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The theme of this edition of Trust Talk is 
Keeping Our Customers Safe and Secure and it 
showcases the vital work that is undertaken all 
across the organisation to do just that. 

Before I chat about that crucial work, I would 
like to acknowledge the dedicated effort that 
kept us all as safe as possible throughout the 
Covid pandemic. Obviously the precautions 
are now mostly eased, and it’s sometimes 
hard to remember just how restricted we were 
throughout 2020, and the very significant 
challenges that our colleagues and tenants faced 
together. It was a difficult time for everyone. 

I want to personally thank you all for 
everything you did to follow the rules, so 
limiting the risks to one-another. It involved huge 
sacrifices, but it was worth it, and I know that 
many of you are now gathering together again 
with a new appreciation of just how important it is 
to be part of a caring and supportive community. 

The lovely photos of the Jubilee celebrations 
show the happiness that can be generated when 
people come together, and I want to encourage 
you all to rebuild your community spirit through 
a variety of social activities as we come into 
the summer months, with hopefully some more 
sunshine and the chance to get outside. All of 
our colleagues have worked so hard to get us 
to where we are now, and I know that they will 
continue to support everyone to make the most 
of the weeks ahead – enjoy every opportunity! 

But what this edition really acknowledges 
is the unseen work that goes on across the 
organisation to keep customers safe from 
a wide range of possible threats – fire, gas, 
cyber, electricity and water hygiene to name 
just a few. The Trust Customer Panel recently 
scrutinised this work and their recommendations 
have been approved by the Board – these 
recommendations are discussed throughout this 
edition of Trust Talk. Many thanks to the Panel 
members for their hard work, which, as always, 
has resulted in real improvements for tenants. 

Safety is everyone’s responsibility, but if the 
pandemic has shown us anything, it has shown 
that we are capable of so much when we all pull 
together. Our three-year business strategy – The 
Time Is Now – is all about making this happen – 
together we are One Trust. 

Wishing you all a safe and sociable summer.

Very best wishes, 

Rhona McLeod 
Chief Executive, Trust. 
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Keeping you safe and secure

Update from  
our Customer Panel 
For the past year, the Trust Customer Panel have been scrutinising how safe and secure tenants 
feel in their homes, and what could be done to improve this. Throughout this Trust Talk, you’ll find 
many of their recommendations, so you can see the differences that they are making to customers’ 
experiences across all of Trust. But first … a wee bit about the Panel members themselves …. 

So who are our Customer Panel members? 

Mary Niven 
Chair

I joined the Customer Panel a few years ago as I felt it was a great 
opportunity for tenants’ opinions to be heard. We have been made to 
feel very welcome by Trust staff, who share their knowledge with us.

We carry out scrutiny to different areas of the business and make 
recommendations to Trust’s Board - over the years all of these have 
been accepted.

Over the last two years, due to the pandemic we have been meeting 
virtually on our iPads, this is a new skill to some of us and we now 
feel a lot more comfortable using this technology.

I have made some lovely friends through joining the Panel, and really 
enjoy catching up with them. 

Rona Kerr 
Vice-Chair

I had 3 children and lived in Scotland before moving to South Africa 
for a number of years. I had a varied career in both countries - as a 
medical and legal secretary, as a Marketing Manager for 10 major 
accounts, and then as a peripatetic telesales trainer. This meant I 
travelled all over the UK and South Africa. When I came back to the 
UK, I worked for charity in Markinch. Since I retired, I have kept very 
active and travelled around, including caring for my 3 grandchildren.

I came to live in Viewforth Court in Kinghorn after a mild stroke. I am 
very involved in the community here and have a very pleasant life!

I get a lot out of being a member of the Customer Panel – I have 
a better understanding of how the whole organisation and the 
developments are run, and how Trust deals with its business and 
with our tenants. It gives me a much wider view and a broader 
outlook – far better than sitting knitting in the flat all day! 

Lynda  
Fisher

I have lived in the Kirk Loan development in Edinburgh for 10yrs 
now and I moved back to the area where I was born and raised. 

I joined the Customer Panel at the very beginning of its history.  
I have been on it for 8yrs now, going from Panel member to note 
taker then Chair. I did the Chair position for 4years and have 
stepped down to let someone else have fresh ideas, but I still 
remain an active participant. 

The Panel has covered quite a few topics to try to make things 
better for the tenants. In the beginning I did not have the confidence 
I have now mainly because I hadn’t a clue about what was being 
said to me by the Trust staff attending the meetings, but I have 
learned over the years. And also the fact that I had cataracts in both 
eyes and could only look in the direction of where the voice was 
coming from but since I had the operation my confidence grew. 

I joined to try to make a difference for all the tenants in all Trust 
properties. The Panel picks a topic and scrutinises this and makes 
recommendations to the Board. Any recommendations made can 
take a wee while to implement, but they do make a difference. 

Over the years I have met many nice people and have made some 
very good friends who I keep in touch with outside the Panel 
meetings. Sometimes we have a good laugh as well!

Bobby 
Collins

I have lived at the Airdrie development (Dunrobin Gardens) for just 
over six years and joined the Customer Panel around five years ago.

The Panel affords me the chance to better understand the workings 
of Trust housing and how their policies, spending etc affect me and 
my fellow tenants … “DULL AS …. I BET YOU THINK” - not quite!

I’ve met lots of interesting folk, heard some interesting opinions and 
outlooks (some I agree with; others not at all) on a varying array of 
topics relating to our whole experience as tenants.

Beforehand I have lived and worked in various places around the 
country, Exeter, Liverpool, Edinburgh, and Aviemore to name a few.

Come the age of sixty I decided to sell my two bedroomed house in 
Airdrie. So on meeting an acquaintance who lived at Trust, I decided 
to apply for a flat here, going by his recommendation. Turns out I 
made the right decision - it suits me just grand.
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Christine 
Chatham

I was born in the UK but was educated, lived and worked 
overseas, returning to the UK In 1986. I worked until I was made 
redundant. I moved into Amenity housing in High Blantyre in 2004. 
I volunteered at the local charity – The Haven – for 11 years and 
also joined the Parish Church Leisure Group and the Guild, as well 
as the local WI, until disbanded.

The reason I joined the Customer Panel was to compare Trust 
with other housing associations and against the Scottish Social 
Housing Charter – and to know what is going on and put forward 
suggestions to improve things for tenants.

Carolyn 
Lonergan

I read about the Panel in the Trust Talk magazine and it stirred  
an interest to see how it works and if I could contribute anything.  
I have enjoyed my time on the Panel and learnt so much about the 
running of a housing organisation - the ins and outs, the legal side, 
the difference as a group we can make for the benefit of all the 
tenants. So far it has been exciting and now we are getting back  
to normal – good things ahead! 

I have lived here in Alloa since 2014 and before that I lived all 
over Scotland. I was a support worker working with people living 
with Downs Syndrome and behavioural problems and I got great 
pleasure from doing so. It means I have a real interest in the care 
and support side of Trust too. 

I love living in Bedford Court because of the camaraderie and 
our on-site coordinator makes me feel secure. We have a good 
relationship with each other in the development - it is great!  
A lovely atmosphere! 

Colin 
McEwan

I am on the Panel as I want to make a difference and help tenants 
to ask the questions that they will not ask – if that makes me 
unpopular then so be it! Trust Housing can be so much better than 
it is, but that will take all of us to ask the difficult questions. 

I live in Tobermory on beautiful Mull, but I love to travel all across 
the country.

Maggie 
Mawson

I am on the Panel because I like to volunteer – I have volunteered 
since I was 17 years old!. The Panel keeps me going – it has been 
a life saver! I really enjoy helping people and meeting people.

My life is my family, always has been and always will be!

I was brought up in Stirling and then moved to Yorkshire, where 
I met my husband. We lived there for a couple of years before 
moving to Alloa. I have been in Alloa for 35 years now, and have 
lived at West Lodge Gardens for 7 years this month. 

Sue 
McAleaney

I am on the Panel because I like to know what’s going on and I 
like the idea of tenants having a say from their perspective. I have 
worked on “both sides of the fence” as I used to be what was 
called a “warden” in sheltered housing and supported living, so I 
see things from both sides and it’s important for tenants to have 
an input – it’s all about listening and hearing what tenants have to 
say. Getting fed all the info isn’t enough for many tenants as they 
don’t always read it and it’s nice to be able to feed back what other 
tenants are saying - which is what the Customer Panel does.

