
Artist Emily Learmont ran a series of six art 
workshops at Abbeyhill in the summer of 2014. 
The Art in Healthcare’s workshops enabled 
Abbeyhill to consolidate their community and 
to learn new skills and techniques which many 
had never tried before, as well as create an 
artwork group reflecting the different colours 
and textures of their community.

“The group was already happy, confident and 
enthusiastic, so were easy to work with and 
particularly engaged. The participants were 
responsive to the works of art and had lots of 
comments and opinions”, said Emily. Initially 
participants were asked to observe their 
surroundings to inspire their own creations.
“We had spectacular views of Arthur’s Seat,  
we quickly decided that this is an essential part 
of their identity and chose it as the inspiration 
for the series of workshops.”

“Next we created drawings of skies with 
pastels, sponges and hand cut stencils,
and added spires of colourful Rosebay Willow 
herb in torn tissue paper, which

tenant’s could see growing on the hill from their 
windows. The group had requested we do 
some needlework, so we spent one session 
making butterflies out of a selection of fabrics, 
beads and sequins. The last two sessions were
devoted to creating a large scale painting on 
canvas, employing all the techniques that 
the group had learned: pastel sky, acrylic 
Arthur’s Seat, tissue paper wild flowers 
and collage butterflies.”

After their artwork was completed, the group 
arranged for it to be put up around their 
common room and invited other tenants to  
view the exhibition. Tenant’s then decided to 
display their work permanently, where it can  
be seen from the street outside.

Tenant’s thoroughly enjoyed the art workshops, 
saying: “Very relaxing and inspirational”, “Lots of 
fun”, “Very calming and educational about art”.
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West Lodge Garden Goings On
West Lodge Gardens gentlemen tenants 
enjoying Football Night. Other tenants enjoying 
planting flowers in the nice weather.
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If you would like to receive Trust Talk over email rather than hard copy please let us know. 

Welcome
This is one our most packed editions 
of Trust Talk, with a whole host of 
development stories, as well as some key 
updates from our office based staff.

As I’m sure you’re aware, we recently 
said goodbye to our highly regarded CEO 
Bob, after 10 years at the helm. But every 
cloud has a silver lining and for us this is 
the appointment of our new CEO Rhona 
McLeod. You can find out more about 
Rhona in this edition of Trust Talk. 

We want to hear from all our tenants, so 
if your development hasn’t been featured 
please send us your stories. 

 
Stacey Williamson | Editor
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Correction 
In the last edition of Trust Talk we had an article about 
Myra McIntyre and her years of service with Trust, 
Myra has actually been with Trust for 25 years, not 20. 
Apologies for any confusion.
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Raven’s Court

Strachur

3 Development News

VE Day Celebrations
Some of our developments have been commemorating  
VE Day, here is a selection of the events:

Bellshill

Development News
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Mission Place

5 Development News

Development News
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Memory Night 
at Bellshill 
Tenants had a memory night hosted by Dawn Corbett 
and Angela McNee. Some of the tenant’s thoughts    
about the night: 

Juliette’s favourite memory was getting Ovaltine 
tablets as a treat during the War. Jenny Rankin 
knew her future husband all her life as her aunt was                           
married to Benny’s Uncle.

Mary Morris commented that rationing was very hard 
and they did without often.

Nessie Gillespie’s washing was sent to her mum’s as 
she had to work during the War years as her husband 
was overseas in Singapore. 

The overall feeling was War was very hard and a great 
struggle but it was also a very special time. Tenants 
experienced many happy and sad moments but would 
not like to go through those times again.

Tenants also enjoyed some Vimto, Tizer and Ginger beer, 
as well as sweets such as soor plooms, odd fellows, 
strawberry/lemon sherbets, liquorice, as they enjoyed 
these when they were kids.
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Cathedral
Primary visit 
Pupils from Cathedral Primary 
School, Motherwell visited tenants 
at Mission Place to put on an Easter 
show, showcasing their school 
“Rap”, and afterwards presented 
every tenant with a Easter Hamper. 
Everyone had a great morning, with 
promises made to return soon for 
another visit.

Livingston 
Board Visit
Lesley Fraser, Director of Housing, 
Welfare and Regeneration at 
the Scottish Government joined 
our Board Members Pam and        
Doreen at Livingston.

Cocktail Hour
Everyone at Mission Place 
enjoyed ‘Cocktail Hour’ with 
colourful cocktails, a sing song 
and a celebration for Molly’s 
birthday (pictured on the right with               
her friend Agnes).
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Famous at Abbeyhill 
This year coordinator Lilian will have 
been with Trust for 30 years, as 
well as two tenants who are original 
tenants of 30 years ago. Abbeyhill 
was the first deaf unit in Scotland to 
open and both these original tenants 
are profoundly deaf. See Hear did a 
feature on TV about Abbeyhill.

The Cup Comes
to Inverness
Tenants at Lower Kessock Street, 
Inverness, were lucky enough to lift 
the Scottish cup recently. Thanks to 
tenant Davie who organised this, but 
was unfortunately on holiday. But a 
great time was still had by all and the 
Courier and the Highland News both 
featured an article and photo.

