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Hello and welcome to the Spring edition of 
Trust Talk which, as always, is packed full with 
interesting information and updates. We’re 
focusing this edition on Engagement and Equality 
– two critical elements of how we work with our 
customers. 

Trust is an organisation that covers a variety of 
different issues and there are a few I’d like to 
highlight to you:

1 Please think about joining our Board – the 
strongest voice for tenants is their direct input 
to decision making, and it is critical that we 
have the experience of tenants at the Board 
table, influencing all the key decisions for the 
future of the organisation. More information is 
available on page 13.

2 I’d like to celebrate our Investors in People 
Platinum Award. Only 1 in 100 organisations 
are awarded a Platinum Level award and this 
makes it so special for us. The award is a real 
credit to all our teams across the country and 
the exceptional work they do. My warmest 
thanks and congratulations go out to them all, 
and I know how much many of our tenants 
have appreciated their help and support 
through these difficult times.

3 We are always very conscious that our rents 
need to be as affordable as possible, and 
the rises in the cost of living and energy 
costs make this even more critical at this 
time. Please make use of the info on pages 
31 and 32 to try to reduce your energy and 
broadband costs, and, if you are struggling 
to pay your rent, please contact us. Our 
Customer Experience Partners are here to 
help you – the last thing we want is anyone 
losing their home, but we can’t help if we can’t 
speak with you. Find your local Partner on 
pages 22 to 25 and then please get in touch! 
Our dedicated Welfare Benefits Team are here 
to help too, so please don’t worry alone. We 
are here to help!

4 Please return the survey on page 21 for the 
chance to win a £50 voucher, which will be 
picked at random. As the pandemic (hopefully) 
eases, it’s time to start listening to tenants again, 
in a focused and structured way that means 
tenants’ opinions are heard across the whole 
organisation, influencing everything we do. It’s 
essential that we do this in ways that will work 
best for you – so please tell us what you think!

5 And, last but certainly not least, very many 
thanks to everyone who has already provided 
us with their equalities data, and thank you 
in advance to everyone who will be providing 
this over the next few months as part of their 
Personal Plan discussions. This info helps 
us to make better decisions. Our Leaders in 
Diversity Accreditation is up for renewal soon, 
so thank you too to the tenants who will help 
with this by talking with the assessors.

It is good to see the days getting longer and the 
COVID restrictions easing. We need to make the 
most of these more positive times and continue 
to develop Trust as an organisation that meets 
the needs of all its customers. As our new 
Strategy, The Time Is Now says – Together we 
are One Trust.

With very best wishes

Rhona McLeod 
Chief Executive, Trust. 

Introduction from CEO

Introduction from CEO
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Engaging with our staff

Celebrating our Investors In 
People Platinum Award

For nearly 30 years Investors in People (IiP) has 
been recognised internationally as a leading 
people accreditation for businesses. The 
Platinum award is a fantastic achievement for 
Trust, demonstrating our commitment to our 
people. We were first accredited by IiP in 1998 
and achieved ‘Gold’ level in 2015 when the new 
levels were introduced.

We were re-assessed in October 2021 and 
were delighted to be awarded the top level of 
accreditation – Platinum. There are currently 
4 levels of award (Standard, Silver, Gold and 
Platinum). Platinum represents the top 1% of 

organisations. The accreditation is external 
recognition of our values, our positive and 
inclusive culture and our history of investing in our 
people over many years. 

We launched our bold new three-year business 
strategy – The Time Is Now – last year. While 
we have a new strategy, our culture and 
values have not changed and as part of the 
development of The Time Is Now, colleagues 
across Trust worked together on how the culture 
and values are expressed, in a way that brings 
the personality of Trust to life and reflects the 
progressive business we are today.

Our values are:
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Rhona McLeod, Trust’s CEO, said, “I’m delighted 
that Trust and our fantastic colleagues have been 
recognised by the highest Investors in People 
accreditation. This is a terrific achievement, 
particularly during a global pandemic and a 
time of significant change for the organisation 
as we begin to implement our new strategy and 
operating model.

We are a values-driven organisation. Our culture 
is a vital part of Trust’s DNA and is what makes 
us the organisation we are all proud of today. 
Our story and culture has been enriched over 
the years through partnerships with like-minded 
people and organisations, most recently Wishaw 
and District Housing Association.

We are also proud to be accredited as a ‘Leader 
in Diversity’ and have been leading the housing 
sector on equality, diversity and inclusion for over 
10 years. We are committed to helping to create 
a more equal society which respects diversity 
and embeds inclusion.”

Bonnie Clarke, Interim Chief Executive of 
Remarkable, the organisation licensed to deliver 
Investors in People in Scotland, added, “This is a 
fantastic achievement for Trust, congratulations! 
Investors in People recognises organisations who 
are truly committed to their people, continuous 
improvement and customer service. We have 
supported Trust since 1998 and we’re delighted 
to see their ongoing dedication recognised with 
this Platinum award. Many congratulations.”

Part of what makes Trust a special organisation to work in are the many staff who have worked with 
us for many years. Here is Diane Gilmour, Coordinator in Glenluce (on the left), reaching 30 years’ 
service, being recognised by Marion McAskill, Customer Experience Partner.
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And here is Lorraine O’Hare, the cook in Girvan, who reached 10 years’ service on 29th October 
2021, with tenants Jessie Vint, Margaret Maider and Madge McCallum, and with her colleague, Jayne 
Torbet.

While staff like Diane and local staff across the 
country have continued to come into work 
every day throughout the pandemic (which is 
truly appreciated by everyone in Trust) we were 
delighted to attain IiP Platinum status while many 
Trust staff were working from home. Most of 
our office-based staff are still doing this, but are 
now able to get out and about, visiting tenants, 
developments and local staff. This progress is 
much welcomed by everyone.

We are currently engaging with office staff to 
think about the future, and what our workplaces 
and work patterns will look like as the COVID 
restrictions lift (and hopefully fade from our 
memories). We are aiming towards a hybrid, 
blended working model, with employees working 
wherever provides the best service to tenants. 
When colleagues need to work together or speak 
with one-another to share ideas and fix problems, 
then it may be best that they meet up face-
to-face in an office; if they need to speak with 
tenants and local staff, then of course, they will 
be visiting developments; and if they need some 
peace and quiet to focus on written or telephone 
work, then working from home may be the best 
option for some employees. Our hybrid working 
model also means we will continue our green 
journey to net zero – it will be very beneficial if 
people don’t need to use up fuel by commuting 
into the office every day.

We now have all the technology to make it 
easy for everyone to work wherever is most 
suitable for any particular task. From a tenant’s 
perspective – this means you can email or call 
the most appropriate team member, and they will 
be able to pick up your call or email you back no 
matter where they are in Scotland. 

And, to enhance this, we have introduced a new 
call-back system. More info on this is over the 
page.

Engaging with our staff
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“Nobody 
ever calls me 
back” – fixed!
By listening to tenants’ opinions, we can provide 
a better service on the things that matter most to 
you!

We know that one of tenants’ biggest frustrations 
was “nobody ever calls me back”. Customers 
then needed to call again, repeating their story 
and becoming increasingly annoyed, stressed 
and frustrated. So now we have a fix!

We have introduced a new call-back system, 
where every “call-back” request is assigned to 
the right team member and logged in the one 
place. It means it is very easy for staff, and their 
managers, to track the progress against every 
customer call-back request. 

So … you might be asked for more details of 
your query on your first call, but this will be noted 
down, and you shouldn’t have to repeat it all 
when the right person calls you back.

And, if the person who should be calling you 
back goes off sick or is unavailable for some 
reason, someone else will be able to call you and 
keep you updated. 

This should result in a much better service for all 
our customers!

Other key improvements that are now underway 
have also been influenced by listening to tenants 
and changing our services to suit. Here are a few 
other examples:

Have Your Say about Maintenance and 
Repairs
We read every response and make sure we fix 
anything that is brought to our attention in our 
maintenance surveys.

Thank you to everyone who has returned 
their WDH maintenance survey – we had 
a return of 98 responses for the period 
October – December. 

Congratulations to our winners who will 
each receive a £20 shopping voucher

October 2021   Mrs McCarroll

November 2021  Miss George

December 2021  Mrs Ewing

Here’s the difference that engagement makes 
– tenants’ opinions count

Here’s the difference that engagement makes – tenants’ opinions count
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Right to Repair 
What is the Right to Repair?
Under the Housing (Scotland) Act 2021, Scottish 
Secure tenants and short Scottish Secure 
Tenants have the right to have small urgent 
repairs carried out by their landlord within a 
given timescale. This is called the Right to Repair 
Scheme. This scheme applies to all tenants of 
local authorities, housing associations (like Trust 
and WDH) and water and sewerage authorities.

What repairs come under the Right to 
Repair scheme?
The scheme covers certain repairs up to the 
value of £350. These repairs are known as 
‘qualifying’ repairs and include:

• Unsafe power or lighting sockets or electrical 
fittings

• Loss or part loss of electric power

• A blocked flue to an open fire or boiler

• External windows, doors or locks which are 
not secure

• Significant leaking or flooding from water or 
heating pipes, tanks, cisterns

• Toilets which do not flush (if there is no other 
toilet in the house)

• Loss of water supply

• Blocked or leaking foul drains, soil stacks 
or toilet pans (if there is no other toilet in the 
house)

• A blocked sink, bath or basin

• Loss or partial loss of water heating where no 
alternative heating is available.

A full list with response times is available on our 
website:

https://www.wishawdha.org.uk/report-a-repair/
repair-response-times/your-right-to-have-your-
repairs-completed/

We will be able to tell you if a repair you need is 
included in the Right to Repair scheme and we 
will also let you know:

• The maximum time the repair must be done in 
and

• How we deal with repairs that are not covered 
in the scheme.

Engaging to change the law –
how tenants can influence new laws that strengthen their rights

Engaging to change the law

https://www.wishawdha.org.uk/report-a-repair/repair-response-times/your-right-to-have-your-repairs-completed/
https://www.wishawdha.org.uk/report-a-repair/repair-response-times/your-right-to-have-your-repairs-completed/
https://www.wishawdha.org.uk/report-a-repair/repair-response-times/your-right-to-have-your-repairs-completed/
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What happens when you report a repair?
When you report a repair, we will let you know 
whether it is our responsibility and whether it 
is a qualifying repair under the Right to Repair 
scheme. We may need to inspect your home to 
find out whether the repair is a qualifying repair or 
not. If the repair does qualify under the scheme 
we will:

• Tell you the maximum time allowed to carry 
out the repair

• Tell you the last day of that period

• Explain your rights under the Right to Repair 
scheme

• Give you the name, address and phone 
number of our usual contractor and at least 
one other contractor from a list and 

• Make arrangements with you to get into your 
home to carry out the repair.

