can
encourage more tenants to feel more confident in
giving their honest opinions to Trust – supporting this
will form part of our new customer engagement plans.
All in all, a very productive day. Everyone
went home feeling they’d learned a lot and
“had their say”.

And the winner is...
Thanks very much to all of you who filled in our
flyer telling us what you think and influencing the
future shape of tenant engagement!
Your feedback and ideas will help us to develop
our new customer involvement plans to make
sure that everyone’s opinions are heard.
We are delighted to
announce that the person
who filled in the survey
and now wins £100 in
vouchers is Mr A Lynch
from the Dunrobin Gardens
development.
There will be lots more opportunities to contribute
to the new plans in the next few months...

Customer
Text goes
Involvement
here
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Care Inspectorate

Fire Safety
Wellbeing

We haven’t had any inspections since
your last Trust Talk, but we are expecting
them to take place very soon.
We have been asked to pass on the Care
Inspectorate’s questionnaires to a selection
of tenants in three different branches – this
usually means the inspectors are getting
ready to visit us.
If you get a questionnaire and you want
to complete it, please do.
Return it to the Care Inspectorate and they
will use it as part of their inspection and may
include it in the tenant feedback section
of the inspection report.

We are thinking about…

How we connect with the Health and
Social Care standards and are working
on a way that tenants can share their
experiences with us and others. We will be
chatting to you and staff about this soon…
watch this space!

What about the next three
years for the Care Inspectorate?

This winter SFRS will work closely with local communities and partner
agencies to keep Scotland safe from fire and other emergencies - but as
always, we need the public’s help to reduce the amount of preventable fires
we might see in the coming months. We want people to join Scotland’s fight
against fire and use our six winter safety tips.

If you want to find out what the Care
Inspectorate's priorities are for the next
three years you can read its new
Corporate Plan.

You can access the plan by using the
URL provided by the Care Inspectorate:
https://www.careinspectorate.com/
images/documents/4858/Corporate%20
Plan%202019-2022.pdf, alternatively
you can ask your coordinator to download
a copy for you.

Most fatal fires are caused by smoker’s materials. Don’t smoke in your chair if you’ve
been drinking or you’re feeling tired. If you do feel tired smoke outside or stand up
and smoke at a window or outside door.

Check your smoke, heat
and Carbon Monoxide
alarms are working.
Replace batteries if
necessary.

Keep portable heaters
away from curtains
and furniture and
never use them
for drying clothes,
switching them off
before you go to bed.

Don’t let
let fire
fire cut
cut
Don’t

Never leave
an electric
blanket
the party
party
short
the
short
switched on when you’re in bed
unless it’s marked ‘suitable for
all night use’. Check your electric
blanket, plug and flex regularly
for damage. If you’re in any
doubt, don’t use it.
Most people who die in house fires are aged 60and over.
If you are 60+, or have a friend, relative or neighbour at
risk, contact us today for a FREE home fire safety visit.

Happy Reading!

If you have any queries in the meantime,
please contact Amanda Christie on 0131 444 4995.
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The Scottish Fire and Rescue
Service is urging families to
stay safe this festive period

Care
TextInspectorate
goes here

Unplug fairy lights or other
electrical Christmas decorations
and blow out candles when you
leave the house or go to bed.

Leaving cookers unattended
or being distracted while
cooking is the most frequent
cause of fire in the home.
Never cook hot food while
under the influence of
alcohol or drugs.

Health, Safety and Wellbeing
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Keep well this Winter
Our Immune System

In the winter, nasty illnesses like colds, flu and pneumonia are all the more common. We depend on
our immune system to help us fight off these germs and infections but as we get older, our immune
system doesn’t function as well. Last year, over 60% of flu cases requiring hospital treatment were
in people over the age of 65.
So please take care and consider taking these extra steps to stay well this winter...
• Get your free flu jab – even if you’re fighting fit.
Everyone over 65 years of age is entitled to a free flu jab from the doctor or pharmacist.
Even if you feel healthy, it’s a great idea to get the jab to help protect yourself and others.
• Ask your GP about the ‘pneumo jab’.
There is also a vaccine for pneumonia – check if you’re eligible when you’re getting your flu jab.
• Wash your hands regularly.
Simple but effective – washing your hands helps stop germs from spreading.
• Stock up on cold and sore throat remedies.
Your pharmacy is the best place to visit for advice if you’re feeling under the weather.