Lunch and Raffle at Nairn 
Tenants enjoyed a delicious lunch of stewed steak  
or fish pie made by tenant Meg Davidson followed by 
homemade trifle, there was a large raffle afterwards  
with a prize for all!

Easter at Newton Street
Everyone looks fabulous in their home made Easter 
Bonnets at Ashgrove Court, Newton Stewart.

Health and Wellbeing    
Staff at Mission Place have been 
busy looking after the Health 
and Wellbeing of our tenants 
with these different sessions:                           

1.  Local Health and Wellbeing 
Practitioner Margaret Simm visited 
over the winter period, to advise 
on keeping winter bugs at bay 
and provided free tissues, hand 
wipes and soap.

2.  Weekly Stability & Mobility class 
lead by Sharon from North 
Lanarkshire Council Leisure.

3.  Tenants recently visited the 
Carers Together - “Slipper 
Exchange” to get their feet 
properly measured and 
swapped their old slippers for             
properly fitted supporting slippers 
to help prevent trips and falls.

Union Canal Trip    
On Sunday 31st May Tenants from 
Corson Court went on a trip down 
the Union Canal on the Lochrin Belle 
Barge. It was a most enjoyable day 
and there was a stop at the viaduct 
to enjoy the beautiful scenery of 
Edinburgh. The Skipper served a 
lovely lunch. Tenant’s said they would 
highly recommend this day out.

Development News
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Fit and Healthy Alloa

The tenants of West lodge gardens enjoying their 
monthly exercise class with Donn Neo. New tenants 
 who recently moved in Mr and Mrs Fairley said they 
really enjoyed it. “It was a good work out and a great 
laugh” Mrs Mary Fenton says “she’ll sleep for a week 
after it” Mr Munro said he’s not into exercise but enjoyed 
the entertainment. Mrs Jean Graham couldn’t say 
anything for laughing. All tenants commented on how 
good the class was and felt it gave them a lift and got the 
blood flowing and everyone really enjoyed themselves.
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Case Study

We would like 
you to meet…
David Pirritt and 
Jenny Crawford.
David Pirritt and Jenny Crawford are 
siblings who both stay at Livingston. 
Jenny has lived there for 2 years and 
David for 3 and a half years. They 
both feel they have benefited from 
moving into the development and 
both their lives have improved due 
to the company of other tenants and                   
assistance from staff.

David moved because he was no 
longer coping living alone, with either 
his job or with the day to day running 
of everyday life. He was relying heavily 
on Jenny, who herself was struggling 
with falls and deteriorating eyesight. 
David retired from his job soon after 
moving to the development.

David receives support in the morning 
to ensure that he has taken his 
medication and he likes staff to check 
that he and his house are neat and 
tidy. This saves Jenny from worrying 
about him, or as David would         
say, nagging him!

David has joined the art class and 
although he had never done art 
before he is producing some excellent 
drawings. His favourite drawings are 
of the Swan and the boat.

David’s confidence has been boosted 
since living in Crusader Court and he 
has now joined the Wednesday club 
at the local community centre. He has 
also taken the courageous step of 
joining a literacy group and is making 

excellent progress at the class.

Jenny followed in David’s footsteps 
and applied for a flat in Crusader 
Court. Jenny has not had any falls 
in her house since moving in. She 
says this because the rooms are 
smaller, enabling her to hold onto the 
furniture. Jenny collects £5 a month 
from all the tenants who wish to 
attend entertainment events. She also 
organised a raffle last Christmas and 
went around the shops and collected 
donations for prizes. This raised 
£190. Jenny has recently taken over 
organising trips to the local theatre. 
Jenny feels she benefits from living 
at the development as it has taken 
the pressure off her in having to cope 
with David, as she knows the staff are 
there for her when she has been ill or 
recovering from her eye operations.

“ both of their 
lives have 
improved due 
to the company 
of other tenants 
and assistance 
from staff.”

Development News
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101 Years Young 
Welcome to our new tenant at Mission Place, Margaret 
Mills, who is a mere 101years old!

Welcome Jimmy 
and Edna  
Jimmy and Edna Skinner moved 
to our Nairn development at the 
end of April from another housing 
association in Inverness. They 
were not happy in their previous 
property and did not feel safe. 
Since they have moved they are 
very happy and absolutely love 
it. Edna feels very safe in the 
quiet, peaceful environment of 
Whinnieknowe Gardens  
and they still go through to 
Inverness regularly to visit their 
family and friends.
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Starters & Leavers
The staff below have joined and left Trust since your last edition of Trust Talk. 