How long do we have to carry out the 
repair?
Repair times depend on the type of repair. If your 
toilet is not flushing, we usually have one working 
day to come and repair it. But we have three 
working days to mend a loose banister rail and 
seven working days to mend a broken extractor 
fan in your bathroom or kitchen. These times are 
set by law and not by us.

Sometimes there may be circumstances that we 
or the contractor cannot control, which makes it 
impossible to do the repair within the maximum 
time (for example, severe weather). In these 
circumstances we may need to make temporary 
arrangements and to extend the maximum time. 
If we are going to do this we must let you know.

What happens if the work is not done in 
time?
If our usual contractor does not start the 
qualifying repair within the time limit set, you can 
instruct another contractor from our list to carry 
out the repair. You cannot use a contractor who 
is not on our list. The other contractor will then 
tell us that you have asked them to carry out the 
repair. We will then pay you £15 compensation 
for the inconvenience. If our main contractor has 
started but not completed the repair within the 
maximum time, you will also be entitled to £15 
compensation.

How long does the other contractor have 
to complete the repair?
The other contractor has the same length of time 
to carry out the repair as our main contractor. 
If they do not carry out the repair within the 
time limit set, you will be entitled to another £3 
compensation for each working day until the 
repair has been completed. This amount can 
add up to a maximum compensation payment of 
£100 for any one repair.

What if there is no other contractor 
available?
In this case, our main contractor will carry out 
the repair but you will still be entitled to the £15 
compensation payment.

What happens if I am out when the 
contractor calls to carry out the inspection 
or repair?
• If the contractor cannot get into your home at 

the time you have agreed with us, your right 
to repair will be cancelled. You will then have 
to re-apply and start the process again.

Who pays for the repair?
• We pay for the repair. If you have told 

another contractor to carry out the repair, the 
contractor should still send the bill to us.

Engaging to change the law
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We currently have a Customer Engagement Master Action 
Plan with 63 different actions on it, all of which have come 
from ideas and comments from tenants. They will influence the 
whole organisation. These actions range from changes to the 
rent consultation process so that tenants are now told what the 
proposal means in £ rather than in %, through to simplifying 
complex instruction leaflets for heating systems. Everything is 
aimed at improving the customer experience for each and every 
tenant and applicant.

Although the pandemic has meant that 
the organisation’s focus had to move 
towards keeping everyone safe from 
COVID, it’s now possible to start to look 
again at all the outstanding actions, 
and future editions of Trust Talk will give 
further updates of the work that is being 
done – all work that started from tenants’ 
comments on how things could be better. 

Remember too that, locally, in our staffed 
developments, you have your This Is Our 
Life folder – an easy way to keep track 
of all the improvements and changes 
that tenants have suggested, and, where 
something is not possible, the explanation 
of why this is the case …. or how much 
can be achieved. Why not think about 
dusting off your This Is Our Life folder?

What happens to all your suggestions and feedback?

What happens to all your suggestions 
and feedback?
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At Trust, we aim to provide high quality 
services to all customers. But we 
recognise that sometimes there may 
be occasions when people receiving or 
affected by our services are dissatisfied. 

That is why we value complaints. By listening 

to our customers, we can learn from mistakes, 
put things right and continuously improve our 
services. 

We review, resolve & learn from complaints at 
the time they are made. But we also look more 
widely at all the complaints made – on a monthly, 
quarterly & annual basis. 

Engaging to make things better – what we are learning from your complaints

Engaging to make things better – what we 
are learning from your complaints

Here are a couple of examples which show how we have learnt from our customers making 
complaints recently:

You said We did

We received a complaint from a customer who 
had been waiting for a member of staff to call 
them back to take a rent payment, but they 
didn’t hear back. 

We recently designed a new ‘call-back’ system 
to improve our internal communication and to 
ensure that our customers always hear back 
from us when expected. After a successful 
period of testing with our Customer Partners, 
this has now been fully rolled out to all our Trust 
employees working in ‘office’ roles. 

Whilst handling a customer complaint relating 
to our repairs service, one of our staff members 
observed that Trust should give consideration 
to implementing a new repairs process which 
offers more transparency for colleagues who are 
monitoring repairs that are to be completed. 

We recently piloted a new process for our 
employees to log and monitor routine repairs 
requests in certain locations. After this pilot 
worked successfully, we are now rolling this out 
to all our developments. The process allows 
development staff to raise routine repairs quickly 
and easily on a new digital form that captures 
all the essential information. This is sent directly 
to our repairs team who now also have more 
visibility over new repair requests and have all 
the key information they need to raise jobs with 
contractors, so minimising delays from day one.
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Complaints Performance - September – December 2021
We have more than 3600 properties in 100+ locations, covering 23 local authority areas across 
Scotland. 

During the months September to December:

• Trust received 59 new complaints

• 92% of all complaints were resolved within Scottish Public Services Ombudsman (SPSO) 
timescales

• Stage 1 - Frontline Complaints were resolved within an average of 2.9 days (Target: resolved 
within 5 working days)

• Stage 2 - Investigative Complaints were resolved within an average of 15.4 days (Target: resolved 
within 20 working days)

Engaging to make things better – what we are learning from your complaints

It is important that we hear from our 
customers when things go wrong.

If you would like to raise a concern, please don’t hesitate to 
get in touch with your local staff, your Customer Partner, or 

our office colleagues (call 0131 444 1200 or email 
info@trustha.org.uk). 

You can also write to us at Trust Housing Association, 
12 New Mart Road, Edinburgh, EH14 1RL. 

Or, please visit our website and complete our feedback form: 

www.trustha.org.uk/our-tenants/feedback-complaints 

mailto:info@trustha.org.uk
http://www.trustha.org.uk/our-tenants/feedback-complaints
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Tenant Board 
Member 
Recruitment 
Have you got what it takes to become a Tenant 
Board Member on the Trust Board? Could you 
share your experiences, be the voice of the 
whole tenant group and help the Board make a 
real difference to people’s lives? If so, we would 
love to hear from you.

The Trust Board are responsible for the overall 
governance, financial wellbeing, and strategic 
direction of Trust. Safeguarding the interests of 
current and future tenants is at the heart of all 
that the Board do. 

As a Tenant Board Member you will contribute 
to decision making that affects the whole tenant 
group, and you’ll be able to voice feedback 
and views that you have gathered from tenants 
across Scotland who live in Trust homes. We 
are looking for applications from any of our Trust 
Association Members and from those willing to 
join the Trust Membership by paying a £1 fee. 

Full training will be provided together with 
a Board Member mentor to help guide you 
through meetings and other Board work, such 
as development visits across Scotland. There are 
6 Board Meetings per year, which are currently 
being held virtually by Microsoft Teams. Good 
digital skills are desirable, however, there are 
telephone landline call-in options available.

To apply, please send a covering letter (including 
your name, address, telephone number and 
email if you have one) outlining your experience, 
why you would like to join the Board and how 

you feel you could make a difference. Please 
send your letter to Mary Strathearn (PA to 
Chief Executive / Company Secretary) by email 
MStrathearn@trustha.org.uk or post: 12 New 
Mart Road, Edinburgh, EH14 1RL. If you have 
any queries, please call Mary on Tel: 0131 444 
4940.

Closing date for applications will be 11 April 
2022. Interviews will take place in April/
May 2022. Successful applicants will be 
recommended for election at the Trust AGM in 
September 2022.

  

To get an idea of what it’s like to be a Tenant 
Board Member, let’s hear from our long standing 
Board Member who is retiring this year, Sister 
Jenny Lindsay. Here, she shares her experience 
of being on the Trust Board.

What are the things you most enjoy about 
being on the Trust Board?
Meeting the staff and tenants and being part 
of forward thinking organisation such as Trust. 
Approving investment plans, working to a 30 
year financial plan, seeing implementation of 
Wi-Fi to tenants and being a Trust ambassador 
are the things I enjoy most of all. Outwith Board 
meetings, I have enjoyed being part of the Happy 
To Translate project and also working with Living 
Streets. My greatest achievements are gained 
through Board Member development visits as 
I’m always pleased to help tenants and staff 
when queries arise. Before lockdowns and the 
pandemic, I very much enjoyed attending the 
great tenant events and conferences. 

Engaging at the highest level in Trust - 
as a Trust Board Member

Engaging at the highest level in Trust - as a Trust Board Member

mailto:MStrathearn@trustha.org.uk
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Have you encountered any challenges in 
your time on the Board?
During my 9 years as a Tenant Board Member I 
have worked with two Chief Executives and have 
seen many changes in staff, Board Members 
and ways of thinking to deliver the best strategy 
for the organisation – all of these bring great 
challenges. However, during the past 2 years of 
lockdowns and restrictions, the Board have had 
to work in different ways from home and I have 
found the barriers of natural communication a 
problem to this day. 

I am proud to have developed my own digital 
skills and in the past few years I have been on a 
learning journey. Previously we received paper 
Board packs in the post to read and now we 
access them online on the Board Microsoft 
Teams site. Staff have supported me through my 
digital journey which has enabled me to use an 
iPad for Board preparation and meetings. 

How do you ensure you represent the 
whole tenant group’s views? 
Communication with tenants overall has been 
restricted in the past couple of years but I 
hope we can regain some lost ground when 
government allows more natural freedom. One 
has to have a good listening ear, and take on any 
questions from tenant and sometimes to highlight 
their issues. It is so important to convey a note of 
interest that you are on the Board when speaking 
to tenants. Pre-pandemic, I have enjoyed 
attending tenant events to seek their views. 

What is it like to attend a Board meeting?
It is a great privilege to attend meetings but 
I have missed the company of attending the 
meetings in person since the lockdown. And, 
to be part of important decisions and day-to-
day challenges of keeping the company at the 
forefront of the housing sector. I also have served 
on the Audit and Performance Committee and 
Board Governance Working Group and enjoy 
these incredibly. But it is now time for someone 

else to take the strategy forward with a strong 
tenant voice. 