I was born in England from Austrian parents so have dual 
nationality, but I do think of myself as Austrian. I think that’s 
maybe because my dad died when I was at Uni – he survived the 
concentration camps but lost most of his family there. That is part 
of the reason I think it’s so important to be the voice for people who 
don’t have a voice - the history of this shows how important it is.

I moved to Inverness in 2017 from Reading to be closer to my son, 
and I’ve been in Lower Kessock Street for most of that time. I have 
experience as a homeless person so I have a real understanding of 
the importance of a stable home. I also understand how important  
it can be to follow the rules –they can be there to protect people 
from being taken advantage of. 

I am very happy here and love what I am doing – I think Trust is an 
amazing landlord and, from both sides, it’s the first organisation 
I have been involved with that has actually included tenants and 
made them a part of the whole decision making process. 

Keeping you safe and secure Keeping you safe and secure
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For the past few months, the Panel have been meeting virtually using Microsoft Teams, which has 
been an interesting experience! From having no idea where to begin, the Panel members are now 
very capable – and use Teams for all their discussions and for storing all the papers from every 
meeting. Members gathered face-to-face in April, which was lovely, but Panel members are keen to 
continue mostly using the virtual meeting platform.

As our new Chair, Mary Niven says:

“Meeting on Teams has been a revelation to 
us all. We don’t have to travel long journeys 
in taxis and buses – we can just stay warm in 
our own homes, rather than having to face the 
elements. It’s also so much better in terms of 
time – it’s no longer a whole day’s commitment, 
but just a couple of hours. It’s so simple as 
well – none of us can believe just how easy it 
is to get connected and then we can have a 
good chat with each-other, and with different 
Trust and WDH employees joining us from all 
over Scotland. It’s so much more efficient and 
is saving Trust a fortune in travel costs! It is also 
hugely beneficial for anyone with a disability or 
who is getting too frail to travel long distances 
– everyone can be involved from the comfort of 
their own home, and then the papers are all there 
in Teams to look back on if you wish, without 
having bundles of stuff on your couch! 

Although we will continue to meet in person 
maybe once or twice a year, just to build and 
maintain relationships, Microsoft Teams is 
definitely the way forward for us – so one good 
thing to come out of the pandemic! I doubt we 
would ever have been willing to try having a 
virtual meeting if it hadn’t been for Covid – and 
we are all just so chuffed that we did! We have 
all been a great support to one another and we 
have had good support from Trust staff, so now 
we all feel much more comfortable using this new 
technology.

Hopefully this will become a new way for many 
tenant engagement events to take place in the 
future – it has so many advantages!”

If you’d be interested in applying to join the 
Customer Panel, watch out for the advert in the 
Winter edition of Trust Talk.

Panel recommendation – give tenants more information about the work Trust does 
to keep them safe, and how much it costs

A Day In The Life of Gary Cusick and  
the Planned Works & Compliance Team 

Gary Cusick, Senior Planned Maintenance, Investment and Compliance Officer, explains all the work 
that he and his team do to help keep everyone safe. 

How big is the team? 
The recent staff restructure has created a new Planned Works and Compliance Team – the title 
says it all as our focus is on planning ahead and instructing contractors to make sure that we are 
legally compliant at all times – across a very broad range of safety measures in all our housing. The 
new structure will work much better for tenants – although most of our work goes unnoticed, it is 
absolutely critical. Some of the team are pictured above – we are Pauline, Beth, Anne-Michelle, 
Barbie, Allan, Camay – all managed by Paul Mclaren who is well known to many tenants.

We are responsible for ensuring tenants’ safety in relating to many different things – including fire, lifts, 
emergency lighting, legionella & water safety, gas & electricity. Every day involves us in progressing 
works to make sure everyone is kept safe across the board, and everyone can rest easy in their beds!

We have a really good range of knowledge and skills in the team, and we all help each other out!

Keeping you safe and secure Keeping you safe and secure
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What does a typical day look like for the 
team?
We generally all start work by catching up on 
emails that have come in, to make sure that any 
work on-site can keep progressing. Emails can 
come from contractors or from our development 
colleagues – we have to make sure that we 
respond quickly to keep the works on target.

We cover such a broad range of safety 
measures, and we have to keep all the plates 
spinning! We look at all the planned works and 
maintenance, so we are constantly surveying our 
housing stock to ensure that we are prioritising 
correctly. Then, when we know what needs 
doing, we have to tender the works to get the 
best possible value-for-money for tenants. 
Once the contractors are on-site, we have to 
manage them to make sure that everything is 
done well, and with the least possible upheaval 
for tenants. And then once the work is complete 
and inspected, we have to make sure that we 
administer any follow up work – for example, 
if we install new gas boilers, we have to make 
sure that they are added to the list of properties 
requiring an annual gas service check.

We are also constantly monitoring that the right 
checks and inspections are taking place on time 
– water sampling, emergency lighting testing 
and fire alarms testing to name but a few. All the 
certification that comes in has to be checked 
to ensure follow up works are instructed when 
required, and then all the documentation needs to 
be filed and our monitoring processes updated. 

Now that most of the Covid restrictions have 
been lifted, it’s great for the relevant members 
of the team to be back out visiting homes and 
tenants. It also means they can focus on getting 
works done with the least possible hassle to 
tenants. This is especially true for things like 
lift or heating replacement, where we have 
to think about things like installing alternative 
stairlifts or providing meals for tenants who 
are out of their homes while work is underway. 
After every contract, we try to learn what we 
could do differently to improve every customer’s 
experience.

Of course, we always have to deal with 
unexpected things too – like water leaks – so 
days don’t always go the way we’ve planned!

What challenges did Covid bring?
The pandemic meant that our programme of 
works was delayed, as contractors were not 
allowed into homes for several months, and then 
many tenants did not feel comfortable having 
tradespeople in their homes even after the 
restrictions lifted. 

We are now playing catch up – and we absolutely 
appreciate that this has been a frustrating time 
for tenants. While we are catching up on previous 
years’ programmes, tenants who were anticipating 
works this year are being disappointed. We are 
doing everything we can to get back on track, 
but we are still facing significant challenges. The 
current situation, including Brexit, has meant that 
many contractors are struggling for skilled staff 
like plumbers, and supply chains have also been 
impacted badly. On top of this, contractors still 
have many people unwell and off work with Covid, 
so it is a constant focus to try to get as much work 
done as quickly as we possibly can.

What are your upcoming new priorities?
We are very pleased that we are close to the 
end of our programme to upgrade our fire 
alarm systems to meet all current standards. 
These new systems are future proofed in terms 
of upgraded cabling and their combined heat 
and smoke detectors means we have far fewer 
false alarms. We now have detectors in every 
communal space that is more than one metre 
square, including in attic spaces, so it means 
any alarm is triggered very quickly, giving tenants 
early warning to evacuate, and the Fire Service 
get immediate notification to attend.

Another priority is getting an Electrical Installation 
Condition Report (EICR) for every property – to 
show that all the electrics in every property are 
safe. Again, the pandemic slowed down this 
work, but we have new contractors in place and 
are starting to make good progress.

We are also looking at how we improve our 
homes, so they reach the Scottish Energy 
Efficiency Standards for Social Housing (EESSH). 
We are working towards taking a “whole building” 
approach to energy efficiency – thinking about 
insulation and renewable energy sources, as 
well as upgrading heating systems. This is 
complicated in many of our housing types, 
but it’s important that we get it right to provide 
tenants with the most energy efficient homes that 
we can.

We are also undertaking Water Hygiene Risk 
Assessments – and obviously most Risk 
Assessments identify remedial works that could 
minimise the risk, so it’s another area of constant 
improvement for us. 

How much money is your team spending 
on keeping people safe?
All this work costs at least £1million every year.

Update from the Team

Home Energy 
Help and Tips
With the huge increase in energy costs, everyone 
is trying hard to reduce the costs in their own 
home – to help with this, Home Energy Scotland 
provide free, impartial expert advice on how you 
could do this. 

Below are some tips offered by Home Energy 
Scotland and they also include possible savings 
you might see if you follow these tips:

Switch off Standby
You could save around £55 a year just by 
remembering to turn your appliances off standby 
mode. Almost all electrical appliances can be 
turned off at the plug without upsetting their 
programming. 

Turn off Lights
Turn your lights off when you’re not using them 
or when you leave a room. This could save you 
around £20 a year on your annual energy bills. 
Replacing all the lights in your home with LED 
bulbs could help you save even more.