Our Hearts and Circulatory Systems
As we get older, our body needs to work harder to keep us warm, which puts increased pressure
on our hearts and circulatory systems.
If you stay in a cold environment for a long time, or in extreme cold for only a short time, your blood
pressure rises and your blood thickens, which can increase the risk of heart attack and stroke.
• Wrap up well when you go outside.
Layering is the best way to stay warm outside in winter. Don’t forget your hat, gloves, thick socks
and scarf!
• Make sure your home is warm enough.
The ideal room temperature to aim for is around 21 degrees in your living room and 18 degrees
in your bedroom.
If you find that you feel the cold more than you used to, it’s completely normal. From the age of
55 onwards, we lose roughly 1% of our muscle mass every year – it doesn’t sound like a lot, but
muscle is what keeps us warm.
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What can I do?

• Keep moving…
Try not to sit still for more than one hour at a time. Even if you just move your arms and legs,
it’ll help keep you warm.
• Eat well…
Aim for at least one hot meal every day as well as warm drinks throughout the day.
Having a well-balanced diet is important for good health and wellbeing.

Look out for cold weather alerts.

Cold weather alerts are issued by the Met Office in winter when the weather is likely to impact
on people’s health. These alerts let you know in advance as to when the cold weather is likely
to hit, so that you can take extra precautions to keep safe and well. The alerts operate from the
1st November until the 31st March every year. You will find Met Office reports available on their
website: www.metoffice.gov.uk
In the unlikely event that we have a period of really bad weather,
please keep the following in mind:
1. Make sure you have everything you need – check you’ve got enough medication
and stock up on food in case it’s harder to get out.
2. Take extra care if the ground is slippery. Wear shoes with a good grip and consider keeping
a salt and sand mixture handy for gritting paths. You could ask your neighbours for help
in clearing paths or driveways in bad weather – the vast majority of people are more than
happy to help.
3. Have a torch at home in case of a power cut. Don’t forget to check the batteries!
4. Keep emergency numbers nearby. Having the number of your energy supplier on hand
can be helpful if there’s a power cut. You can also register with your supplier, so that they’ll
call you in the event of a power cut.

s

s
s
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MacMillan Coffee Mornings
Another fantastic year for MacMillan Coffee Mornings across Trust.

Stranraer

Croftfoot

Croftfoot raised £450 at their MacMillan Coffee
Morning and staff would like to say thank you to
everyone for their kind donations and to tenant
Kathleen Conlon who gifted a beautiful hamper.

Caldercruix

Tenants at Caldercruix enjoyed lovely home
baking and a raffle at their MacMillan Coffee
Morning in September, raising a total of £462.

Staff and tenants at Dalrymple Court organised a coffee morning and raffle for Macmillan Cancer Support
on Saturday 21st September. There was a great turn-out with everyone enjoying tea, coffee and delicious
home baking which was kindly donated by family, friends and locals. Everyone put their hands in their
pockets to buy raffle tickets, cake and items from the bric-a-brac stall, raising a total of £393.16.

Tillicoultry

Tenants at Tillicoultry enjoyed music performed by pupils from Alva Academy at their MacMillan
Coffee Morning. As well as their musical instruments, they also brought home baking and tenants
won prizes from their raffle – a total of £385 was raised.

Airdrie

Tenants and family members at Airdrie greatly
enjoyed their annual Macmillan coffee afternoon
on 24th September, eating some great cake and
raising £210 in the process.

Kinghorn

Viewforth Court held their coffee morning on the 2nd October to raise funds for Macmillan Cancer
Support. The total amount came to £262.45. Special thanks to our Cook Elaine O’Rourke who
prepared cakes and biscuits for the day, as well as the RTO who encouraged tenants, staff and family
members to give so generously.

Ayr

Tenants, friends and staff at Victoria Court raised £172.00 at their MacMillan coffee morning by having
cake, tea and a Tombola!
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Livingston

Tenants at Crusader Court had a wonderful day
on Friday 27th September raising a grand total
of £225 for Macmillan.