Do you enjoy working with the Board and 
senior team?
I very much enjoy working with the senior team 
and would like to thank the team for helping 
me attend the meetings. My motto is nothing is 
impossible! Being on the Trust Board has built 
up my confidence and self-esteem. A great point 
for me is undertaking development visits to meet 
other tenants across Scotland, and meeting with 
the staff teams has been a great experience.

What is the time commitment for being 
Board Member?
During the 9 years that I have committed to the 
Board, the time commitment has increased, 
moving from paper Board packs to virtual 
meetings, but then life has moved on to a 
different level and ways of working. I always look 
forward to the agenda and papers arriving online 
and then getting my head down into reading the 
Board packs. I am however, able to approach the 
author of the report as the contact details are at 
the bottom of each paper should anyone have 
any questions before the meeting. Depending 
on the length of the meeting it can take between 
2-4 hours to prepare for the Board. I like to 
have two reads of the papers, then make notes 
and highlight any issues I’d like to raise at the 
meeting. 

Engaging at the highest level in Trust - as a Trust Board Member
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One of our most valued engagement routes is the 
Trust Customer Panel. Different Panel members 
across the years have now been working hard 
since 2014, looking at the services that Trust 
provides to tenants across the country and then 
making recommendations to the Board on how 
things can be improved. These recommendations 
are then turned into an Action Plan which is 
implemented by all the relevant staff.

Over the years, hundreds of recommendations 
and changes have been made, improving things 
across a wide range of topics – including empty 
homes management, welcoming new tenants, 
arrears, repairs and gardens.

The Panel’s current scrutiny topic is focusing on 
how “safe and secure” tenants feel in their homes 
(from Outcome 6 of the Scottish Social Housing 
Charter which scopes what a “good landlord” 
should be delivering).

Lynda Fisher, Chair of the Panel, gives an update:

“We are now at the point that we are 
pulling together our recommendations 
for the Board. This has been a really 
fascinating topic. We have all learned 
such a lot about all the different ways 
that Trust keeps us safe, and I think one 
of our recommendations will be that 
more is done to share this information 
with all Trust tenants. 

We have met with many different staff 
from across Trust and we would like to 
thank them all for their time and for the 
information they shared with us. Their 
expertise included things like Health 
and Safety, cyber and data security, 
Facilities (gas, electricity, lifts, legionella 
and the like), Fire Safety and Anti-Social 
Behaviour. It’s been a lot of information 
for us to take in, but we can see a 
number of areas where things could be 
improved, and that’s what we’ll report to 
the Board in April.

In our next Trust Talk update, we’ll be 
able to share the recommendations that 
we’ve made, and the actions that are 
planned that will result in improvements 
for all tenants.” 

Engaging through the Trust Customer Panel 

Engaging through the Trust Customer Panel 
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One of the most important engagement 
routes for tenants is giving their opinion on 
new investment in their home – choosing new 
kitchen units, flooring, tiles, whatever! We want 
every tenant to feel that “their home’s their own” 
and many tenants are delighted when works 
are completed and their vision for their home 
becomes a reality.

New kitchens and bathrooms in Alloa
RESPONSE BMS worked at renewing bathrooms 
at West Lodge Gardens, Alloa between August 
and December 2021. They renewed 27 
bathrooms at a cost of well over £100,000.

Tenants were given the choice of MOORES 
manufactured high gloss door colours, handles 
and non-slip vinyl floor coverings in September 
2021.

RESPONSE BMS commenced the MOORES 
manufactured kitchen installs at the start of 
January 2022 and finished the kitchen installs by 
the end of February 2022. 

This improvement works has an estimated 
budget value in the region of £150,000.

West Lodge Gardens’ tenant, Maggie Mawson 
said

“I am delighted with the standard, 
design and quality of the new 
kitchens. RESPONSE BMS team 
were very obliging, especially Peter 
the painter.” 

Peter the painter – work in progress…

And a delighted Maggie when all completed! 

Engagement on Property issues and 
improvements

Engagement on Property issues and improvements
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Neighbour Cathie Mitchell gave her opinion too 
- “I’d like to say a very big “Thank You” to Trust 
Housing. The recent installation of my wet room 
has made such an improvement to my home. 
I was very pleased with the way that the work 
was done and I am delighted with the finished 
effect. It now has the “Wow” factor, so Thank You 
once again. I’m also very pleased with the new 
kitchen too and the RESPONSE install team were 
excellent.”

Mrs Mitchell’s beautiful new kitchen: 

And bathroom: 

Another neighbour, Mrs Wallace, had both her 
kitchen and bathroom renewed - 

“I am very happy with the kitchen design and 
layout, more cupboard space for storage. The 
RESPONSE install team very courteous, efficient 
and professional. And I love the bathroom too, 
everything is close to hand.”

Transformed from before …  

To after … .

And a new bathroom too!



18

Not just the inside, but the outside too, has been 
improved at West Lodge Gardens 

Mitie decorators were awarded the contract 
under the framework agreement for the sum 
of around £30,000 to carry out the external 
redecoration works, between August and 
October 2021. The works were carried out to 
both the main building and the Annexe blocks, 
over a period of three months, due to various 
restrictions being in place at that time. These 
works ensured that we were keeping in line 
with Trust’s cyclical decoration programme. 
The contract went well with the works being 
completed only slightly later than anticipated. 
All West Lodge Gardens’ tenants and staff are 
happy with the completed upgrade to their 
development! 

Some images from around the two blocks at 
West Lodge Gardens:

Engagement on Property issues and improvements
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New kitchens in Whitelaw Court
Recently, new kitchens were installed at 
Whitelaw Court in Dunfermline. Tenants Dawn 
Armstrong and Christina Forbes are among many 
tenants who have already expressed their total 
satisfaction – 

MOORES Furniture Group kitchen conducted 
surveys in October 2021, and EVERWARM 
commenced the 37 kitchen installation works on 
15th November 2021, continuing through to the 
end of 2021.

The budget for this work was over £160,000. 

For anyone at Whitelaw Court who hasn’t yet, 
please complete and return your customer 
satisfaction survey for a chance to win a £50 
supermarket voucher. The closing date for 
feedback returns is 31/03/2022.

You can complete a response online by following 
this link: https://tinyul.com/everwarmsurvey

Some smart new Dunfermline kitchens:

 

 

Engagement on Property issues and improvements

https://tinyul.com/everwarmsurvey
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Not only was a new kitchen installed in tenants’ 
flats, but also in the tea preparation area in the 
Whitelaw Court Lounge – transformed from    

Before …

to After ….. 

Talking about new kitchens in Lounges, is 
it time to get your RTO going again? 
The pandemic has meant that many Registered 
Tenants’ Organisations (RTOs) have had no 
option but to go into COVID Hibernation! 
However, as restrictions are lifting and Spring is 
coming, now may be the time to dust off your 
constitution and your bank books and get things 
up and running again? 

We realise that this won’t be easy for everyone, 
and some RTOs might never recover, but let’s do 
whatever we can to start them all up again. And 
hopefully create some new groups too!

Help will be provided by your local staff, or you 
can contact our Customer Engagement Partner, 
Katrina Hamilton, to help too.

Since it’s been so long since anything was able to 
happen, RTO Committee members should start 
to think about having an Annual General Meeting 
(AGM) to get everyone properly appointed again, 
and also think about getting the books audited. 
Obviously, everything will have to be done in line 
with any COVID restrictions that are in place, but, 
even if it is not possible to meet in person, there 
are other ways to make things happen!

This is a great chance for a fresh start, with 
probably some new tenants moving in who might 
want to get involved, and a real opportunity to 
influence what is happening locally, as well as 
across Trust.

You can contact Katrina on 0131 444 4956 or 
katrinah@trustha.org.uk 

Engagement on Property issues and improvements

mailto:katrinah@trustha.org.uk
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We have some exciting new ideas for hearing your opinions so you can influence what happens in 
Trust. But we need to hear your views and ideas before any new plans are agreed by the Board.

Please complete and return this survey to katrinah@trustha.org.uk or Katrina Hamilton, 12 New 
Mart Road, Edinburgh, EH14 1RL by 11 April 2022. One survey will be selected at random to win a 
£50 shopping voucher.

What about Trust Talk? Should we continue issuing a newsletter? Still three times per year? 
What could we do instead to communicate with all tenants?

Should we do more to communicate with tenants on social media? If so, what would you like to 
see there? On which platforms?

Some tenants tell us they “don’t want to rock the boat”. How could we encourage people to give 
us their opinions if they feel this way?

Tenants tell us that travelling to meetings in Edinburgh or Glasgow can be tiring and takes up 
too much time. What should we do to improve this? More virtual meetings? Shorter meetings? 
Meetings to discuss only one topic?

Tenants tell us they sometimes struggle to understand letters from Trust. How easy to you find it to 
understand communications from Trust?

Very easy                  Easy                  Quite hard                  Very hard

Any general comments about engagement or communication in Trust?

If you want to be included in the draw for the £50 shopping voucher, please give your name, 
address and telephone number here:

Engaging and communicating with our 
tenants in the future – what you think?

Engaging and communicating with our tenants in the future – what you think?

mailto:katrinah@trustha.org.uk
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As you know, our new way of working means 
you are now being supported by one or two 
Customer Partners – 

• your Landlord Partner will help you with 
everything associated with your tenancy – 
paying your rent, any complaints, anti-social 
behaviour. They are also responsible for filling 
empty properties and welcoming new tenants.

• your Care & Support Partner will help you with 
anything relating to the care or support that 
our staff provide for you, and they are also 
responsible for filling empty properties and 
welcoming new tenants in our Housing With 
Care developments.

Please get to know your Partner(s)! They’re here 
to help, and with COVID restrictions lifting, they 
are now able to get out and about, meeting more 
tenants and visiting more developments. Take the 
chance to speak with them, voice your opinions, 
and see changes being made at a local level. 