Careful with your washing
You may save around £28 a year from your 
energy bill just by using your washing machine 
more carefully:

•	 Use your washing machine on a 30 degree 
cycle instead of higher temperatures

•	 Reduce your washing machine use by one 
run per week for a year.

Keeping you safe and secure Keeping you safe and secure
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Due to this being a mandatory electrical test,  
we must advise you that if Consilium have 2  
no-accesses at your property, you will be advised 
by letter that if the 3rd visit is unsuccessful we 
will have no option but to force entry at the time 
of this 3rd visit – in which case you may be liable 
to pay the costs of replacement locks and any 
damage to the door. Therefore, to avoid such 
inconvenience and possible cost to you, we 
strongly urge you to contact Consilium to arrange 
a date and time that works for you.

We are hoping to get a programme of dates in 
the near future for properties in the Highlands 
and Islands and would particularly appreciate 
your co-operation to provide the required access 
to ensure minimum travel to these areas. This 
will allow us to be compliant with the Scottish 
Housing Quality Standard (SHQS) and will also 
help us to keep down our carbon footprint.

Gas Safety
Trust Housing Association is required by 
law to carry out annual safety checks to all 
gas pipework, boilers and appliances in our 
properties. We aim to carry out these checks 
on a 10-month cycle so that we can ensure the 
service is carried out before the anniversary date. 
These checks are important to provide assurance 
that the pipework, boiler and appliances are 
safe and that we minimise any risk of any gas or 
carbon monoxide poisoning. However, in order 
for the service to take place you must have some 
credit in both your gas and electric meters.  
If the engineer attends your property and you 
don’t have credit, the engineer may need to close 

off your gas meter to make sure that you and 
your neighbours are safe.

What to do if you smell gas:

•	 Open doors and windows to allow fresh air in.

•	 Turn off the gas at the mains tap, which is 
usually near the meter. (Move the handle a 
quarter run until it’s at 90 degrees from the 
pipe to shut off the gas supply).

•	 Leave the property.

•	 Phone the National Gas Emergencies number 
on 0800-111-999. (Only use a mobile phone 
from outside the property). The number is free 
and available 24 hours a day.

•	 Follow the advice given by the emergency 
adviser.

•	 Wait outside for a gas engineer to arrive.

•	 If you are feeling unwell, visit your GP or 
hospital immediately. Tell them you may 
have been exposed to a gas leak or carbon 
monoxide poisoning.

Do not

•	 Smoke, light a match or use any naked flame

•	 Turn any electrical switches on or off

•	 Use doorbells, mobile phones or any other 
electrical switches which could cause a spark.

Avoid using the tumble dryer
Avoid using a tumble dryer for your clothes; dry 
clothes on racks inside where possible or outside 
in warmer weather to potentially save £60 a year.

Spend less time in the shower
Keeping your shower time to just 4 minutes could 
save a typical household of £70 a year on their 
energy bills.

Be savvy in the kitchen
Kettles are one of the most used appliances in 
the kitchen. But many of us will admit that we at 
least occasionally boil the kettle with more water 
than we’re going to use.

Avoid overfilling the kettle and you could save 
yourself £11 a year on your electricity bill.

Home Energy Scotland can be contacted 
on 0808-808-2282 or you can find out more 
information at  
https://www.homeenergyscotland.org

We are currently reviewing what future energy 
price increases to our commercial contract 
will mean for our Heat with Rent customers. 
More information will be shared with affected 
customers as soon as possible.

Keeping you and  
your neighbours safe – 
Electrical Safety Checks
In our last newsletter we advised you of our 
contract with Consilium Contracting services to 
carry out the required 5 yearly Electrical Installation 
checks to ensure we are compliant with current 
legislation and that we have an Electrical 
Installation Report (EICR) available for each 
property – proving your home is safe and meets 
the current electrical standards. We are pleased 
to report that this contract is now well underway, 
and we would like to take this opportunity to thank 
each and every one of you who have co-operated 
by providing Consilium with the required access to 
ensure that the mandatory works are carried out.

Consilium will continue with the planned 
programme and will contact tenants who are 
included in this programme of works by letter 
providing you with a date when they will visit you. 
If this date is not suitable please get in contact 
with Consilium to arrange a more suitable time 
– a contact number is provided on the letter for 
you to contact them and they will try their best 
to accommodate you. This is important as it 
allows for Consilium to plan more effectively and 
schedule another property at this time, rather 
than get no reply at your property when they visit.

Keeping you safe and secure Keeping you safe and secure
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Legionella – Reduce your Risk
The risk of contracting legionella in a domestic 
home is minimal, and there are some simple 
steps to help protect you and your family. These 
are more important for people over the age of 50 
years or who suffer from ill health.

•	 Turn your shower on and run it for a few 
minutes at least once a week, this helps to 
flush out stale water.

•	 Dismantle, scrub and descale your 
showerheads and hoses at least once every  
3 months. This is done by removing the 
shower hose and head and leaving it 
soaking for half an hour in white vinegar then 
scrubbing off any deposits. You should then 
rinse it in warm water to wash off the vinegar

•	 Run hot and cold water taps throughout your 
home on at least a weekly basis.

Legionella bacteria cannot survive in 
temperatures above 60 degrees so the 
temperature of the hot water in your boiler/
cylinder should be set at a minimum of 60 
degrees centigrade. However, please take extra 
care for burns and scalds, particularly if you have 
small children. Please note: whilst Legionella 
Bacteria cannot survive in low temperatures, 
it thrives at temperatures between 20 and 45 
degrees centigrade.

Panel recommendation – provide 
tenants with more information about 
what they should do in the event of a 
fire, and what steps they should take to 
minimise the risk of fire 

Some key fire 
safety messages 
from Martin Donaldson, 
our Health, Safety and 
Business Continuity 
Adviser

The work that Gary and the team do makes sure 
that every property is as safe as possible from 
fire, but we need every person to do the right 
thing too.

If the fire alarm sounds YOU SHOULD 
EVACUATE AT ONCE (unless you have  
a PERA in place – see below) - GET OUT  
AND STAY OUT.

You should not wait to see if it’s just a false alarm 
– if it is a real fire, your best chance of survival 
is to get out as quickly as you can. Our new fire 
alarm systems are much less likely to generate a 
false alarm, so it is important that you treat every 
alarm as “the real thing”.

Do not stop to look for things.

Do not visit your neighbours – it is everyone’s 
personal responsibility to keep themselves safe 
and evacuate as quickly as possible.

If you have a PERA (a Personal Evacuation Risk 
Assessment) then this will give you specific 
instructions on what you should do in the event 
of a fire alarm – you should strictly follow these 
instructions. The best thing for the Fire Service is 
if everyone does what they should do, and then 
the fire officers can get on with rescuing people, 
with a correct understanding of who should have 
evacuated and who should not. If you feel that 
your mobility has changed and might now limit 
your ability to evacuate, please speak with local 
staff.

Fire safety tips

Obviously the best situation is where everyone is 
fire safety aware and we have no incidents. You 
should follow these fire safety tips:

•	 Be very careful if you smoke – do not smoke 
in bed and make sure very cigarette is put out 
properly

•	 Do not overload electrical sockets and do not 
connect one multi-plug extension to another

•	 Be careful when cooking, especially using hot 
fat or oil, and make sure you turn the cooker 
and oven off immediately after use

•	 Test your smoke alarm regularly

•	 Have a fire escape plan agreed with everyone 
who lives in your home so that everyone 
knows what they should do

•	 Keep children and pets out of the kitchen 
when cooking

•	 Check all your electrical cables for wires that 
are loose, broken or exposed 

•	 Use LED “candles”

•	 At bedtime

 ° Close all doors

 ° Unplug as many plugs as possible

 ° Check the cooker is off

 ° Check the washing machine and tumble 
drier are off

 ° Turn off heaters

 ° Make sure your escape route is clear

 ° Put keys where everyone can find them to 
unlock the front and back doors

It is also a good idea to contact your local Fire 
and Rescue Service as they can visit to do a 
Home Fire Safety Check, giving lots of good 
advice. They may suggest that you buy a fire 
blanket. These are easily available to purchase 
and may cost less than you would expect – 
maybe around £10 - £20.

Panel recommendation – tell tenants 
they can contact Health and Safety staff 
directly if they have concerns 

Martin’s contact details are:
•	 MartinD@trustha.org.uk

•	 0131 444 4988

•	 07772 649 709

It may be wise to speak with local staff first.