Red Nose Day
Netherlee

On the 15th March, tenants at Netherlee held a
pie & beans lunch for Red Nose Day. They also
held a raffle and raised £170 for Comic Relief.

Tobermory

Tenants and visitors came along to Glen Iosal
in October to enjoy plenty of cake and a raffle
at their MacMillan Coffee Morning, which raised
a total of £1006.60. Staff would like to say thank
you to everyone involved who made the day
such a success.

STV Children’s Charity
Appeal
Fundraiser
Livingston

Tenants at Crusader Court had another fantastic
day on Saturday 7th September raising money
for the STV Children’s appeal. Tenants have been
raising money for this worthwhile over the last
few years and have a brilliant time. They enjoyed
a full fry up this year and raised £130.
Photographed are tenants tucking into their
Big Breakfast!

Nairn

A coffee morning and bake sale was held at
Whinnieknowe Gardens on the 27th September.
Tenants were invited to come along with their
family and friends. An invitation was also
extended to tenants from the neighbouring
Trust development at Lower Kessock Street
in Inverness. It was a great morning and every
seat in the communal lounge was filled! There
was a large selection of raffle prizes and a huge
table full of home baking, marmalade and tablet.
A fantastic £580 was raised which will be split
between two local charities, including Seagull
Trust Cruise which had taken our tenants in
Nairn and Inverness out on cruises during the
Summer. Staff would like to thank all tenants
for supporting this event so well.

Photographed are tenant and Councillor Mary
Jean Devon with her granddaughter who helped
arrange the afternoon and raffle prizes.
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Money Pages
Welcome to the money pages. Here is a round up of some of the help available from your
Local Authority and DWP.

Winter Fuel Payments
If you were born on or before the 5th April 1954, you could get between £100 and £300 to help you
pay your heating bills. This is known as a ‘Winter Fuel Payment’

How much you get depends on your circumstances during the qualifying week. The qualifying week
for winter 2019 was the 16th – 22 September 2019.
You do not pay tax on Winter Fuel Payments

please seek advice from your coordinators or any
Welfare Rights Advisor.

Anyone under the age of 65 needing to make
a new claim for the following benefits:

Universal Credit
– Changes in Circumstances

Circumstance

Born on or before
22 September 1939

You qualify and live alone (or none
of the people you live with qualify)

£200

£300

You qualify and live with someone
under 80 who also qualifies

£100

£200

You qualify and live with someone
80 or over who also qualifies

£100

£150

You qualify, live in a care home and
don’t get certain benefits

£100

£150

Most payments are made automatically between
November and December.
If the money is not paid into your account by
January 2020, call the Winter Fuel Payment
Helpline on 0800 731 0160.

Money Pages

• Working Tax Credits

• Jobseekers Allowance

Born between
23 September 1939
and 5 April 1954

Payment should be automatic. However, the
winter fuel team may not identify you as being
eligible if you are not already in receipt of benefits
or a state Pension. In this case, you may need
to make a new claim.

• Income related ESA

• Income Support

If you do qualify for a Winter Fuel Payment, you will receive:
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Universal Credit (UC) is now fully rolled out
in Scotland.

• Housing Benefit

What you will get

How and when you are paid

Universal Credit update

must now apply for UC. Please note that there
are exceptions which include tenants moving into
sheltered or supported housing. In this case, you
can continue to claim Housing benefit. If you are
in receipt of a Disability Premium, you can also
apply for Housing Benefit. If you are in doubt,

Any change in circumstances must be reported
to the Department of Work & Pensions (DWP) via
the online UC account. Your UC account can be
accessed by using the username and password
which you created on the first day you applied.
Once you have logged in, go to the ‘change of
circumstances’ tab and follow the instructions
for the type of change you’ve had, for example,
‘change in landlord’, ‘change in rent amount’
etc. It is not enough to write about any change of
circumstance in your journal – it must be reported
via the correct tab, and the appropriate questions
must be completed.
If you cannot remember your username and
password, you should get in touch with the DWP.