Find your 
Landlord 
Partner 
If you need to find your own Landlord Partner 
or keep their details for future use, their contact 
details and the areas they cover are on the 
following pages. Your Landlord Partner is your 
first point of contact for landlord issues including 
your rent, anti-social behaviour, allocations or any 
other tenancy management issues that could 
arise during your tenancy. There have been a few 
temporary staff changes in North Lanarkshire, 
Edinburgh and Angus so double check these 
details if you live in those areas: 

• Donna Beattie’s area is temporarily covered 
by Sharon Harkins

You can reach Sharon on 01698-377202 or 
07813-611367, or email her on Sharonh@
trustha.org.uk 

• Laura Clark’s area is temporarily covered 
by Carolann Jamieson

Contact Carolann on direct dial - 01698 377 
2200 or mobile - 07976 865034 or email her 
on cjamieson@trustha.org.uk

• Jen Bruce’s area is temporarily covered by 
Margaret McSeveney 

Margaret’s numbers are 0141 227 8533 
/ 07814 060 659 or you can email her on 
Margaretmcs@trustha.org.uk

Engaging with the staff who are here 
to help you

Engaging with the staff who are here to help you

mailto:Sharonh@trustha.org.uk
mailto:Sharonh@trustha.org.uk
mailto:cjamieson@trustha.org.uk
mailto:Margaretmcs@trustha.org.uk
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The Landlord Team
The Landlord Team is led by Gregor Colville, Head of Customer Experience, supported  
by Lorraine Fitzsimons and Tracey Fyfe, Customer Experience Managers. 

The Landlord Team are responsible for the landlord service for all our customers including rent 
account management, allocations, anti-social behaviour, complaints etc. as well as the line 
management of Retirement Housing Co-ordinators. The employees in this team should be your  
first point of contact regarding any of these landlord issues. 

Putting a face to a name!

Alexa Thomson – Argyll and Bute, East Dunbartonshire and Inverclyde

Carly Monaghan – North Lanarkshire

Jane Clouston – North Lanarkshire

Donna Beattie – North Lanarkshire 

Alan Richardson – alternative tenures across Scotland

Laura Clark – North Lanarkshire

Introducing our Customer Experience Team
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Neil Wilkinson – Isle of Arran

Angie McKirdy – Glasgow, Renfrewshire and West Dunbartonshire

David Reynolds – Clackmannanshire, Fife and Stirling

Lisa Devlin – South Lanarkshire, East Renfrewshire and East Ayrshire

Mary Thompson – Highlands and Western Isles

Jen Bruce – Edinburgh and Angus

Grahame Latto – Scottish Borders, Midlothian and West Lothian

Carolyn Fisher – Dumfries & Galloway and South Ayrshire 

Our contact details are over the page …..
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Get in touch!
Here are the contact details for all the Customer Experience Partners (Landlord):

Alexa Thomson alexat@trusha.org.uk 01698 377222 01698377222
Carly Monaghan carlym@trusha.org.uk 01698 377223 07805793511
Jane Clouston janecl@trusha.org.uk 01698 377224 07813399763
Donna Beattie donnamb@trusha.org.uk 01698 377217 07813611367
Alan Richardson alanr@trusha.org.uk 01698 377219 07738267258 
Laura Clark laurac@trusha.org.uk 01698 377220 07976865034 
Neil Wilkinson neilw@trusha.org.uk 01770 464 960 07788150848
Angie McKirdy angelamc@trusha.org.uk 0131 444 4950 07966162993
David Reynolds davidrey@trustha.org.uk 0131 444 4963 07771773972
Lisa Devlin lisad@trustha.org.uk 0141 227 8530 07768807463
Mary Thomson maryt@trustha.org.uk 0131 444 3245 07816071096
Jen Bruce jenniferb@trusha.org.uk 0131 444 4997 07976865070
Grahame Latto grahamel@trusha.org.uk 0131 444 4955 07768807450
Carolyn Fisher carolynf@trusha.org.uk 0131 444 4931 07805793086
Carolann Jamieson carolannj@trustha.org.uk 0131 444 4965 0131 444 4965
Grahame Latto grahamel@trustha.org.uk 0131 444 4955 0131 444 4955

The two new Customer Experience Managers (Landlord) are

Tracey Fyfe traceyfyfe@trustha.org.uk 01698 377211 07805793086
Lorraine Fitzsimons lorrainef@trustha.org.uk 0131 444 4979 07768807447

All team members, and particularly our new 
employees, are really looking forward to 
meeting you all. Please do not hesitate to 
contact your Customer Experience Partner or 
any of the Customer Experience Team should 
you have any queries.

Introducing our Customer Experience Team
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Rent Increase 
April 2022 
– what you 
need to do.
For Trust Housing Association tenants, the 
annual rent increase is applied every April. If you 
receive your rent from Universal Credit (UC) or 
directly to yourself via Housing Benefit, then it 
is your responsibility as the claimant to notify 
either the DWP for UC, or your Local Authority 
Housing Benefit Team, of what your rent will 
increase to from 1st April 2022. It is important 
that you do this, otherwise you will be underpaid 
for your rent, which could lead to an arrear on 
your account that will be your responsibility. Your 
new rent and service charges are detailed on the 
letter that you received from Trust regarding the 
increase at the end of February 2022.

Universal Credit (UC)
If you receive the rent element from Universal 
Credit, you will be prompted after the 1st April 
2022 in your journal To Do List to “Report any 
changes to housing costs”. When you click on 
the link in your journal, the system will show:

• The information currently held by UC, relating 
to current housing costs & service charges

• Advise you to use the information supplied by 
the landlord to report the rent increases

• Require you to provide Rent & Service 
Charges separately.

For the last point above, UC are looking for the 
net rent amount and service charge to be noted 
separately rather than lumped together in one 
total. 

For example, if your total rent charge is £600, 
which is broken down into:

• Net Rent - £520.20 

• Service Charge - £39.80 and 

• Heating - £40.00

then UC want the Net Rent figure in the rent 
box, the Service Charge figure in the eligible 
charges box and the Heating charge in the 
ineligible box. If you don’t have a service charge 
or heating charge then you would enter £0.00 in 
the respective boxes. They will also ask you what 
date this new rent increase is to be applied from 
– this is 01/04/22. If you need any help with this, 
please contact us.

If you don’t have access to a journal because you 
have set your UC account up over the phone, 
then please call 0800 328 5644 to advise of the 
changes.

Our staff are here to help you manage the 
serious issues we know some people are facing

Our staff are here to help you manage the serious issues we know some people are facing
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Housing Benefit
If your Housing Benefit is paid directly to Trust, then you do not need to contact the Council as Trust 
will do this for you. 

However, if you receive your rent from Housing Benefit (HB) and then you pay Trust, then please call 
or email your respective Local Authority Housing Benefit Department to advise of the change. Please 
find a list below of all the local authorities where Trust has properties.

Name of Council Contact info Name of Council Contact info

Angus 03452 777 778
REVEnquiry@angus.gov.uk

Inverclyde 0800 013 1375
benefitenquiries@
inverclyde.gov.uk

Argyll & Bute 01546 605 512 
benefitsgeneralenquiries@
argyll-bute.gov.uk

Midlothian 0131 271 3201
revenues.enquiries@
midlothian.gov.uk

City of Edinburgh 0131 608 1111
incomeandbenefits@
edinburgh.gov.uk

North Ayrshire 01294 310 000
benefits@north-ayrshire.
gov.uk

Clackmannanshire 01259 450 000
benefits@clacks.gov.uk

North Lanarkshire 01698 403210
benefitsteam@northlan.
gov.uk

Dumfries & 
Galloway

030 3333 3006
HousingandCouncilTax@
dumgal.gov.uk

Renfrewshire 0300 300 0204
benefits.finit@renfrewshire.
gov.uk

East Ayrshire 01563 554 400
benefits@east-ayrshire.gov.
uk

Scottish Borders 0300 100 1800
benefitassessments@
scotborders.gov.uk

East 
Dunbartonshire

0800 901 05
benefits@eastdunbarton.
gov.uk

South Ayrshire 0300 123 0900
benefit.services@south-
ayrshire.gov.uk

East Renfrewshire 0141 577 3002
Benefits@eastrenfrewshire.
gov.uk

South Lanarkshire 0303 123 1011
benefits@southlanarkshire.
gov.uk

Fife 03451 551 155
BenCtax@fife.gov.uk

Stirling 01786 233 210
finservices@stirling.gov.uk

Glasgow City 0141 276 1118
HBen.Central@glasgow.
gov.uk

West 
Dunbartonshire

01389 738 555
benefits@westdunbarton.
gov.uk

Highland 0800 393 811
Operations.Team@
highland.gov.uk

West Lothian 01506 280 000
benefits@westlothian.gov.
uk

Western Isles 01851 822 642
benefits@cne-siar.gov.uk

Our staff are here to help you manage the serious issues we know some people are facing
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If you are a Trust tenant and have questions, 
please contact your Customer Experience 
Partner for assistance. Please note that staff 
have been incredibly busy due to the pandemic 
and a restructure at Trust, so please accept our 
apologies if it is difficult to reach us. If you are 
unable to speak with someone when you call, 
please ensure you leave a voicemail or email and 
the member of staff you are looking for will get 
back to you.

If you are a Wishaw and District Housing tenant, 
then please note that, as part of the transfer 
to Trust Housing Association, your rent was 
frozen for 3 years. Therefore, for 2022/23 your 
rent will remain the same as you are currently 
paying for 2021/22. The financial year 2022/23 
will be the last year that your rent is frozen. The 
annual rent increase will restart for Wishaw and 
District tenants from April 2023. If you have any 
questions, please contact 01698 377 200 to 
speak with your Customer Experience Partner.

Scam alert!
We are aware that tenants in some other housing 
associations are receiving fraudulent calls asking 
for their rent payments and bank account details. 
Please DO NOT give your bank account details 
to any cold callers. If you receive a call and you 
are suspicious, hang up and call us on 0131 444 
1200 or 01698 377 200 to check that the call is 
from Trust, and then please contact the Police if it 
has been an attempted scam. 

BE WARY! THINK TWICE!  

Remember - Paying your rent is your top priority – 
but stay safe when doing so.

Our staff are here to help you manage the serious issues we know some people are facing
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Worrying about your rent and how to make payments?

Worrying about your rent and how to make payments?

We understand that this has been a really challenging time for everyone and it may be the case  
that you have lost or reduced income and, as such, you are experiencing difficulty with your finances 
– if you are, please contact us to discuss your rent, we want to help you. Speak with local staff 
or your Landlord Partner – find out who that is on Pages 22 to 25.