Keeping you safe and secure Keeping you safe and secure



1716

Panel recommendation – help tenants to understand the risks associated with 
scams and how they can avoid them 

Staying safe from scams 
Panel members are very keen to encourage other tenants to get on-line and not be afraid to use the 
technology available for fear of scams – after all, many scams are on the telephone and people still 
continue to use their phone. It’s ok to go digital!

The key message is to think carefully about how to minimise the risk – driving on a motorway is 
dangerous, so people have safe cars, MOTs, seatbelts etc – and cyber security is just the same.

Keep your operating system 
up-to-date - Always install 
Updates when they come 

through – they are created to 
keep you as safe as possible at 

that time

Install anti-virus  
software Think twice before using free 

wifi networks

?
Don’t share personal 

information unless you are very 
sure who you are sharing it with

Use long passwords – and 
have a different password for 

every account

Set up two-factor 
authentication whenever you 

can – having that second check 
in place is a great for security

Be careful on social media 
– sharing more information 

makes you more at risk

Check your bank statements 
regularly – make sure you 

recognise all the transactions

Back up your data – then it’s 
still safe even if something 

happens

Panel recommendation – provide 
information to tenants on the challenges 
associated with covering developments 
when staff are off, and develop a 
process to keep tenants better informed 
about when staff will be on-site 

Staff Cover at 
developments
Trust, like all other care and support providers in 
Scotland, is finding it difficult to recruit enough 
staff. This is due to a combination of Brexit, Covid 
and many other factors that are impacting on 
the sector. We continue to put every effort into 
recruiting staff to fill vacancies, but it is a challenge.

This means that it is getting harder and harder 
for us to cover shifts when staff are unwell or on 
holiday. We are constantly reprioritising where our 
employees can best be used, to provide the best 
possible service to all tenants across Scotland.

We know that tenants like to know the “schedule” 
of when staff will be on-site, and, wherever 
possible we will keep to this schedule. However, 
this can be difficult, so we realise how important 
it is that all tenants are made aware of the actual 
times when there is cover on-site, so that tenants 
can make the best use of the staff member while 
they are there. While we will make every effort to 
keep you updated with staff cover arrangements, 
this can be challenging with short notice absences. 
We will do our best. Senior managers are working 
on a process to make sure this happens, and this 
will be rolled out over the Summer months.

Panel recommendation – provide 
information to tenants on what to do if 
they are concerned about a neighbour 
who may be at risk from harm from 
family, friends or other people 

Are you worried about 
yourself or a neighbour?
Adult Support and Protection explained ….

People who may be “at risk of harm” are 
protected by law – this includes anyone who 
could be considered “vulnerable” for any reason. 
The “harm” could be caused by family, partners, 
friends or other people and the “harm” can take 
many different forms – 

 ° Physical – for example hitting, pushing or 
misusing medication

 ° Sexual – for example inappropriate touching or 
pressuring someone into sexual actions

 ° Emotional – for example blaming, isolating, 
harassing or humiliating

 ° Financial – for example theft, fraud or inheritance

 ° Neglect – for example failing to care for 
someone or get medical help

 ° Discrimination – for example actions or remarks 
relating to someone’s race, gender or sexuality

 ° Information – for example sharing confidential 
information

 ° Institutional – for example where things are done 
to suit staff, not the people they care for

 ° Self-harm – for example self-injury, overdose, 
addiction or failing to look after yourself.

If you have a concern that any of your neighbours 
(or yourself) may be at risk of any of these harms, 
you should speak with local staff, or phone 
Head Office on 0131 444 1200. Trust must then 
contact your local Council, who will investigate 
and will then put a plan in place to support the 
person who is at risk. This may involve Social 
Work, the Police or health professionals – 
together they will look for the best solution to 
keep the person safe.

Trust your instinct – if you think something feels 
wrong, speak up and it can be investigated.

Keeping you safe and secure Keeping you safe and secure
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Anti-social behaviour
Reporting Anti-Social Behaviour Out of Hours – 
update from Tracey Fyfe, Customer Experience 
Manager

As a housing association, we are responsible 
for dealing with anti-social behaviour within our 
areas, however our staff can only be contacted 
during office hours and we appreciate that 
anti-social behaviour, on the whole, occurs 
out-with these times. Our tenants can contact 
Police Scotland in the event of a disturbance, 
however not all disturbances warrant this level of 
assistance. 

If you live in North Lanarkshire, North 
Lanarkshire Council operate an Out of Hours 
Anti-Social Response service and following 
discussions with North Lanarkshire Council I 
am delighted to report they have extended this 
service to include housing associations in the 
North Lanarkshire area.

The service is delivered via a dedicated team of 
call handlers who are able to provide information 
and advice about anti-social behaviour 24 
hours a day, 7 days a week. The response 
part of the service operates Thursday-Sunday 
overnight between 7pm and 4am. During this 
time the team will attend call outs and provide 
a professional witnessing service. They can be 
contacted on 0300 123 1382.

The service also offers access to sound 
monitoring equipment which can be deployed 
and activated by the service user when noise is 
ongoing, to build evidence of an issue we have 
been unable to witness in person.

Although the Anti-Social Behaviour Team will 
provide us with regular reports of calls they 
receive from our tenants, this may not be 
immediate. Therefore, if you contact the Out of 
Hours Service then please make your Landlord 
Partner aware of the reasons for your call as soon 
as possible.

Please remember, if there is an immediate danger 
or you think that a crime is being committed 
you should always call the Police on 999 for 
emergencies or 101 for non-emergencies.

Other Panel recommendations and 
what’s going to happen to action them:

Panel recommendations:

Explore video screens in door-entry systems This will be considered in the next door entry 
contract

Upgrade external lighting where necessary This will be done on a case-by-case basis – 
let staff know if you feel unsafe outside your 
building

Keep tenants updated on anti-social cases Staff will ensure they regularly update tenants, 
whilst respecting confidentiality

Install CCTV where necessary This will be done on a case-by-case basis – let 
staff know if you feel unsafe 

Set up regular local meetings with the 
emergency services

This can be arranged locally – tell staff if you’d 
be interested 

Provide easy-to-read safety information Templates will be created for local info to be 
inserted

Help tenants understand what they should do if 
they are concerned about a neighbour when no 
staff are on site, especially someone living with 
dementia

Neighbours should pull their cord and report the 
situation to Hanover, and then tell local staff the 
following day so that they are fully aware of the 
concerns. 
Our homes are all allocated to the person with 
the highest “housing need” and we want to 
make every tenancy a success, with people 
able to live safely in their development for as 
long as possible – making sure your local staff 
or Customer Partner have all the information 
available is a key part of helping that to happen.

Consider using “night-lights” in corridors with 
motion-activated lighting

This will be done on a case-by-case basis – let 
staff know if you feel your corridors are too dark

Involve tenants in Development Risk 
Assessments, so that their experience of poorer 
mobility, sight etc can be taken into account

Tenants will be told when Risk Assessments 
are going to take place so they can feed in any 
comments or thoughts for consideration

The recommendations you can see above show the difference that your Panel makes, but lots of 
things improve due to tenants having their say and identifying improvements …..

Keeping you safe and secure Keeping you safe and secure
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At Trust we are committed to providing high 
quality homes and striving to deliver 10/10 
customer experiences. That’s why we value all 
feedback. It lets us know what we’re doing well, 
and importantly, what mistakes we’ve made or 
how we can do better in the future.

If something goes wrong or you are dissatisfied 
with our services or an aspect of your tenancy, 
it’s important that you tell us. We really do value 
your complaints, as they help us learn and 
improve our services. 

Below are some examples of complaints we 
have received, what we have learned and 
what we have changed:

You said: A family member of a tenant raised a 
complaint about the standard of care provided 
by an external agency care worker. The 
complainant felt that the agency worker was not 
fully completing the tenant’s care requirements as 
described in their care plan. We did: Following 
this incident we contacted our external care 
providers to make clear our expectations 
regarding the care provided to our tenants. We 
had agreement from them that all care workers 
will receive a full induction and will follow the 
guidance in care plans completely. 

You said: A customer contacted us to raise a 
complaint regarding the performance of one 
of our ground maintenance contractors. The 
customer felt that the grounds maintenance 
contractor was excessively cutting back many 
of the plants and trees around the development. 
We did: A member of our Asset & Sustainability 
team attended the development to meet the 
tenant, complete a walk round and inspect the 
grounds with them. A solution was found where 
the trees and bushes would be cut back to an 
agreed height which would not risk damage to 
the plant life whilst keeping the grounds tidy. 