Welfare Benefits Service
Trust employs a
Welfare Benefits
Officer to support
applicants and tenants
to maximise their
income and apply for
all the benefits they
are entitled to. Potential tenants are offered a
benefit check and a chat about their financial
circumstances and options available to them.
We offer free, confidential and impartial advice
and assistance with the claim process. We are
not just about letting out the property, we want
to make sure that our tenants are happy and
secure and not worrying about how they are
going to afford the next month’s rent.

The Welfare Benefits Officer is Aisha Nadeem.
Development Coordinators have been given
training by Aisha and can help with queries
you have regarding benefits.
If you would like more information on
benefits, please speak with the Coordinator
or contact Aisha directly:
Office Direct Line: 0131 444 4969
(please only call between 9am – 5pm,
Monday to Thursday and 9am – 3.45pm Friday).
Email: anadeem@trustha.org.uk

Money Pages
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Right Rent,
Right Time
We are continuing in our aim of checking tenants’
rent accounts regularly so that we can contact
tenants and let them know as soon as possible
if we spot any problems with the payments they
are making, or any of their housing costs which
we are receiving such as Housing Benefit or
Universal Credit. Unfortunately, there have been
some continuing system and resource difficulties
in achieving this and although it is taking a little
more time than we had hoped, we are trying hard
to resolve this as soon as possible. But don’t
worry! If you are unsure, worried or just want to
double check that your full rent costs are being
paid on time, please don’t hesitate to call us on
0131 444 1200 – we will be more than happy to
check and let you know.

At Christmas –
Pay Your Rent
Before it’s Spent!

‘’We all have a long list of what we would like
to spend our money on this Christmas, but it’s
important that rent comes first to ensure you’re
not at risk of losing your home,” said Rhona
MacLeod, Chief Executive.
We are very grateful to the large majority of
customers who make it a priority to pay their rent
on time. Anyone who is struggling to pay rent or
who is in financial crisis should contact us before
they miss any rent payments.
We can offer advice on welfare benefits and
budgeting – given in a friendly and supportive
way.
Contacting any of our staff in the Rent Team as
early as possible will reduce the risk of accruing
large arrears and will reduce the stress of money
difficulties.
If you've had a change of circumstances and
you’re not sure how you’ll meet your next
rent payments or if you want to see if you’ll
be entitled to any benefits, please get in
touch – we are here to help and support you.

For many people, Christmas is the time of
year when household budgets are at their
most stressed due to all manners of seasonal
pressures to spend money. This comes at a
time when Welfare Reform has already stretched
household budgets and added financial
pressures to our customers.
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Having problems
with your rent?
We’re here to help.
Contact us if you’re having problems paying
your rent. Don’t let things escalate – the
sooner you contact the Rent Team on

0131 444 1200 the better!

How to pay
your rent
Direct Debit – It’s safe and easy. You have
lots of protection which ensures that you
know what payments are being taken and
security if there are any mistakes.

We appreciate how stressful it is being in
debt and we will look to find ways of getting
your account back on track – if needed, we’ll
set up a repayment plan. Getting in touch
with us is the first step in relieving any financial
stress you are under. Likewise, if you’re receiving
letters from us, please see this as us trying
to help you get back on track – all you need
to do is call. Contact the Rent Team on

Standing Order – A good way to pay but
you need to tell your bank if your rent
charges change. This will happen at least
once a year or sometimes more if your
housings costs change.

0131 444 1200.

By Telephone – You can pay using a debit
or credit card by calling our Rent Team on
0131 444 1200. They will be able to take your
payment securely and discuss your account
should you wish. Unfortunately, if your card
is an Electron we will not be able to take
payment.

If you’re having wider issues with debt, you
can also contact your Council or Citizens Advice
Bureau to get advice. Or call a specialist debt
advice organisation like the ones below which
offer free advice to customers:

Stepchange:

0800 138 1111
Christians Against Poverty:

0800 328 0006

Allpay Card – You can use your Allpay
Card at the Post Office or any local PayPoint.
This lets you pay at your convenience.

BACS – If you go into your bank they can
send us a BACS payment. Please contact
us for our bank details and your tenancy
reference number in order to ensure
payments go into your rent account.
Cheque/Postal Order – Please ensure
cheques or postal orders have your name,
address and rent reference number on the
back. Cheques should be made payable to
Trust Housing Association.