You should continue to prioritise paying your rent and to make it as easy and convenient as possible 
for you to pay your rent we offer a range of payment methods. The choice is yours.

Directly from your Bank Account

Direct Debit Standing Order

If you have a bank account and make regular 
payments the easiest way to do so is by Direct 
Debit.

You can select the date and frequency your 
payment is collected from your bank account 
and we will automatically make amendments  
to the amount collected when, for example,  
our charges are reviewed.

It is quick and easy to set up a Direct Debit. 
Your Landlord Partner can set this up over 
the phone or at the office so long as the bank 
account is in your name only. For joint bank 
accounts a mandate is required to be signed  
by both account holders.

Direct debit mandates can be sent out if you 
contact us. 

You can also make payments directly from  
your bank account by setting up a Bank 
Standing Order.

Like a Direct Debit you can select the date  
you want the payments collected but, unlike 
a Direct Debit, it will be your responsibility to 
inform the bank of any changes to either the 
date or amount of the payments.

If you would like to set up a Standing Order you 
will need our banking details. Please contact 
your Landlord Partner at the office for these.

Using an Allpay Payment card
Payments can be made using your Allpay Payment card at Post Offices or any 
shop outlet displaying the Paypoint Logo. Please note that you can only make 
payments by cash or with a Debit card.

To make a payment you will need your Allpay card. If you have lost your 
payment card please contact your Landlord Partner for a replacement to be 
sent to you.

Worrying about your rent and how to make payments?
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By Telephone
Callpay is a 
secure telephone 
payment 
management 
system which 

allows you to make payments to your account. 
All you need to make a payment is your debit 
card details and your Allpay reference number. 
This number can be found at the front of your 
Allpay payment card however if you don’t have  
it handy then don’t worry, you will still be able  
to make your payment.

To make a payment you can telephone us 
during office hours, alternatively you can make 
payments at any time by contacting the Allpay 
automated service on 0844 557 8321.

PLEASE NOTE: 
NO CREDIT CARD PAYMENTS CAN  

BE MADE VIA THE CALLPAY SYSTEM 

Online
You can pay online by visiting the Allpay  
site at www.allpay.net and Wishaw and  
District tenants can also make a payment  
using their debit card online by clicking on the 
‘Make a Payment’ section in the website at 
https://www.wishawdha.org.uk/make-a-
payment/

Once you have registered with Allpay.net you  
can make payments any day at any time.

To make an online payment you will need  
your Allpay card and debit card details.

The Allpay App
The Allpay app is available to 
download free from either the 
Google Play Store or Apple 
Store and allows you to make 
payments from a smartphone 
and a range of other mobile devices. Once 
downloaded you will only be three clicks away 
from being able to make payments in a fast and 
secure way.

It is simple to download and use and all of 
your information is securely saved. Should you 
experience any difficulties after downloading the 
new version, please contact Allpay Limited direct 
at appsupport@allpay.net.

If you are interested in using this payment option 
you find more details at  
www.allpay.net/allpay-payment-app

Whichever method you choose to use remember 
– it is important that you make your payments 
regularly and on time. If you have any problems 
making a payment contact your Landlord Partner 
immediately, who can offer you help and advice.  
If you know in advance that you’re going to 
struggle to pay, get in touch right away to get  
the advice you need.

If your Landlord Partner is not available, ask to 
speak to another Landlord Partner who will still  
be able to help. 

You can also get information on the Trust website 
at www.trustha.org.uk/our-tenants/pay-your-
rent or on the Wishaw and District website at 
www.wishawdha.org.uk/make-a-payment/

This App is an excellent tool which allows  
you to pay your rent, factoring account  

or rechargeable repairs anytime, anywhere. 
If you intend using this app you will require 

your debit card details as well as the 19 digit 
reference number which is displayed on the 

front of your Allpay Card. You only need to enter 
this information once to register your details. 

If however you have misplaced your card then 
please contact us and we will order  

a replacement.

Worrying about your rent and how to make payments?

https://www.wishawdha.org.uk/make-a-payment/
https://www.wishawdha.org.uk/make-a-payment/
http://www.allpay.net/allpay-payment-app
http://www.trustha.org.uk/our-tenants/pay-your-rent
http://www.trustha.org.uk/our-tenants/pay-your-rent
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Energy costs have rocketed recently, and are set 
to get higher when the price cap (the uppermost 
threshold that the government sets) is increased 
in April. 

To try and help with this increase, the government 
announced on 03/02/22 that a £200 energy bill 
rebate will be applied by energy suppliers from 
October 2022, when many households are facing 
a hike in their fuel bills from this April when the 
pricing cap is removed. Although average bills are 
anticipated to rise by about £700, it is likely that 
some households will have even bigger bills to 
face - if they contain someone with a disability, or 
are elderly, or where there is a large household. 
This £200 discount is help upfront, which will 
have to be paid back across the following five 
years, so it is a loan. This discount to energy 
bills from October will apply across England, 
Scotland and Wales (energy is a devolved matter 
in Northern Ireland).

There is also a Warm Home Discount scheme 
which currently offers £140 discount to electricity 
bills to those on certain benefits during the winter 
months (October to March). It can apply to a 
gas bill if the supplier is providing the person 
with both gas and electricity. The government 
has agreed that the scheme will be expanded 
to more people and there will be an uplift of £10 
from October, taking it to £150. At the moment 
discounts are given automatically to people on 
Pension Credit but other households need to 
apply and only get help if their provider offers 
the scheme and money is still available. A list of 
providers that offer the Warm Home Discount 
scheme can be found at: https://www.gov.uk/
the-warm-home-discount-scheme/energy-
suppliers

For those currently in debt to their utility provider, 
you need to contact your supplier to see if you 
can agree an affordable monthly repayment plan. 
It is important that you do this, as your supplier 
may threaten to disconnect your supply if you do 
not engage with them. 

If your payment plan becomes unaffordable, 
speak to your supplier again to see if you can 
negotiate a new deal. If you can’t, your supplier 
might make you fit a prepayment meter instead.

You might be able to repay your debt directly 
from your benefits through the Fuel Direct 
Scheme. A fixed amount will automatically be 
taken from your benefits to cover what you owe, 
plus an extra amount for your current use. It can 
be more convenient than having a prepayment 
meter fitted (which your supplier might try to do 
if you can’t agree a payment plan) and you won’t 
risk running out of gas or electricity.

To be eligible, you must be getting one of the 
following benefits:

• Income-Based Jobseeker’s Allowance

• Income Support

• Income-related Employment and Support 
Allowance

• Pension Credit

• Universal Credit (but only if you’re not working)

Contact the Jobcentre and let them know 
you want to set up Fuel Direct. They’ll contact 
your supplier and tell them you want to pay off 
your debt under the Fuel Direct Scheme - your 
supplier must agree to it.

Your supplier will set up the repayments and let 
you know how much you’ll be paying.

If this is still putting you into significant financial 
hardship, there are a number of energy 
companies that offer grants and schemes that 
are open to anyone. For more information please 
go to Your energy supply - Citizens Advice 
Scotland and follow the links. 

Energy Debt

Energy Debt

https://maggiefitz.us7.list-manage.com/track/click?u=7f3031ccbc711e47391a89c80&id=8113410b1f&e=e5550c9b71
https://www.gov.uk/the-warm-home-discount-scheme/energy-suppliers
https://www.gov.uk/the-warm-home-discount-scheme/energy-suppliers
https://www.gov.uk/the-warm-home-discount-scheme/energy-suppliers
https://www.gov.uk/contact-jobcentre-plus
https://www.citizensadvice.org.uk/scotland/consumer/energy/energy-supply/
https://www.citizensadvice.org.uk/scotland/consumer/energy/energy-supply/
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Ofcom has found that millions of families under pressure from the rising cost of living could each save 
£144 on their annual broadband bills.

Special discounted broadband packages – sometimes known as ‘social tariffs’ – are available to an 
estimated 4.2 million households in receipt of some benefits, including Universal Credit.

But only 55,000 homes have taken advantage of these discounted rates so far – just 1.2% of 
those eligible. That means that millions of benefits recipients are missing out on an average annual 
broadband saving of £144 each.

Currently six broadband providers – BT, Community Fibre, G.Network, Hyperoptic, KCOM and Virgin 
Media O2 – offer at least one of these specially discounted deals. These packages are priced at 
between £10-£20 a month for broadband speeds ranging from 10Mbit/s to 67Mbit/s.

Product Price Speed Eligibility

BT Home Essentials £15 a month Around 36 
Mbit/s

Various benefits (in and out of 
work)

BT Home Essentials 2 £20 a month Around 67 
Mbit/s

Various benefits (in and out of 
work)

Community Fibre £10 a month 10 Mbit/s Various benefits (in and out of 
work)

G.Network Essential Fibre 
Broadband £15 a month 50 Mbit/s Various benefits (in and out of 

work)

Hyperoptic Fair Fibre 50 £15 a month 50 Mbit/s Various benefits (in and out of 
work)

KCOM Full Fibre Flex £19.99 a 
month 30 Mbit/s Various benefits (in and out of 

work)

Virgin Media Essential 
Broadband £15 a month 15 Mbit/s Universal Credit

So, if you are claiming Universal Credit, have a think about whether you could get a cheaper 
broadband deal.

Could you save money on your broadband?

Could you save money on your broadband?

https://www.ofcom.org.uk/phones-telecoms-and-internet/advice-for-consumers/costs-and-billing/social-tariffs
https://www.bt.com/exp/broadband/home-essentials
https://www.bt.com/exp/broadband/home-essentials
https://communityfibre.co.uk/press/community-fibre-boosts-post-pandemic-recovery-with-100-full-fibre-broadband-offer-dedicated-to-londo
https://www.g.network/home-broadband/essential-fibre-broadband
https://www.g.network/home-broadband/essential-fibre-broadband
https://www.hyperoptic.com/fair-fibre-plan/
https://www.kcom.com/home/packages/apply-for-a-flex-package/
https://www.virginmedia.com/help/register-for-essential-broadband
https://www.virginmedia.com/help/register-for-essential-broadband
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Making it easy for everyone to engage with Trust is a fundamental part of who we 
are as an organisation. We want everyone to feel comfortable living in our properties, 
and we need you to tell us whenever you think this is not the case, or if you have any 
suggestions on what could improve.