You said: We received a complaint from a 
customer whose sleep was repeatedly being 
disturbed by the noise of hoovering from the 
neighbour in the flat above at unsociable hours in 
the morning. We did: A member of our Customer 
Experience (Care & Support) team attended 
the development to mediate between the two 
neighbours. A satisfactory agreement was found 
between both parties where the tenant in the flat 
above agreed to not hoover their property before 
a certain time in the morning.

Who can complain?
Remember, anyone who receives, requests or 
is directly affected by our services can make a 
complaint to us. This includes the representative 
of someone who is dissatisfied with our service 
(for example: a relative, friend, advocate, or 
adviser). If you are making a complaint on 
someone else’s behalf, you will normally need 
their written consent. 

How can I raise a complaint? 
• In person at any of our offices or 

developments

• By phoning us on 0131 444 1200

• By emailing us at info@trustha.org.uk

• In writing to Trust Housing Association, 12 
New Mart Road, Edinburgh, EH14 1RL

• Visit our website and complete our feedback 
form: 

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

Remember, you can also complain to the Care Inspectorate if your issue is about care or 
support in a registered service:

Email: concerns@careinspectorate.gov.scot

Online: Fill in our complaints form 
Phone: 0345 600 9527
Write:  to any of our offices – Head Office is at Compass House,  

11 Riverside Drive, Dundee, DD1 4NY

And if your issue is about a significant performance failure in Trust’s services as your landlord, you can 
contact the Scottish Housing Regulator directly:

Factsheets are available at Housing Regulator publishes factsheets on complaints and 
significant performance failures | Scottish Housing Regulator – you can find the forms you need 
here too.

Trust Talk survey feedback 
Thank you to everyone who returned the survey in the last Trust Talk – your responses made for very 
interesting reading and will influence the future of how we communicate with you. 

Libby Gale who lives in Lamlash on the Isle of Arran was the winner of the £50 shopping vouchers – 
thanks for your feedback Libby and congratulations!

Because of you, this has improved ….

Because of you, this has improved …. Because of you, this has improved ….
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The WDH Area Committee met recently in the 
newly refurbished Wishaw office, and there was 
a great turnout of members. Nicky McLaughlin 
(Chair) and Ian Gunning (Vice-Chair) had visited 
the Park Place new-build site and reported back 
in a really positive way. 

Nicky advised that “the site is developing well 
and is on track for completion in November. The 
flats are well laid out and the rooms are very 
spacious. I like that it is close to local shops and 
amenities and there will be adequate parking and 
lighting.” While Ian added that he was “very 
impressed by the sizes and proportions of the 
flats, and the standard of the fixtures and fittings 
looks good too.”

It is hoped that the scaffolding will all be dropped 
over the summer months.

The Area Committee also looked at all the 
Transfer Promises and were delighted that 
everything Trust promised will be delivered by 
the end of the 3-year period since the transfer 
(December 2022). 

1.  Rent freeze – this is the third and final year  
of the rent freeze

2.  Local services and identity – the Kirk Road 
office will reopen soon, although most 
residents are now comfortable contacting 
staff in other ways

3.  Enhanced Benefits Service – the additional 
member of staff has been in the team for 
some time now. More information on Page 24

4.  Park Place – excellent progress is being 
made to build on the Main Street gap site

5.  Extra £3 million investment – work is 
underway to scope improvements to back 
courts in the latest instalment in this extra 
spend. A full breakdown will be shared with 
the Area Committee soon.

6.  Better resident involvement – the Area 
Committee goes from strength to strength, 
and is now looking to the future

7.  Board representation – Nicky and Ian 
represent the WDH residents on the  
Trust Board.

There was some serious discussion about the 
cost-of-living crisis and the worryingly high 
inflation rate, but Rhona McLeod, Trust’s Chief 
Executive stressed that Trust understands the 
importance of supporting tenants through these 
tough times, while ensuring the business remains 
viable so that we can continue to provide  
high-quality housing for a long time to come.

There was also an update on new branding,  
the homes in Bonds Drive and South Calder Way, 
and some information from the latest Board Away 
Day (see Page 23).

The Committee also looked at performance to 
March 2022, and were pleased to see some very 
good results.

Area Committee members will meet again in 
September, when they will work up some more 
detailed proposals on what tenant involvement 
will look like in the future …. watch this space!

WDH Area Committee Update Board Update 

Board Away Day 
The Board recently held a strategic away day 
to take some time, outwith the usual Board 
meeting cycle, to review our ambitious 3-year 
Time Is Now strategy and our key performance 
areas. The Board also considered the challenges 
that are facing not only the business, but also 
our tenants and employees, due to the cost of 
living crisis. The Board heard from the Director 
of Policy at the Scottish Federation of Housing 
Associations who gave an overview of the 
economic challenges from a social housing 
sector perspective. To gain a Trust viewpoint, 
Aisha Nadeem & Mykela Dunlop from Trust’s 
Benefit Advice Service attended the away day to 
share their experience of supporting customers 
to access benefit entitlements. 

The Board concluded it is key that we 
continue to deliver the Time Is Now strategy to 
further strengthen Trust by transforming and 
modernising the way we do business, pursuing 
our growth aspirations and developing our strong 
asset base. 

Board Member Recruitment 
We are sadly saying farewell to 3 long standing 
Board Members who have reached 9 years of 
service. John Burke, our Chair, Wendy Wilkinson 
and Sister Jenny Lindsay will be stepping down 
from the Board at our September AGM. Over 
the spring we carried out a recruitment exercise 
and have 3 new Board Members who will be 
recommended for election to join the Board at 
our upcoming AGM. 

Our June away day marked the last time Sister 
Jenny Lindsay will meet in person with her Board 
colleagues so we took the opportunity to present 
her with flowers to recognise her contribution to 
Trust. 

Trust’s Annual General Meeting 2022 
Our Annual General Meeting will take place on 
Thursday 15 September and we have decided 
again to hold our AGM online using Microsoft 
365. It is a requirement of our governing rules 
that we must convene an AGM every year 
to present the annual accounts, appoint our 
external auditors and to elect Members to the 
Trust Board. We hope by holding the event online 
we can reach as wide an audience as possible 
as we have Members of the Association living 
all across Scotland. By not holding an in-person 
event we hope to achieve better value for money 
for our customers and also do things in a more 
efficient way. 

For those customers who are Members, you will 
receive communication in August about the 
arrangements for the AGM and we do hope as 
many Members are able to attend the online AGM. 

Photo of Sister Jenny and John our Chair. 

WDH Area Committee Update Board Update 
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We wanted to share with you some good news 
about the success of the Benefit Advice Service 
over the last year. Mykela joined the Service 
in October 2020, which was very fortunate as 
we have seen unprecedented demand for the 
service, namely due to the constantly fluctuating 
benefits environment due to the pandemic. 
Now with the drastic cost of living increases, we 
expect the demand for the service to remain high 
as we go into an uncertain 2022/23.

When we make a new benefit claim for a tenant, 
we log it onto our system, which we then update 
when the award is received. The system then 
calculates what the tenant’s entitlement is over 
the next year – this is called the Client Financial 
Gain.

For the tax year 2021/22 we made 285 
successful claims across a variety of benefits that 
include housing benefit, disability benefits and 
pension credit, with a total client financial gain for 
the year of £2,027,192. This is a fantastic result 
and is testament to the success of the service. 

Maybe this success will encourage you to think 
about exploring your own benefit entitlement? 

We know that this is a challenging time for many 
people and you may think you are not entitled to 
benefits support. This may be because you have 
too much in savings - maybe you were saving 
for a rainy day …… but maybe this cost-of-living 
crisis is that rainy day? Although you should not 
use up your savings in a deliberate way to access 
benefits, spending them on keeping yourself 
warm and well fed could maybe be a sensible 
thing to do at this time. Speak with your family 
and let them know your concerns – they will want 
you to look after yourself.

The cost-of-living crisis has undermined many 
people’s feelings of security and their ability 
to heat, eat and pay their rent. Our Benefits 
Team provides some helpful information: 

Government Help Towards Cost-of-Living 
Increase

In May, the Chancellor announced the following 
measures to assist with the cost-of-living 
increase:

What has been announced? 
Cost of living payments

8m lowest income households

£650
8m pensioner household

£300
6m receiving non means-tested 
disability benefits

£150
Energy grant for all households

£400

1 For those who are in receipt of any of the following benefits on 25th May 2022 
– they will receive a one-off payment of £650 (paid in two lumps to their bank 
account):
• Universal Credit
• Income Based JSA
• Income Related ESA
• Income Support
• Working Tax Credit
• Child Tax Credit
• Pension Credit
• And those who began a claim on 25th May that was successful
This one-off payment will be Tax Free, will not affect the Benefit cap and will not be 
taken into account in existing benefit payments. The first payment will be in July and 
the second in the autumn.