Money Pages
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Development News

Stacey Williamson

Happy Birthday!

Editor of Trust Talk

Remember, if you have anyone
who you’d like to thank – a
neighbour or a staff member
or anyone else, please just send
your Thank You in, or contact us
and tell us all about their good
deed on 0131 444 1200.
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West Lodge Gardens hosted a 100th birthday
party for tenant Joe Dawson.
Joe was born in his family home in Erskine
Street in Alloa on 4th October 1919. One
of four siblings, he grew up in Devon Village
and attended Fishcross Primary School.

(when not on maternity leave!)

“

West Lodge Gardens, Alloa

I’d just like to say
a big thank-you to
everyone for all the
gifts and good wishes
I’ve received since
my baby was born.

After leaving school Joe worked in the Danish
deli where he was known as “the smiler” by
the lady shoppers. Profits were down when
Joe was working as he would eat the cheese
and cold meats!

Jackson was born in
October and I’m loving
being a mum!

Joe married Jean in 1941 and they settled in
Mitchell Crescent in Alloa. They had two children,
Jeffrey and Ann, and were married for 65 years
until Jean passed. Joe worked in Patons in the
turbine house and then as a handyman until
he retired.

”

Joe’s family joined staff and tenants for the
celebrations along with Provost Tina Murphy, and
Joe Farrell and Duncan Patterson from the Wee
County Veterans Society. Joe was presented with
a card from the Queen by Vice Lord Lieutenant
John Spruce. Staff made Joe’s birthday cake
and everyone enjoyed the buffet. Entertainment
was provided by the Sauchie Folk Group and
everyone enjoyed a sing-a-long. Joe very much
enjoyed his special day.

Joe was called up for the war in 1939 and
joined the RAF. He worked as ground crew for
five years. Joe very much enjoyed his time in the
RAF, he met many people, and although it was
war time he had a good life.

Joe moved to West Lodge Gardens in 2014 and
enjoys being part of the community. He enjoys
the activities, particularly reminiscence sessions,
and happily chats about growing up and his time
during the war. Never lost for words, staff love
hearing Joe’s stories and find him a pleasure
to work with.

Development News
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Wishaw

Wishaw tenant Jessie Blakeway, pictured cutting
her cake, celebrated her 95th birthday.

Bingham

Leeza Howden at the Bingham development
celebrated her 90th birthday. She is pictured
with Coordinator Fiona Kidney and domestic
Mary Jenkins.

Activities at Tillicoultry
Tillicoultry

Pictured is a ‘benefits of massage therapy’
session, which was held in the lounge.

Tenants also enjoyed an outing
to Blair Drummond Safari Park.

Caldercruix

Caldercruix tenant Nan Glover, who has lived
at Forrestfield Gardens since it opened in 1984,
celebrated her 90th birthday with tenants
and family.

Tillicoultry

Margaret Stoddart celebrated her 60th Birthday
with tenants in the lounge.

Livingston

Margaret Caton from Crusader Court celebrated
her 101st Birthday on July 28th. Margaret
celebrated her big day with family and all her
friends at Crusader Court. Margaret puts her
long life down to her favourite tipple – Irn-Bru!!
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Miss Russell
celebrated her
90th Birthday
at Tillicoultry
with family
and friends.

Development News

Tenants dressed up for a Halloween Party.

Development News
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Afternoon Tea
Lauder

South Garden put on an afternoon tea and a raffle to raise some funds for their RTO. It was a lovely
relaxed afternoon, and £185 was raised.
Pictured are Sheila McFadyen and Carol Batchelor, and friends.

Glasgow Vintage
Vehicle Trust gears
up for fundraising
bonanza
Govan

Govan tenant Guy Della Corte, a former
Glasgow Corporation bus driver, volunteers
at the Glasgow Vintage Vehicle Trust, based at
Bridgeton Bus Garage. There are over 100 buses,
coaches, commercial vehicles and fire vehicles
in the collection based at the garage. Vehicles
from the collection participate in events within
the city and beyond, with Guy often driving them.
Guy started working on the buses at the age of
18 as a conductor and then became a bus driver
based in Partick when he was 21 years old. Guy
moved down to Blackpool where he drove buses
and trams, however returned to Glasgow and
now volunteers at the garage where he provides
assistance at open days, events and helping
with the garage archives.