Equality means thinking about every individual 
tenant and colleague and considering what we 
can do to make it as easy as possible for them 
to be part of Trust, as well as thinking about the 
“bigger picture” of our culture, reputation and 
image, making sure that they are all as inclusive 
and welcoming as possible – for everyone. 

Trust is a Leader in Diversity organisation and we 
aim to maintain this accreditation. Our review by 
the National Centre for Diversity will take place 
this year. This will start with a survey, which will 
include some tenants, at the end of April.

We are implementing our Equality, Diversity and 
Inclusion (EDI) strategy, with 8 key themes:

Leadership – Our Board and Executive Team will 
show leadership and commitment to advance 
equality, and challenge inequality. They will lead, 
learn, understand and support the delivery of our 
equality plans.

Accountability – We will develop a four-year 
Action Plan that will be monitored to ensure we 
are “doing what we say we will do” to promote 
equality, respect diversity and embed inclusion.

Training – We will continue our mandatory 
training programme that ensures all staff are 
trained to recognise and respond positively to 
equality and diversity issues. We will also raise 
awareness with customers and customer groups, 
delivering a clear message that tenants have 
rights to access equal services, with no-one 
being harassed or discriminated against in any of 
our housing.

Customers – We will provide good quality 
services that are shaped by customers, and we 
will aim to involve under-represented customers 
who face barriers due to communication, 
physical or mental health conditions. We will 
ensure there are tailor-made interventions that 
respond to identified needs.

Equality -
what it means for you and what it means for Trust

Equality – what it means for you and what it means for Trust
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Staff – We will create an inclusive culture for 
staff, addressing equality matters in relation 
to organisational policy and compliance, 
employment and training. We will appoint Equality 
Champions to advance EDI. We will specifically 
support staff in relation to menopause and 
domestic abuse.

Communication – We will take a proactive 
approach to ensure all tenants are communicated 
with in a way that meets their needs, including 
continuing to use Happy to Translate. We will 
improve our facilities for people who are deaf 
or hard-of-hearing and will simplify all our 
communications to make them as accessible as 
possible for everyone.

Disability – We will support customers to ensure 
that staff and contractors take account of specific 
disability needs and we will continue to support 
staff’s physical and mental well-being.

Data - All these themes are underpinned by 
collecting good equalities data collection, and 
then analysing and using it to make inclusive 
decisions. We are currently gathering equalities 
data so we have a better understanding of all our 
tenants, applicants, staff and Board - and all their 
needs. Thank you to everyone who has already 
responded. We are also gathering information 
from our tenants with Personal Plans, as part 
of their review. All the information you give us is 
extremely valuable.

What does equality mean in practice?
The Equality Act 2010 created 9 protected 
characteristics:

1. Age 

2. Disability

3. Gender reassignment

4. Marriage and civil partnership

5. Pregnancy and maternity

6. Race

7. Religion or belief

8. Sex

9. Sexual orientation

It is illegal to discriminate, either directly or 
indirectly, based on any of these characteristics. 
Below are some practical examples and 
questions relating to some of the characteristics. 

Age is a protected characteristic and, as a 
provider of housing for older people, we do 
whatever we can to make our housing easily 
accessible to older people. This means we need 
to think about things like service delivery – for 
example how far can we go with online services if 
some older people are digitally disconnected? 
What more should we be thinking about?

Equality – what it means for you and what it means for Trust
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One of the things that can impact on equality is 
disability (sometimes just caused by becoming 
older and frailer). Trust can offer a great deal of 
help to people who are finding it more difficult 
to live independently in their general needs 
home. For example, if you currently live in North 
Lanarkshire as a WDH tenant, we may be able 
to help you to find excellent accommodation 
nearby, where you can live your best life, without 
struggling with stairs, or with a garden that’s too 
big, or with feeling lonely! 

Did you know that we have:

Sheltered housing at 

•	 Houldsworth Court in Wishaw 

•	 Dunrobin Place, Petersburn in Airdrie

•	 Forrestfield Gardens in Caldercruix

and

•	 Amenity Housing at Appleyard Court, Bellshill

•	 Supported housing at Corson Court, Bellshill 

•	 Sheltered/Very Sheltered housing at Ravens 
Court, Motherwell

•	 Supported housing at Mission Place, 
Motherwell 

If you would like to discuss your options and be 
considered for these areas please contact us on 
01698-377200. We’re here to help!

We do lots of work on adaptations to make our 
homes as physically accessible as possible – but 
is there more we could do? And how good are 
we at supporting mental well-being?

When we think about race, religion or belief, we 
have to think about how welcoming our housing 
may be to everybody – do we provide enough 
information in community languages? If we are 
providing meals, or lunch at meetings, are we 
providing appropriately for people of different 
races, faiths or beliefs? And what else should we 
be thinking about?

Sexual orientation and gender reassignment - 
do our marketing images show that we are an 
organisation that welcomes housing applications 
from our LGBTQ+ community? Do people who 
move in feel safe to be themselves, or do they 
go “back into the closet”? What else could we 
do?

Please get in touch to share any examples you 
have where Trust has either done things well 
from an equalities’ perspective, or not. We want 
to hear from you on everything and anything 
equalities related … Email Katrinah@trustha.
org.uk or call 0131 444 4956 to have your say.

Equality – what it means for you and what it means for Trust

mailto:Katrinah@trustha.org.uk
mailto:Katrinah@trustha.org.uk


36

Here is Joan Lacey from our Airdrie development. 
Joan knits babywear for charity and handed in 
116 items to Wishaw General for the Maternity 
Unit recently. Joan enjoys knitting in her spare 
time and hands knitting into the Unit every 
month. Coordinator Marie says, “Joan is a new 
tenant and has been a lovely edition to our 
Development.”  

And here is Margaret Cairns of Mission Place, 
who also likes to keep busy by knitting, which 
she has been doing since she was 4 years old. 
Here she is with her latest batch of baby hats 
and clothes, all ready to be donated to maternity 
hospitals. Her next project will be knitting Easter 
chicks that conceal creme eggs, to sell to raise 
funds for charities such as Age Scotland. Just 
one of Mrs Cairns’ many acts of kindness. 

Engaging with the world beyond 
your own doorstep

Our tenants do fabulous work in their developments and in supporting other 
organisations and people in their communities.

Do you want to feature in a future edition of Trust Talk?
Remember – to be included, you need to share your story and your photos – 

send them directly to TTalk@trustha.org.uk,	or	ask	your	local	staff	to	help.

Engaging with the world beyond your own doorstep

mailto:TTalk@trustha.org.uk
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New foodbank in Langholm
Josep Soler-Monells, a tenant in the Langholm development, has strong 
views about food waste. He approached big supermarkets in Dumfries 
and Annan to see how they utilised their food waste and then persuaded 
them to allow him some of the food from the stores. He drives most days 
to Dumfries and Annan to pick up these donations. He has now started 
a foodbank in Langholm with some friends – many local families are very 
grateful for this. He also diminishes food waste by handing out foodstuffs 
that will go out of date imminently to individuals on lower incomes, who 
can use it quickly or freeze it for use at a later date. 

Well done Josep! An Unsung Hero!

Raising money and keeping fit!
At Mission Place in Motherwell, Supported Housing Worker Carolanne and Cook Janice are raising 
money for the Brain Tumour Research charity by walking 10,000 steps every day in February. On 
hand to help with the stepping and show them how it’s done is Cathy who is out walking every day. 
Here they are after their latest walk. 

AND, if you want to do more locally, this website is a great place to find out what’s available - ALISS - 
Community Health & Wellbeing Information | Social Care in Scotland. Just pop in your postcode 
for a range of activities designed to help you to get more out of your local community and improve 
your own health and well-being.

Engaging with the world beyond your own doorstep

https://www.aliss.org/
https://www.aliss.org/
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A few 
photos from 
Hallowe’en 
that missed 
the last 
edition
Tenants at High Blantyre had their first socially 
distant Hallowe’en. All enjoyed a small get 
together in the communal lounge, which was 
set up and organised by staff member Grace 
Stewart. 

Tenants had fun gathering and making masks, 
and having a coffee afternoon and a good old 
blether, while listening to music.

Development News

Development News
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Christmas 
across the 
country
Big Switch on at Mission Place 

Tenants gathered in the garden in December for 
the switching on of the Christmas Lights. Their 
own celebrity Tommy Twigg had the honour 
of turning them on and he also entertained 
everyone with some festive music. Everyone was 
well wrapped up as it was a very cold evening 
but it was well attended and everyone enjoyed 
themselves despite the cold. 

Development News
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Making some Christmas decorations in Lauder

Carol Batchelor, Mary Sked and Terry Anderson

Cards in High Blantyre – Local Nursery children, 
who attend Bardykes Nursery, made Christmas 
cards. Due to COVID restrictions the children 
were once again unable to visit the residents of 
the High Blantyre development, so drew lovely 
cards to let everyone know they were thinking of 
them.

Lots happening in Stranraer – The local Police 
Scotland team handed in goody bags for all 
tenants at Dalrymple Court for Christmas – 
hugely appreciated by all. 

Development News
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And Park Primary School teachers handed in goody bags for tenants which the kids had made up, 
as well as a lovely wreaths for all, made by kids (with their name on the back which was such a lovely 
touch). Tenants missed the interaction with the kids from Park School who normally visit them at 
Christmas, so it was such a treat to keep this communication and interaction going in some way!

   

Stranraer staff members made and delivered Christmas lunch for all the tenants in their flats. Tenants 
said they had looked forward to, and enjoyed it, very much, and many got into the festive spirit with 
their Christmas jumpers on. Tenants pictured are William Kelly, Marilyn Walker, Margaret Lockett, 
Michael Snodgrass and Mr & Mrs Shaw.

Development News
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Christmas lunch in Airdrie – Some Dunrobin 
Gardens tenants are pictured setting off for the 
first social event after a long period of time – a 
Christmas lunch at the Tudor Hotel which was 
organised by the Social Club.

And Lauder - South Garden tenants enjoyed their 
Christmas meal at the Lauderdale Hotel.