2 £300 for all pensioner households as a top up to the Winter Fuel Allowance in 
November/December. This will apply to those who are 66 or over between 19-25th 
September 2022. Non-taxable and has no effect on eligibility for other benefits and can 
be paid on top of any other one-off support.

3 £150 - disability cost of living payment
This is payable to anyone who on 25th May 2022 is in receipt of DLA, PIP Attendance 
Allowance, Scottish disability payment, and AFIP (Armed Forces Independence 
Payment), Constant Attendance Allowance or War pension mobility supplement. This 
will be paid from September. Tax free and does not count towards the Benefit cap. It 
will not have any effect on existing benefit awards.

4 In a previous announcement the Government had announced that £200 would come 
off fuel bills this autumn and would be repayable over five years. This is now scrapped 
and replaced with £400 energy support scheme which will not be repayable. This will 
be delivered through suppliers from October to those with domestic electricity meters 
through direct debit customer’s account. Those with pre-payment meters will receive 
this help through the meter or pre-paid vouchers. 

There are some people who may not benefit from this payment if they pay all their utility 
costs as part of their monthly rent charge. For Trust, many tenants pay their heating 
through their rent, but everyone still pays their own electric providers. We therefore 
think that this payment will still go to your utility provider, but we are awaiting more 
guidance from the Government to confirm this. Trust will not receive the £400 on 
behalf of tenants who pay heat with rent, as our contract is a commercial contract. 
We are currently reviewing what future energy price increases to our commercial 
contract will mean for our Heat with Rent customers. More information will be 
shared with affected customers as soon as possible.

Money Pages

Money Pages Money Pages
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5 £500 million extra funding for the Household Support Fund for October – March 2023 
will be made available. However new guidance has still to be issued to advise on 
eligibility criteria. A part of this funding will be delivered to the devolved governments in 
Wales, Scotland and Northern Ireland through the Barnett formula and those devolved 
administrations will make their own decisions about how this extra funding will be used. 

For more information about the Chancellor’s assistance measures, please go to:

Cost of Living Payment - GOV.UK (www.gov.uk)

Energy Voucher Assistance for Those on Low Incomes/Benefits 
For more assistance with energy costs, the Citizens Advice Bureau may also be able help. They 
have a limited pot of funding, but can assist eligible tenants who have prepayment meters (you will 
need to give proof of this such as meter serial number). Please note the vouchers cannot be used for 
emergency situations. For more information please contact:

Charity Name Area of Delivery Contact Details

Advice Direct 
Scotland

Scotland-wide 0808 800 9060

support@energyvoucheradvice.scot 

www.energyvoucheradvice.scot 

Motherwell 

&

Wishaw CAB

North & South  
Lanarkshire

07518 056095 or 01698 265349

Freephone 0808 1969180

Mot-energy@motherwellcab.casonline.org.uk

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

The Welfare Benefits Partners are Aisha Nadeem and Mykela Dunlop.

Development Co-ordinators have been given training by the Welfare Benefit Service and can help with 
some queries you have regarding benefits etc.

If you would like more information on benefits please speak with the Co-ordinator or contact the 
Benefits team directly:

Office Direct Line: 0131 444 1200

Aisha  
07899 987 769

(Mon-Thurs 
9am - 5pm;  
Fri 9am-
3.30pm) 

Email: benefits@trustha.org.uk

Think about other ways to save cash or get support
It’s also worth watching out for any special deals being offered by any suppliers – for example Iceland 
gives 10% of shopping for over 60s on a Tuesday – see Iceland – Doing it Right. They also deliver 
for free on orders over £40 – maybe you could club together to place one bigger order?

One of our Lauder tenants has updated us that the “Over 70’s” telephone line for the Bank of 
Scotland finished in June, with 0345 7213141 as the new number - maybe check this out at your 
local branch?

Mykela  
07957 948 335

(Mon-Thurs only 
9am - 4.45pm)

Money Pages Money Pages
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It has been a busy time for our Property team lately – not only have they been busy with lots of works 
across the country, they have also been restructured as a team, in a way that will have really positive 
benefits for tenants and the services you receive.

Starting from the top, we now have a new Director of Assets and Sustainability, Jackie McIntosh, who 
is supported by two new Heads of Service – 

 ° Calum Boag who heads up our Planned and Reactive Repairs and Maintenance Teams

 ° Ian Davie whose focus is on Sustainability (the green agenda) and Development (things like 
new-builds, re-modelling and adaptations) 

Most tenants will have most dealings with Calum and his teams:

 ° Paul McLaren and his teams will make sure all kitchens, bathrooms, window replacement etc 
works progress well, and also all the tasks relating to compliance and safety (see above at 
Page 9). Tenants will be contacted by staff as and when any works are planned in their homes.

 ° Grant Plenderleith and his teams will focus on day-to-day repairs and maintenance, with a new 
team of Reactive Repairs and Maintenance Inspectors who will be out-and-about across the 
country inspecting works and ensuring repairs are delivered quickly and to a high standard. 
The Maintenance Inspectors all have new patches:

Reactive Repairs and  
Maintenance Inspector

(RR&MI)
Area

Fiona Black (Senior RR&MI) The Lanarkshires (Trust)

Iain McGlone (RR&MI) North/Western Isles (Trust)

Lee Rodgers (RR&MI) Central Belt (Trust)

Archie Milligan (RR&MI) Glasgow & South (Trust)

Kevin McAlister (RR&MI) Ayrshire Coasts & Inverclyde (Trust)

William Wood/David Rainey (RR&MI) Edinburgh & East (Trust)

Kirsty McCourt & Lynn Wiper (RR&MI) The Lanarkshires (Wishaw and District)

You can get in touch with your Maintenance Inspector by speaking with your Landlord Partner – 
they will work very closely together to make sure everyone gets an excellent repairs service. So, if 
you have any issues about repairs, maintenance, gardens or other Property works, speak with your 
Landlord Partner and, together with your Maintenance Inspector, they will get it sorted!

Plans are underway to create a schedule of quarterly visits, and this will be shared with local staff so 
they know when to expect their Maintenance Inspector – and they will be able to share comments 
from tenants then too. There are also plans to start Getting to Know Each-other sessions. They will 
give tenants a great opportunity to speak with their Maintenance Inspector and invitations will be 
issued in plenty of time! Something to look out for in the coming months!

Assets Team Update

Assets Team Update Assets Team Update
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Celebrating the Platinum  
Jubilee – what happened 
all across the country
More photos can be seen in a special  
Trust Talk Supplement on the Trust website

North
Lewis Street, Stornoway –
The sun was out, the bunting was up, and the Lewis Street residents were ready for their own party 
to celebrate the historic event….. Residents made their way down to the lounge where they were met 
with plenty of tea and cakes (and union jacks). They all enjoyed the chance to have a cuppa, some 
party food and a chat. This was a particularly special occasion as it wasn’t just a party to celebrate 
the jubilee, this was also the first occasion when residents have been able to come together in a large 
group since before lockdown and allowed some of our newer tenants the opportunity to get together. 
Pictured are Annie, Morag, Mike and Jean all enjoying their celebrations!

The fabulous cake from 
Dunrobin Gardens in Airdrie

Whinnieknowe Gardens, Nairn 
It was great to see everyone in the lounge, 
chatting and enjoying being together for a Bite 
n Blether – it’s been too long! Staff worked hard 
to create a wonderful buffet. On the menu were 
the usual buffet style foods along with some cute 
Corgi and Crown shortbreads! It’s fair to say 
everyone who attended and supported the event 
went home with a smile on their face and a full 
tummy!

Development News 

Development News Development News
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Shulishader Beag, Portree - Tenants, friends 
& family came together to celebrate with a buffet 
lunch. Everyone then very much enjoyed a game 
of Royal Bingo, a Royal Quiz and a Raffle.

North Church Street, Callander
It was lovely having all the tenants together with 
some family members. We had china teacups 
and tea pots - it was lovely. All the tenants really 
enjoyed themselves and the feedback from 
tenants and families was very positive. It was so 
nice to have tenants together chatting and eating 
- there was a real buzz about the place!

South
The Loaning, Chirnside 
We celebrated in the lounge. Good food,  
good music and good company! All the tenants  
had a ball.