Well done
Mick!

Langholm
Common
Riding
Langholm

Greenbank Court tenants were visited by the
Local Cornet Elect along with his Left-Hand men
along with his Right – at the start of common
riding week. They were entertained by an
afternoon of common riding talk and songs.
It was particularly interesting this year as the
partner of one new tenant, Michael Bell, was
Cornet many years ago and this provided
a means to hear how the role has changed
over the years.
Picture: Back row Janet Galin, Mick Garrard and Derek
McLean. Middle row; cornet right and left hand men
Front: Wendy Ruthroff, Barbara Baillie and Jessie Mowbray.

Glasgow Vintage Vehicle Trust is currently
fundraising to help secure the future of the facility.
Information can be found at http://www.gvvt.org/

Langholm

Langholm tenant Mick Garrard received
recognition at Holyrood for his volunteer work.
He has volunteered at the Day Centre for the last
six years, where he can turn his hand to anything
and often drives the bus for them and for the
church. Mick is also well known for the work
he does in the gardens at Greenbank Court.
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Art at
Bearsden

Caledonian
canal cruise

Evaluating the wellbeing
effects of home technologies

Nairn

Whinnieknowe Gardens, Nairn

Bearsden

Staff and tenants from Whinnieknowe Gardens
in Nairn took the community minibus through
to Inverness to travel the Caledonian Canal with
Seagull Trust Cruises. Seagull Trust is a registered
charity run by volunteers which relies solely on
donations from members of the public. It offers
free canal cruises to elderly and disabled groups,
with complimentary tea/coffee and biscuits.

Artist Andy Mooney visits Schaw Court every
Monday to give an art class. Andy is pictured
with tenants Alice Laing, Jim Mooney and
Isabella McManus, who are grateful to Andy for
giving his time to teach and help them along the
way. The tenants were given the opportunity to
show their art at a coffee morning held at the
development, raising money for the social fund.

All enjoyed listening to the accordion player
playing while looking out at the wonderful scenery
up and down the canal. The sun shone for the
duration of the cruise. Mike and Maureen both
did a fantastic job of steering the boat and told
us it was harder than it looked!

Albyn Housing Association recently fitted new Digital Health & Care systems (Fit Homes) into their new
build properties. As it was working well for their tenants, Albyn Enterprises decided to start working with
the NHS and Highland Council to offer this health system out to other tenants who may benefit from it.
Staff at our Nairn development were approached by Albyn Enterprises a few months ago to see
if our tenants would like to take part in a trial of their system. Eight tenants with varying health conditions
at Whinnieknowe Gardens volunteered and are all happy taking part.
For the trial, those involved will have their homes fitted with additional motion sensors, along
with door sensors, temperature monitors and further sensors fitted to their cupboards, kettles and
the flush mechanism of their toilets. The information from the sensors will be fed onto a “dashboard”
which can then be accessed remotely via a computer by family, carers, healthcare professionals
and Co-ordinators. It is entirely up to the tenant to decide who gains access to their information.
The information shows how active a tenant has been in their homes, including how long they have been
sitting and moving around, how often they have visited the bathroom, how many drinks they have made
and how often they have gone to the fridge or cupboard for food.
The information gathered from the dashboard is also sent anonymously to Robert Gordon University
in Aberdeen where it is evaluated. The university has already developed a prototype algorithm to help
predict an increased risk of falls based on activity patterns at home. In the future they hope to be able
to predict other medical issues such as UTIs.
Once the trial is over, the sensors and dashboard will be removed. Albyn Enterprises hopes they will be
able to roll out this service on a wider scale in the future. It is very exciting that the Nairn development
has been given the opportunity to take part in something that could potentially become something
massive in social care.
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Summer events at Netherlee

20 years of Viewforth Court

Netherlee

Kinghorn

In June tenants enjoyed entertainment from Rovin Productions who put on a special show
to commemorate the 75th Anniversary of the Normandy Landings. Tenants had a wonderful
evening with most dressing in the style of the forties, and some of the ladies coming as Land Girls.