Ann Miller and John Borthwick   

Mary Sked

Carol Batchelor

Development News
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Christmas tree in East Calder - Nan Powley 
and Margaret Purves – tenants at East Calder 
development, are pictured standing beside the 
real Christmas tree that was given to the tenants 
at Manse Court by Alistair Cowper, who is the 
local Minister at East Calder and Kirknewton 
church. The tenants at East Calder were 
delighted with the tree and can’t thank Alistair 
enough for the gift. 

Celebration in Clydebank – The tenants at Clydebank were able to get out to a local hotel to 
celebrate Christmas dinner. Usually they have an event within the development but due to restrictions 
and numbers, they weren’t able to, so some of our staff (Roseann, Annmarie & Jacqui) organised 
for tenants to go out instead. It is a beautiful setting and tenants said they enjoyed getting out for 
something cheery for Christmas.

Development News
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On Arran - Something positive during a difficult 
time for people
A super-safe Christmas Quiz in Brodick and 
Lamlash - Christmas quizzes were issued to all 
flats and the interested participants returned their 
answers to Angela, their Coordinator, for marking 
and prizes!

McKelvie Road Lamlash had joint winners, 
Francoise McCarthy and Catherine Burns, who 
decided to share the goodies!

And at Glen Estate in Brodick, Alice Railley was 
the proud winner of the Christmas quiz. She can 
be seen with her prize – a Christmas hamper full 
of a variety of lovely treats. 

Lovely gifts on Skye – A Christmas Eve surprise 
for all the tenants at Shulishader Beag and 
Druim na Pairc. Two local Portree residents, 
Sharon Fenlon and Gary Shinnie, raised funds 
to provide all tenants with a food hamper, 
including fresh local produce, and a lovely gift. 
Over 100 hampers were delivered within the local 
community, a supreme effort. Tommy Clark and 
Connie McKenzie, residents of Shulishader Beag, 
are seen here receiving their parcels. This kind 
gesture was much appreciated by all.

And in Ayr – even the dogs were getting 
Christmassy!

Development News
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Our Christmas pom-pom 
competition
As a fun way to fill the COVID restricted autumn days, tenants in several developments joined in our 
Christmas Pom-Pom competition, with many fabulous creations across the country. There were great 
ideas shared with staff, so giving some inspiration for next year too! Here are a few of the winning 
creations!

It was a hard competition to judge, but our 
winners were

West Lodge Gardens  

  
Netherlee 

  
Loanhead     

And Clydebank 

Development News
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Burns Night, Valentine’s Day 
and Other Celebrations
As they promised, the Clydebank tenants have turned their pom-poms into a year-round attraction 
– as proud winners of the pom-pom competition, they have carried on the journey of their tree, 
celebrating different events throughout the year – so far Rabbie Burns with tartan bows and then 
Valentine’s Day, sharing the love, with hearts and roses. 

And, not to be outdone, the tenants at Netherlee 
are repurposing their extra pom-poms to make 
fabulous wreaths and decorations. Netherlee 
tenants are using up their 804 pom-poms from 
the Christmas Competition and, rather than 
dispose of them, their aim is to sell them and 
put monies into funds for future events at the 
development. As you can see they are bespoke 

and so far 3 of the Valentine heart wreaths 
have been sold and 3 of the round wreaths. 
This is encouraging everyone to carry on and 
be as creative as possible with the pom-poms. 
Although they started with making hearts for 
Valentine’s Day, there are now also some for St 
Patrick’s Day, Easter, Baby Boy, Baby Girl and 
some Christmas Wreaths for next year.

Development News
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These are available to buy at a cost of £10 each to raise funds for the Netherlee development, with 
the proceeds going into the tenant fund to hopefully pay for future entertainment when things open 
up again. 

Available in lots of different designs, with new ones being created every day, place your order by 
calling Beatrice on 0141 637 9086 any morning, Monday to Friday. 
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Starting the celebrations for the Queen’s Platinum Jubilee
Tenants at Mission Place are celebrating the Queen’s Platinum Jubilee in 2022 by being part of the 
Queen’s Green Canopy and planting a special tree in the garden. While Agnes was helping with the 
planting, everyone enjoyed reminiscing about the Queen’s Coronation and what they were all doing at 
the time. We are all looking forward to watching our tree grow and have plans for a Jubilee garden 
party in June. 

Happy 
Birthday 
Christine!
Christine 
Macintosh from 
Manse Court 
development 
in East Calder 
enjoyed seeing 
her friends and celebrating her 90th birthday with 
a cake and cup of tea. 

Through the generations
Helen’s parents Bill and Esther Mckee moved 
into the Airdrie development in 1989. Helen’s 
father was much involved in the Social Club and 
organised events and trips for tenants at the 
same time as caring for Helen’s mother. Helen 
and her parents experienced wonderful and 

happy memories in the 
development, before 
Helen’s mother sadly 
passed away. These 
happy memories inspired 
Helen to become a 
tenant herself. Helen 
is now looking forward 
to making more happy 
memories.     

And also at Airdrie

Well done to Joe Tarditi  
who won the Monthly 
Quiz at Dunrobin 
Gardens in February. 

Development News



49

Tenant safety is our main 
concern and for us to ensure 
your safety we need you to 
help us by providing access 
to allow for the following 
services to be carried out

 Let us into your home to help you 
ensure Gas Safety
As a landlord, tenant safety is our main concern 
and we need you to help us by providing access 
so we can check your gas supply. We are legally 
responsible for the safety of our tenants in 
relation to gas safety. By law we must:

•	 Repair and maintain gas pipework, flues and 
appliances in safe condition

•	 Ensure an annual gas safety check on each 
appliance and flue

•	 Keep a record of each safety check.

What is a Gas Safety Check?

During the check, the Engineer will:

•	 Check for leaks and signs of wear

•	 Test the gas pressure

•	 Ensure there are no carbon monoxide leaks

•	 Complete your landlord Gas Safety Certificate

Note: We aim to carry out gas service checks 
on a 10 month cycle to ensure a Gas Safety 
inspection is undertaken within the 12 month 
anniversary – please help us by providing access 
to your property.

 Let us into your home to help you 
ensure Electrical Safety

5 Yearly Electrical Installation Condition 
Reports (EICR)
In accordance with current Electrical 
legislation, it is essential that all electrical 
installations within Trust Housing Association 
properties are inspected and tested at least 
every 5 years.  In order for us to be fully 
compliant with this legal requirement, we are 
currently rolling out a programme to ensure 
every tenanted property has a valid EICR.  
These reports provide assurance that your 
home is safe and meets the current standards 
which forms part of the Scottish Housing 
Quality Standards (SHQS) It is therefore 
imperative that our contractors get access to 
your home to carry this out.

Consilium Contracting Services have been 
appointed to carry out these mandatory works 
and they will contact you by letter to arrange a 
suitable date for the works to be carried out in 
your property.

The inspection will last approximately 2 hours 
and there will be no mess or disruption to your 
home.

Should any serious faults be identified, 
Consilium will rectify these as part of the 
inspection process.  If minor repair work is 
required, this may also be carried out at the 
time of inspection.  However if there are any 
issues, such as replacing your consumer unit, 
this will be carried out as follow-on work and a 
suitable date will be arranged.

Some things To Do in the next wee while

Some things To Do in the next wee while
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 Check your smoke alarms 
We have completed our programme for installing 
smoke/heat alarms in all our tenanted properties 
and every property should now have interlinked 
smoke alarms as below:

•	 1 smoke alarm in every circulation space on 
each storey, such as hallways and landings

•	 1 smoke alarm installed in the room most 
frequently used for general daytime living 
purposes

•	 1 heat alarm installed in every kitchen

All of these alarms should be ceiling mounted 
and interlinked (when one alarm is triggered it will 
be sounded through all other alarms).

Where there are carbon fuelled appliance – such 
as boilers, fires (including open fires) and heaters 
– or a flue, a carbon monoxide detector is also 
required. This, however, does not need to be 
interlinked.

If your property does not meet this standard, 
please let us know urgently,

 Take the Scottish Fire and Rescue 
Service’s advice – Test it Tuesday
Making sure you have working smoke and heat 
alarms could save your life. These alarms need 
very little maintenance and most now last for 10 
years. The one thing that is vital with an alarm is 
to regularly test it to make sure it’s working. 

A simple press of the test button on the alarm will 
show you instantly and could save lives. Join the 
Test it Tuesday campaign - it could save your life.

A smoke alarm will help save your home and 
your life. If you suspect your smoke alarm is 
faulty or damaged, please urgently contact 
our maintenance team on 01698-377200 or 
0131 444 1200.

 Let us in to do our Annual Warden 
Call System/Smoke Alarm Service
Many of Trust Housing Association properties 
have warden call systems fitted for tenants’ 
personal safety. The majority of these systems 
are tested annually, with smoke alarms also being 
cleaned and tested at this time. This is another 
important safety measure to keep you safe so 
please provide access to the Service Engineer 
when you are advised of a service date for your 
warden call system. 

We take our responsibilities regarding tenant 
safety seriously and must stress the importance 
of you providing us access to allow us to fulfil 
our responsibilities:

Remember – your Tenancy Agreement states:

5.12 We have the right to come into your house 
to inspect it and its fixtures and fittings 
(such as the fire alarm and Community 
Alarm Systems) or carry out repairs to it or 
an adjoining property, during reasonable 
times of the day. We will give you at least 24 
hours’ notice in writing.

 We have the right to access your house in 
order to lay wires, cables and pipes for the 
purposes of telecommunications, water, 
gas and electricity, providing we give you 
reasonable notice in writing. We have the 
right to access the common parts at any 
reasonable time. 

If you refuse us entry, we will have the right to 
make forcible entry provided we have given 
you every reasonable opportunity to let us in 
voluntarily. If we have to make forcible entry in 
this situation, you are liable for the costs of any 
damage reasonably caused. In an emergency, 
we have the right to make forcible entry to your 
house without notice.

Some things To Do in the next wee while
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 Check Your Household Details
To ensure that your tenancy rights are protected it is important that you 
advise us of any changes to your household. This includes notifying us 
about anyone who moves in or out of your property.

The Housing (Scotland) Act 2014 made important changes to the eligibility 
criteria for applicants to succeed to a tenancy when the tenant dies. 
This means that if we have not been formally notified of an occupant in a 
household, they will not have the right to succeed to, or be assigned the 
tenancy if circumstances changed in the future. 