Old Street, Girvan – Girvan tenants had a 
lovely time – inside and out!

Drumlanrig View, Thornhill
This was our first “party” since before Covid 
all kicked off. There was a buzz and general 
excitement at being able to meet like this again. 
We were entertained for the afternoon with hits 
from across the eras. We had a lovely buffet, and 
a good time was had by all! And now everyone’s 
asking “When`s the next one?!”

South Gardens, Lauder - 
We had our very own Queen in Lauder, Queen 
Evelyn who was chauffeured around the Burgh 
and to Thirlestane Castle in a white Bentley 
car. On her return she was presented with a 
lovely bunch of flowers from Lauder Community 
Council for doing her duties for the day. We then 
had Allan Marr who played us a selection on 
50’s and 60’s music and local artist Mike Whelan 
entertained us all. Everyone was invited to have a 
lovely cuppa or a glass of prosecco and a slice of 
cake to celebrate. Later in the evening everyone 
was invited to see the Jockuleles perform in 
Lauder Public Hall. The Slosh was a great hit and 
everyone got up to dance. A great day! 

Irene, Janet, Jessie, Annie, Catherine, Rene

Elaine, Geraldine, Annie, Ann, Nancy, Janet

Sandy, Margaret, Thelma, Shirley, Joan

Development News Development News
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Dalrymple Court, Stranraer - Lots of 
activities went on in the run up to Jubilee, 
including crown making for our Jubilee display 
with Nadia, and music nights where tenants 
had a sing-along with Donna. The big day was 
a Garden Party with pin the tail on the corgi, 
connect 4 and a bit of music. The weather was 
glorious - “fun in the sun” - for all to enjoy, with 
staff members Jeanette, Nadia and Maureen and 
a royal visit from staff member Davida to oversee 
everything! Sunday finished off with a roast dinner 
for all tenants. All said they had a great time and 
would love to do it again soon – but staff are 
needing a holiday first! Everyone would like to 
thank all staff at Dalrymple Court for making it a 
wonderful Platinum Jubilee for everyone.

Parkhead Court, Dumfries 
The tables and lounge were decorated in red, 
white and blue banners, bunting and balloons 
and all tenants were invited to come along.

Everyone tucked into sandwiches, cake and 
assorted goodies. This was the final day of five 
where tenants had enjoyed Jubilee Bingo, a 
Jubilee Quiz, a Jubilee Raffle and a Royal themed 
film night.

There was a special presentation to one of our 
new tenants, George Grant, who has been so 
helpful assisting in the garden with planting and 
tidying up – what a difference he has made! 

Sitting at the table we can see Margaret McSkimming (wearing 
the beautiful cream hat which won her the Best Hat competition), 
Terry Patterson, Carol O’Connell, Margaret Graham and Margaret 
McDougall.

Janet Irving and Anne Mclean are chatting together

Here is George with his trophy and a wee box of chocolates, with Irene Beattie, Beatrice Minaudo, Pamela Morrell and Donna Richmond.

Bruce Anderson and Douglas Gray enjoying their tea
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East
Kirkriggs Court, Forfar 
The tenants arranged a Garden Party with  
nibbles and music as a lovely chance to get 
together now restrictions are lifted. The turnout 
was brilliant, and the weather was lovely too! 
Three of our tenants were spotted enjoying 
a natter and some nibbles in the sun while 
appreciating the long reign of our monarch.  
We’d also like to thank the hard work done  
by some of the tenants’ support staff from  
Ark Housing who assisted our tenants to make 
the event a possibility.

Montrose Terrace, Abbeyhill
The Abbeyhill tenants only took a photo before 
the party started!

Queen’s Bay Crescent, Joppa, Edinburgh 
- all ready to party – with a kind donation of 
the light up numbers from local company, The 
Balloon Factory.

Deanhaugh Street, Stockbridge, Edinburgh
A fun day on 4th June which was much enjoyed!

Viewforth Court, Kinghorn - The lounge was 
decorated by staff to start the celebrations off in 
style. Elaine and Sharon put on an afternoon tea, 
and also held a special Jubilee quiz – there were 
rumours of some cheating going on, however 
nothing has been proved! Tenants had a great 
time being able to get together and celebrate 
something positive after the last 2 years. 
Everyone is looking forward to the next event!

Whitelaw Court, Dunfermline - Tenants 
thoroughly enjoyed a day filled with celebrations. 
It was a great chance for everyone to come 
together after such a long time of restrictions.
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High Street, Tillicoultry - all the tenants 
gathered to celebrate the Queen’s platinum 
jubilee, enjoying a high tea while watching the 
events unfold on the T.V.

West Lodge Gardens, Alloa - In the lounge 
at West Lodge Gardens - the tenants had a great 
afternoon and really enjoyed themselves

West 
Forrestfield Gardens, Caldercruix - Tenants 
decided to have a get together to get the 
celebrations off to a good start. This was a very 
enjoyable day for them and for some the first time 
they had been out in a few years. They enjoyed a 
buffet lunch and good chat with lots of laughter.

Dunrobin Gardens, Airdrie
Dunrobin Gardens’ tenants were entertained 
by Irish Dancers, from the Scoil Rince Higgins 
School of Irish Dancing and duet performers 
Karasmatic. Tenants all had a lovely day - we 
were helped to achieve this fantastic day with the 
funds given to the development by Trust and also 
donations from tenants and families.
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Glen Iosal, Tobermory – It maybe rained in Hamilton, but it was blue skies all the way on Mull, with 
the Queen herself making a surprise appearance at a great community event!
Coordinator Linda Noble says: “We celebrated the platinum jubilee on the 4th of June and invited 
people from our local community. We were also celebrating being able to get out as we haven’t done 
this for a while. Entertainment was supplied by Karen Nonebel, Barbara Weir, Joanie Mackay, and 
local choir, accordionist Iain Elwis, bagpiper Racheal Gallagher, mouth organ player Jockie Reid, with 
singing from Shaun Carmichael.”

Food was provided and served by friends of Glen Iosal, and cakes were provided by the Tobermory 
Bakery. Everyone had a great day. It would not have been possible without the £200 donation from 
Colin Morrison and £70 from Trust. A big thank you from Tenants and Staff.”

Mission Place, Motherwell - Mission Place tenants celebrated with hosting a traditional afternoon 
tea in the dining room followed by entertainment and dancing in the lounge

Millar Park, Hamilton – All tenants had a great day even though, due to the rain, we had to change 
venue to our lounge. However, as you can see this didn’t stop the residents enjoying the day. Massive 
thank you to Muriel Corfield for being our Queen for the Day, along with Janie McConnell as her Lady 
in Waiting. Thank you to all the staff for helping make this such a special day.
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Hunthill Road, High Blantyre - Tenants enjoyed a lovely lunch of sandwiches and home baking 
made by our cook Lorna Valentino. Music was provided by May Clark, our kitchen assistant. Kitchen 
staff Julie, May and Lorna and our Coordinator, Jackie, worked hard on the decorations, which looked 
fantastic. Tenants had a lovely time and plenty of praise for the lovely lunch.

Ashcroft Drive, Croftfoot
Tenants and staff had a wonderful time celebrating in the lounge. A great day was had by all!

Schaw Court, Bearsden – A great day was 
had by all! With thanks to Isabella for decorating, 
Isabella, Alice and Theresa for helping out with 
lunch, and Tom and Isabella for kind donations 
for the raffle.

Strathtay Avenue, Netherlee – A double 
celebration - lots of fun and laughter!
Netherlee Tenants held a joint celebration in the 
gardens which was very much enjoyed by all, 
with entertainment provided by the famous Sian 
& Stephan who brought along Her Majesty for the 
grand opening of the party! 

Mary would like to thank all the tenants at 
Netherlee and friends who attended for helping 
her to celebrate not only her 90th Birthday but 
also the Queen’s Platinum Jubilee.

Waterside Road, Carmunnock
What a fabulous spread! Thoroughly enjoyed by 
everyone!
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Other development news
A breezy day for June!
Lochinver tenants headed down to Clachtoll beach 
for some fish n chips – but the weather wasn’t what 
they’d hoped … but, as Jess Thomas, Coordinator 
at Lochinver says, “It was pretty wild and amazing 
to watch!”