A party was held to celebrate Viewforth Court’s 20th Anniversary.
Staff, tenants and family members enjoyed a tea party with games and music.

In July tenants held a Mad Hatter’s Tea party, including lots of sandwiches and delicious cakes,
biscuits and refreshments. July also saw Henry’s 99th birthday celebrations.

Thank you Elsie!
West Lodge Gardens, Alloa

Tenants and staff at West Lodge Gardens gathered to say farewell to nightshift worker Elsie Feeney
who has been working at Trust for 17 years. Over the years Elsie has played a fundamental part in
organising tenant activities and parties. Tenants and staff are looking forward to seeing Elsie again
when she’ll be organising the Christmas pantomime.

Airdrie Quiz
Airdrie

Pictured are September winners of the
Airdrie monthly quiz, Irene and Rachel. Airdrie
welcome anyone from the community to attend
their events; winner Rachel is a member of the
local community.
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A poem from Bill Ritchie
Kinghorn tenant Bill Ritchie has a keen interest in writing quirky poems about life at the
development. Here is one of them...
Wa nicht while playin the dominoes
Wee Myra she is a sly fox
she tipt the dominoes oot o’ the box
wi a fly look on her face
we began the play
Then oot o her box o tricks
she started af the game
and played the double six.
When her turn came tae her agane
Ye could’na behive
Wi a wee laugh, she played the double five.
Roond it came back tae her
We aw thought she could’na hae any more
But we wir aw wrang.
She put doon the double four
Next time roond we had tears in oor ee
As she put doon the double three.
Roond agane it came back tae her
I said och gan awa, she had jist droppit doon double twa
Next it was back tae her, we kent she had a plan.
Before we kent she plunket doon the double wan!
Aye Myra is guid at the dominoes as awbody knows
On it you can bank,
tae end the game she dropt the double blank
then whispered wi a hoot ….
That’s me oot!
We all jist sit there we were in pain
It was so bad we could’na play another game,
we all went in the huff
and said to Myra we wont play with you agane
Aye she’s like a sly wee fox
And she put the dominoes back in the box.
Ah behive ah hiv nae doot
If we hid awe chappit she wid hae beat us aw on a coont!

48

Development News

Scooter Store
Lower Kessock Street, Inverness

The tenants from Lower Kessock Street are
delighted with their new scooter store. It is
a fantastic space for scooters to be parked
up and charged.

Halloween at Motherwell
Mission Place, Motherwell

There was something spooky going on at Mission Place as residents enjoyed a social evening in the
lounge on Halloween. A flapper girl, a spooky skeleton and the three blind mice were in attendance,
and there were some champion displays of apple dooking and a good effort made to learn to dance
the Time Warp.
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20 Years of Ramillies Court

Halloween Party

Ramillies Court, Clydebank

Whinnieknowe Gardens, Nairn & Lower Kessock Street, Inverness

Happy 20th anniversary to all the tenants at Clydebank, and a special thanks and well done to the
three staff – Roseann, Annemarie and Roberta – who have worked hard and shown commitment to
their roles over the past 20 years. Everyone at the development appreciates the effort they’ve put in
and a celebration party was held on the 2nd October. Here’s to the next 20 years!

On 31st October, tenants and staff from Whinnieknowe Gardens took the Nairn community minibus
through to their neighbouring development at Lower Kessock Street in Inverness where they, and the
minibus driver Dave enjoyed a lovely lunch with the Inverness tenants.
Inverness Co-ordinator Nichola did a marvellous job setting up the room with all the Halloween
decorations.
A raffle was held, with all money going to Macmillan at the request of tenants. Tenants made a great
effort to get into the spirit of things, with a prize going to Sue for Best Halloween Costume. Many
thanks to David the cook who really excelled himself with a fantastic menu. Another Nairn/Inverness
get-together is already being planned!
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Beetle Drive
at Lauder!
South Garden, Lauder

A Beetle Drive was held at South Garden with
tenants playing alongside with family and friends.
The winner was Jill Brooks who won a £10 gift
voucher for the Flat Cat in Lauder. A light supper
was also provided and a small raffle raised
£50 for the RTO.