An occupant must have been registered with us as living in the property for 
at least 12 months prior to the change. 
The start date is from when you inform us of them moving in, not the date 
they move in.

If you need to update your household information or you have had changes 
and can’t remember if you have informed us, please contact us on 01698 
377200 or 0131 444 1200.

Some things To Do in the next wee while
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 Check you have Contents Insurance 
If you lost everything as a result of a fire or flood 
in your home – how would you manage?

How would you replace items stolen from your 
home?

Home contents insurance is not part of 
your tenancy agreement and whilst it’s not 
compulsory, if the worst was to happen, buildings 
insurance would NOT cover your personal 
belongings, household items or fittings. 

Contents insurance is designed to help protect 
your possessions and give you peace of mind if 
the worst were to happen. Without it you may be 
faced with having to replace all your stolen, lost, 
or damaged personal possessions by yourself.

To avoid the risk of hefty bills in the event of a 
disaster happening to you, please think about 
taking out Home Contents Insurance. It doesn’t 
have to cost a lot and there are a number of 
reasonably priced schemes available.

Two schemes have been tailor-made for tenants 
and sharing owners of landlords like Wishaw & 
District / Trust Housing Association. They are 
available from

•	 Diamond Insurance. This scheme is 
supported by the Scottish Federation of 
Housing Associations. More details on the 
scheme are available on their website https://
www.sfha.co.uk/diamond-insurance or by 
calling 0345 671 8172

•	 Thistle Tenants Risks – Crystal Scheme which 
is supported by Employers In Voluntary 
Housing (EVH). More details on the scheme are 
available at www.thistletenants-scotland.
co.uk or by emailing tenantscontents@
thistleinsurance.co.uk or by phoning 0345 
450 7286

It doesn’t cost anything to get a quote and 
insurance may save you and your family a lot of 
expense and heartache.

 Join a Vegetarian Lunch Club

4th Tuesday of the month

Fr o m  t h e  c o m f o r t  o f  y o u r  h o m e  v i a  Z o o m .  
G e t  i n  t o u c h  f o r  t h e  Z o o m  l i n k  a n d  

p a s s w o r d   

1-2pm

Open to vegetarians, vegans and meat 
reducers aged 65 and over.

F i n d  o u r  Fa c e b o o k  g r o u p  V i r t u a l  Ve g a n  
L u n c h  C l u b  

To book your place or 
for more info 
please contact V for Life at:
0161 257 0887
ellie@vegetarianforlife.org.uk

25 January – Mexican Feast

22 February – Perfect Pancakes

22 March – Moroccan Medley

Dates for 2022

For more information, visit: https://vegetarianforlife.org.uk

We’ll provide the recipes a week in 
advance for you to cook on the day. 
Then join us at 1pm on Zoom to 
enjoy it, chat about the recipe and 
all things cooking related with our 
Roving Chef . 

Although we’ve missed the first dates, you might 
still want to join in this monthly virtual meeting?

They also run a pen and phone pal scheme - 
Pen- and phone-pal scheme | V for Life

Some things To Do in the next wee while
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 - Make a tasty meal

Coconut Chicken Curry
Serves 6 – feed your whole family or freeze some for later

2 tablespoons olive oil

2lbs / 1 kg chicken breasts in bite-size pieces

½ tsp salt (or to taste)

 1 small onion - chopped

3 cloves garlic – chopped

2 tablesp curry powder (or to taste)

1 cup chicken stock

1 tin coconut milk

1 tin chopped tomatoes

2 tablesp tomato puree

2 tablesp sugar (or to taste)

2 tablesp chopped parsley (optional garnish)

1. Fry the chicken in the oil till almost cooked

2. Add the onion, garlic and curry powder and cook through

3. Stir in the stock, coconut milk, tomatoes, tomato puree and sugar.

4. Cover with a lid and simmer for 15-20 minutes

5. Serve with rice, naan bread and parsley (if liked)

Some things To Do in the next wee while
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Equality & Diversity 
E Q S E L N A U Q N S E T M V Y B J D I H G M Z 
G I G E D Q F U T J J X R Q K G L V Z U A M H N 
G J X E M T E J Y N B X V U M T U R I N M J I U 
Z H Y R N I S M T O E S E C T B H Z A O O M E Q 
S A X T X D S M T A N M Z F V L F Z T L X U E Z 
T S O E L X E L J W H G E V W T U Z T K E A O D 
Z T O N N L S R Z L W V V G E M Q C J J O D C I 
G E M O O A S E E R Q H B W D Q F L M C I G D C 
O R Z F U D V N B D F V M E S U U H D S I D O H 
O E M D H L A I R A N Y B F Q H J A C Z B E X A 
B O M N O I G I L E R Q T A F A C R L X L X O N 
Z T H S L A U V J L T U M I K J I C A I K T V G 
I Y V I Y M H G C M L L P N S M Y K J X T R P N 
Z P T L C R F S C M D W A O I R Z C I R L Y E I 
J E S Y B I Y Q E I B U R N X D E D Z G X B X D 
X T M S X I N B S X X S A O I B V V D G A V Z N 
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Equality & Diversity 
E Q S E L N A U Q N S E T M V Y B J D I H G M Z 
G I G E D Q F U T J J X R Q K G L V Z U A M H N 
G J X E M T E J Y N B X V U M T U R I N M J I U 
Z H Y R N I S M T O E S E C T B H Z A O O M E Q 
S A X T X D S M T A N M Z F V L F Z T L X U E Z 
T S O E L X E L J W H G E V W T U Z T K E A O D 
Z T O N N L S R Z L W V V G E M Q C J J O D C I 
G E M O O A S E E R Q H B W D Q F L M C I G D C 
O R Z F U D V N B D F V M E S U U H D S I D O H 
O E M D H L A I R A N Y B F Q H J A C Z B E X A 
B O M N O I G I L E R Q T A F A C R L X L X O N 
Z T H S L A U V J L T U M I K J I C A I K T V G 
I Y V I Y M H G C M L L P N S M Y K J X T R P N 
Z P T L C R F S C M D W A O I R Z C I R L Y E I 
J E S Y B I Y Q E I B U R N X D E D Z G X B X D 
X T M S X I N B S X X S A O I B V V D G A V Z N 
Q W O G G B M A M R U T K B D J G Q I I F X W A 
S Q O V D N B N E F I A S M P Q L F X D T G D T 
E P T B X I P I R O M U L R C F A I R N E S S S 
I K D U L D K U N L R E Q I D X E J H O W O E R 
V M D I D Y O G R S E C A R T V D K F D I G U E 
C P T U Z K R K R O C R C R E Y F Y L T A A X D 
N Y D C V K Z E U B N P L Z Y O W X W P V R X N 
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 Recognise many faiths’ festivals

Many faiths have festivals during April 2022 – here are some of the main ones

Muslim

RAMADAN - 2 April to 1 May RAMADAN 

Ramadan is the holiest month for Muslims, and they dedicate themselves to 
spiritual renewal, prayer and intensive devotional reading of the Qur’an.   During the 
month of Ramadan Muslims are required to fast from daybreak until after sunset. 

Christian  

HOLY / EASTER WEEK - 10 April to 16 April   

The most solemn week of the Christian year, in which Christians recall the events of 
the week in which Jesus was crucified and resurrected, leading to Easter Sunday.

Buddhist

SONGKRAN - 13 April to 15 April  

The traditional New Year’s Day festival in Thailand. Containers of water are thrown 
as a symbol of washing away all that is evil. Fragrant herbs are often placed in the 
water jug or bucket.

Sikh

VAISAKHI/BAISAKHI - 13 April  

In 1699, on Vaisakhi, the tenth Guru, Gobind Singh, founded the Order of the 
Khalsa. Five men (Five Beloved Ones), offered their lives when the Guru asked for 
volunteers. The ‘Five Ks’, the outward signs of Sikhism, were made obligatory and 
Sikh men took the name ‘Singh’ (lion) and women ‘Kaur’ (princess). 

Hindu

HANUMAN JAYANTI - 16 and 17 April 

This Hindu festival recalls the birth of Lord Rama’s supreme devotee, the monkey-
headed Hanuman, whose feats figure in the Ramayana epic.  Hanuman’s birth is 
celebrated at sunrise on the full-moon day of the lunar month of Chaitra.

Jewish

PASSOVER / PESACH - 16 April to 23 April  

An eight day festival when Jews commemorate the Exodus from their slavery in 
Egypt. The Seder meal is held in each family’s home at the beginning of the festival, 
when the story of their deliverance is recounted. Matzah (unleavened bread) is 
eaten throughout the festival.

  Remember to return our engagement survey for the chance to win a £50 shopping 
voucher – see page 21.

 Tell us what you think about equality – see pages 34 and 35.

  Think about becoming a Tenant Board member and apply before 11 April 2022 – see 
page 13.
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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. If you do not want tradespeople in your house because of coronavirus, 
still report the repair and we will do it when you wish in the future. 
Contact information for Trust and WDH tenants

Trust
How to report a repair – why not 

call the Repairs Team direct?

WDH 
(Wishaw & District Housing)

Tenants can report repairs through 
local employees, or you can go 
straight through to the Repairs Team 
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 Trust Head Office is closed, call 
0345 604 4686 or contact Hanover 
by pulling your cord or pressing your 
pendant. 

Wishaw & District Housing will be closed on the following 
dates: 

Easter
Offices	closed	on	Easter	Monday	-	18	April	2022

Useful Telephone Numbers 
Wishaw & District Housing: 01698 377200

Wishaw & District Text Service: 07529 777345 
Out of Hours Emergencies Heating/Hot Water:  
01698 533917 
Out of Hours Emergencies: All Other Emergencies: 
0800 999 2520 
Emergency Out of Hours Homelessness Service:  
0800 953 2424 
Scottish Power Energy Networks:  
Emergencies 0800 092 9290 (from a landline)  
0330 1010 222 (from a mobile) 
Transco Emergencies – Gas: 0800 111 999 
Scottish Water Emergencies: 0800 077 8778 
Police: Emergency 999 Non-Emergency 101 

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

Housing, Care &
Support Provider

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)

This newsletter is available in any 
language or format you require. 
Please contact the office for details.

https://www.trustha.org.uk/our-tenants/report-repair/
https://www.trustha.org.uk/our-tenants/report-repair/
https://www.trustha.org.uk/our-tenants/report-repair/
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