Other news from Lochinver
Lochinver’s Sheltered Housing Coordinator, Jess Thomas, has 
been chosen as this year’s Chieftain for the Assynt Highland 
Games, in recognition of all the voluntary work she has done for 
many years in her community. She was originally approached 
at the beginning of 2020 and asked to be Chieftain that year. 
But this was a month before lockdown happened! Needless 
to say, the Games were cancelled that year and it was carried 
forward to 2021. Once again, due to the ongoing restrictions, the 
Games were postponed as it was felt there wouldn’t be enough 
visitors to justify the work and expense. The committee were also 
aware that the usual “Heavies” wouldn’t be touring the circuit of 
Highland Games around the north and west coasts of Sutherland 
and Caithness …. and without them, there is no Games.

Finally, this year the Games are going ahead as planned, so Jess will preside over the event on Friday, 
12th August. 

The proceedings begin with the Chieftain, her guests and previous Chieftains, being taken out to sea 
for a half hour trip on the “official barge” for the day. This can be any one of a number of local boats, 
including fishing boats, pleasure boats, diving boats and quite often in recent years, the Lochinver 
Lifeboat. This year, Jess has asked a local fisherman if he will use his boat as the barge so it will be 
cleaned up with bunting and flags flying especially for the day.

Once the barge has returned to the pier, the Chieftain and party are piped up to Culag Park, normally by 
Ullapool Pipe Band, where Jess will give a short speech and declare the Games open. The afternoon is 
then filled with various activities and competitions including all the popular ones – throwing the hammer, 
weight over the bar, shot putt, tug-of-war, track events, etc. There are various stalls around the field with 
entertainment for the children as well.

At the end of the afternoon, Jess, as Chieftain will present the prizes to the winning competitors before 
the Games comes to a close. There then follows a dinner at a local establishment for the Chieftain and 
her guests which finishes the day nicely, unless you’re still feeling up for a dance in the Village Hall at 
night when a band (normally from the Highlands) performs, and everyone has a chance to end the day 
on a high note! Whether or not Jess will still be feeling energetic enough for a few dances after a long 
day is debatable, but she’ll do her best!

Watch out for some photos in the next edition of Trust Talk.

And other Co-ordinator news …
Charis Kerr, the development co-ordinator at 
Thornhill, did a sponsored squat fundraiser in 
April for Children`s Hospices across Scotland - 
3,000 squats in total. Charis was raising funds 
for such a worthy cause that is very close to her 
heart. 

Tenants supported in the final push for the last 
hundred squats in the lounge. All sponsorship 
was very much appreciated.

Easter fun!
Thornhill
We are so blessed here at Drumlanrig View with 
our lovely development grounds and surrounding 
area. Spring. One of four favourite seasons!!! The 
Easter Bunny paid the tenants a wee visit here 
again with some goodies.

East Kilbride
Congratulations to Marjorie who won first prize 
and thanks to Margaret who helped put the 
baskets together and sorted out the raffles.
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Stranraer
Easter sweetie bingo was held at the development for tenants, with tenant Colin Hoy calling the bingo 
numbers. All enjoyed the games very much with plenty of winners for the sweeties and chocolate 
eggs. All followed up by a game of dominoes and a sing song for those who had plenty stamina and 
were still enjoying their evening. 

Newmilns
As Covid 19 restrictions have eased over the last 
few months we have encouraged our tenants 
to get back together for some activities. One 
of our successful groups is our Arts & Crafts 
group, who meet in our lounge every Wednesday. 
Tenants come along and try various activities 
which keeps them active and ensures they can 
interact with others on a regular basis. We have 
various board games, some painting/colouring 
materials that are always popular and equipment 
for artwork.

We also keep in touch with some local groups, 
and we were gifted with some Easter cards made 
by the local Brownies. Every tenant received a 
hand-made card and some of our tenants made 
some Easter Bonnets as well, which proved to be 
a fun activity.

Miss Lorraine Shillady with some of her crochet 
work and the Easter Bonnets she made for 
herself and her friend

West Lodge Gardens Alloa 
At Easter, staff and tenants raised money with a 
raffle and decided to spend it by having our own 
ice cream van come to the development and 
serve individual tenants a 99 cone with sprinkles 
and sauce. On the night it was raining but we all 
put on coats and made our way out to the car 
park to choose our cone, with great excitement 
and fuss! Due to Covid-19 our tenants have 
really missed out on the social interaction in 
groups, and being out and about outside the 
development really lifted their spirits. The tenants 
who couldn’t make it outside had the cheery 
staff doing door to door deliveries - so no one 
missed out! Overall, it was a great success, and 
the tenants had a great night and can’t wait till 
the next one! Let’s hope the sunshine makes an 
appearance for them! Big thanks to the staff - 
much appreciated!

A fantastic montage of photos
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Mother’s Day
Some lovely posies were delivered to all the 
ladies living at South Garden in Lauder

And Winnie McQuade was 90 on the same day, 
celebrating at home in the Houldsworth Court 
development with her family, surrounded by a lot 
of cards and presents from family, friends and 
neighbours.

Board visit to Livingston
The first Board Visit took place in Crusader Court, 
Livingston on 18th June 2022 - the first time the 
Board were able to visit any of the developments 
since the pandemic. Chair of the Board, 
John Burke, and Norval Bryson, who is Chair 
Designate, visited and spent some time talking to 
tenants and staff and held a raffle which Tina won 
- Well Done Tina! Thankfully just that week all 
limits had been lifted on how many people were 
able to gather in the lounge so all the tenants 
were able to attend, which was the first time we 
had been able to do this is over 2 years and what 
a wonderful afternoon it was! John and Norval 
got the chance to visit a tenant’s flat and have a 
look about. Everyone had a great afternoon and 
even got to enjoy some fantastic home-baking 
made by Zoe, our cook. 

Keeping on Knitting
Mary Belch from Carmunnock is 92 years young 
and still knitting. Here is a selection of the gifts 
she has donated recently to premature babies in 
Glasgow.

The Puppet Gang Show at Abbeyhill
Hellen, Coordinator at Abbeyhill says, “It was 
brilliant and the tenants loved it. Well worth the 
money!”

Food Glorious Food in 
Nairn
Stephanie and Maureen have been providing 
“Meals on Wheels” to tenants since March 2020 
– this can vary from 2 or 3 course lunches, soup 
and pudding, free soup days and, of course, 
Stephanie’s monthly baking treats. The most 
recent lunch, delivered to the tenants’ doors, had 
a choice of Quiche with salad, Stovies or Pasta 
Bolognaise, followed by a selection of yummy 
puddings.
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Fond memories
Tenants of Mission Place took a trip down memory lane in May when they enjoyed an afternoon of 
remembering places and events in Motherwell from the 1950s. A selection of photographs and slides 
led to many “I was there” moments and we all enjoyed hearing each other’s stories of days past. 

Keeping fit in Dunfermline
Following on from completing the Care Inspectorate’s “Supporting People to Live Active, Healthy 
Lives” training programme, Fiona the Coordinator at Whitelaw Court decided to take this one step 
further and completed a Seated Vitality course from Age UK. The two-day course now allows her to 
take seated exercise classes for tenants. 

As Fiona says: 
“It’s hard watching older people’s health deteriorating, especially after the last couple of years, and 
exercise seemed to be the key to some improvement. I now hold weekly seated exercise classes for 
the Dunfermline tenants which they all enjoy.”

Pictured left to right are Myra Mitchell, Catherine Watson, Dawn Armstrong, Margaret Pitcairn and 
Gina Partner.

Day Trip on the Caledonian Canal
Tenants from the Nairn development enjoyed a 
trip out on the Nairn Community Minibus at the 
end of May. They headed to Inverness where 
they enjoyed a Seagull Trust cruise up and down 
the canal – Marianne, Catherine and Dave even 
enjoyed having a go at steering the boat! After 
that they all headed to a local restaurant close 
by for a most enjoyable lunch. It was a long day 
– leaving the development at 8.45am and not 
returning until 3.30pm but most definitely enjoyed 
by all who attended. Here’s to the next one in 
August!

Thank you and congratulations
Liz Rae, Elaine Jardine & Irene Beattie who all 
received flowers on achieving 20 years’ service.



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. 
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. 

What is an emergency repair? 
• No heating, hot water or power
• Burning smell or exposed wires 
•  Smoke or carbon monoxide 

detector sounding continuously 

Wishaw Office will re-open soon!
We are pleased to advise that the Wishaw and District 
(part of Trust Housing Association) office at 55 Kirk Road 
we will reopen from 1 August 2022. However, there are 
changes to our opening times:

Our new office opening hours are: 
Mondays 1pm to 4pm 
Wednesdays 10am to 1pm 
Thursdays 1pm to 4pm

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 

• 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.