Recipe

15 years
at Trust

Recipe Swap Shop

Shulishader Beag, Portree

Shulishader Beag Co-ordinator Sophie Bain
celebrated 15 years with Trust on 4th October.
A coffee morning was held to celebrate, where
Sophie was presented with her vouchers
and flowers.

Not been featured in Trust Talk?
Send us your stories now!
You can submit articles to head office
by post to Trust Housing, 12 New Mart
Road, Edinburgh, EH14 1RL, by email
trust.talk@trustha.org.uk, or you can
submit through a Trust staff member.
We’d love to hear from you.
If you don’t send it, we can’t feature it!
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Book Recommendation

Christmas Food

Maggsie
McNaughton’s
Second Chance
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Help Edit Trust Talk

Do you want a say in the what goes into Trust
Talk? Then join our editorial group. We currently
have a mix of tenants, office and development
staff and would like to add some more tenants
into the mix. The group meets three times a year.
Contact Claire Mottram (Business Improvement
Officer) if you'd like to join on cmottram@
trustha.org.uk or 0131 444 4937.
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Pass it on …….

When you’ve finished reading this edition
of Trust Talk, why don’t you pass it on to
other people who could be interested in
what’s happening across Trust?
Why don’t you share it through your church,
library, doctor’s or dentist’s surgery, or take it
to your local hairdresser or barber? Or just pass
it on to your family and friends so that they can
“spread the word” about what’s happening
across Trust.

Word Search

Frances Maynard
Marguerite McNaughton, a name she thinks is too fancy and
can’t say properly, let alone spell, is just out of prison and has
a lot to prove. She prefers to call herself Maggsie and is a feisty
Scot who is let loose in London with a new job and living in
supported accommodation with a mixed bunch of ex-offenders.
She’s dyslexic and will go to all sorts of lengths to cover it up.
While in prison another inmate has tried to help her with basic
reading and writing and she can get by.
On her way to her first day in her new job, Maggsie is unintentionally a good Samaritan, a side to her
that doesn’t come out often no matter how many people try to offer her kindness. Only Audrey, the
scrawny cat she befriends, is witness to her real vulnerability at first. Gradually Maggsie gains friends,
even though she didn’t want them, and she realises that’s she’s got a second chance; that there
might be a new life out there for her.
A quirky book, it might not be to everyone’s taste, but it’s a great tale with comedy touches
as well as sadness and is the definition of heartwarming.

Office Closures 2020
In 2020 our Head Offices in Edinburgh and Glasgow will be closed
for bank holidays on:
Wednesday 1st and Thursday 2nd January
Monday 13th April
Friday 25th and Monday 28th December
Book Recommendation
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Reporting a Repair

We want to make sure your home is safe and secure. If you find a problem, we’ll do our best
to fix it as soon as we can.
How to report a repair – why not call the Repairs Team direct?
Tenants can report repairs through local staff, or you can go straight through to the Repairs Team
at Head Office for their expert help – just call us on 0845 241 7792 (during office hours)
If your repair is not an emergency, you can also contact the Team using the form on our website
https://www.trustha.org.uk/our-tenants/report-repair/
Or you can email us at RTeam@trustha.org.uk
Out of hours emergency repairs – If you need an emergency repair when Head Office is closed,
call 0345 604 4686 or contact Hanover by pulling your cord or pressing your pendant.
What is an emergency repair?
•

No heating, hot water or power.

•

Burning smell or exposed wires.

•

Smoke or carbon monoxide detector sounding continuously.

•

Burst pipes or blocked drains.

•

Total loss of water supply.

•

If you can’t get into your property.

•

Severe leakage from the roof.

•

Dangerous or severely damaged roof tiles.

This information is available in Braille, tape, large print and community languages. To request a
copy please use the contact details below. Head Office Trust Housing Association Ltd 12 New
Mart Road Edinburgh EH14 1RL Glasgow Office Trust Housing Association Ltd Pavilion 5, First
Floor Watermark Business Park 345 Govan Road Glasgow G51 2SE

Housing, Care &
Support Provider
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Trust Housing Association Limited is a Registered Scottish Charity No. SC009086
Registered by The Scottish Housing Regulator HEP 143
Registered under the Co-operative and Community Benefit Societies Act 2014, No. 1778R(S)
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