Starters Job Title Location

Chloe Dickson Corporate Services Trainee Admin Corp Services

Helen Fay Sheltered Housing Co-Ordinator Callander

Craig Callaghan Supported Housing Worker Govan, Elder street

Maureen King Housing Care Worker Loanhead HCW

Leon Johnston IT Assistant Admin ICT

Karen Downie Rent Assistant Admin Rent team

Laura Murray Supported Housing Worker Pollokshaws

Leavers Job Title Location

Leigh Hoggard Finance Assistant Admin Finance

Emma Walker Rent Officer Admin Rent Team

Rachael Rennie Supported Housing Co-Ordinator Dumfries

Charlotte Allan Corporate Services Assistant Admin Corp Services

Patricia Rodger Stand in Co-Ordinator Markinch

Penny Stephenson Administrative Officer Admin Property Services

Jacqueline Dillon Admin Assistant Admin Housing Services

Nina Gardner Relief Sheltered Hsg Co-Ord SHC Edinburgh, Abbeyhill

Nicola Canning Supported Housing Worker SHW Ravens Court M’well

Lindsay Kyle Property Officer Admin Property Services

Brian Latta Housing Care Worker HCW

Stewart Boyd Sheltered Housing Co-Ordinator Dowanhill Crown Tce

Grace Cowan Tenant Support Worker TSW/Float Pollock

Cake Break
Tenants of Glen Estate, their family and friends gathered 
on Friday 15th May to hold a Cake Break fundraising 
event in aid of the MS Society.

All attending enjoyed sweet treats such as cream 
meringues and millionaire’s shortbread. A fantastic 
£160.80 was raised on the day for the charity and thanks 
must go to all who supported the event.

£500 to Bethseda

Erskine
Tenants from Edinburgh and the Highlands last 
year chose veterans’ charity Erskine as their                        
2014 charity partner.

An incredible £1,324.15 was raised by holding coffee 
mornings, lunches, and a birthday party where guests 
donated money instead of gifts. They also put together 
some fantastic Remembrance events including a war 
time buffet, stories from tenants who have served 
in the forces, sale of ration books, a reminiscence                                
session and sing-a-long. 

Erskine Community Fundraiser, Shona Langlands said: 
“It has been a delight to work with Trust Housing as their 
Charity Partner for 2014 and what an amazing amount to 
have raised! The tenants have really put their all into their 
fundraising efforts with some great events and I just want 
to express on behalf of everyone here at Erskine how 
grateful we are for their support.”

Rosemary does a sponsored Silence 
Rosemary from our Airdrie development kept quiet to 
raise money for charity. Good work Rosemary!

Fundraising
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Thornliebank RTO
Big smiles celebrate the creation of a new 
Registered Tenants’ Organisation (RTO) at our 
Thornliebank development. Alice Smith, Chair 
of the RTO, is pictured with Maureen McEwan, 
Coordinator, who presented the certificate 
of registration. If you and your neighbours 
are interested in setting up a new tenants’ 
group, please contact Katrina Hamilton,                  
Customer Engagement on; 

0131 444 4956 or khamilton2@trust.org.uk

16Customer Involvement

Meet and Greet 
The Galashiels development carried out and have 
produced a development plan and also a staff 
development plan for 2015. 

They consulted with tenants using armchair 
sessions (1-1s) or questionnaires and with 
families using the questionnaires. There was 
also a carers evening covering the meal service, 
environment and communication. 

Stakeholders were asked how the service has 
made a difference to them. The development 
and staff plans were created taking all comments        
into consideration.   

Tenants also learned about Trust’s plans for 
investing in our properties, like installing new 
kitchens and bathrooms, and now understand 
why there is a focus on providing new heating 
systems. This is so Trust can meet a new 
Scottish Government Standard – the Energy 
Efficiency Standard for Social Housing – by 2020. 
This Standard will ensure that all tenants have 
warm and comfortable homes.

Tenants enjoyed a presentation and discussion 
on Trust’s commitment to Equality, Diversity 
and Inclusion, which underpins everything that 
happens in the organisation. Trust has been 
accredited as an Investor in Diversity and is now 
working towards being a Leader in Diversity. 
There was a lot of discussion on what should be 
included in a number of Trust’s strategies, relating 
to Customer Excellence, Customer Involvement 
and Volunteering - there was even some chat on 
the use of the word ”customer” and how Trust 
has lots of “customers” who are not “tenants”. It 
also makes the whole organisation really focus 
on delivering excellent customer service to all!

Customer Involvement
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“It was all quite interesting what we 
talked about and it was a good chance 
to meet some very nice people from 
other developments… and the tea was 
just lovely!”, 

said Irene Kerr, one of our Airdrie tenants 
who came along to the Focus Group held in 
Motherwell in May.

As always, the Spring round of Focus Groups 
generated much lively discussion and tenants 
took the chance to input on many different areas 
of Trust activity.

Members of Registered Tenants’ Organisations 
from across the country spent the day with 
senior staff at four different Focus Groups in 
Edinburgh, Motherwell, Greenock and Glasgow. 
Everyone had the opportunity to exchange 
views and learn more about Trust’s priorities,                           
services and policies.

Tenants influenced many different                       
things including:

• How best to provide cover at 
developments when staff are off.

• How the Tenants Handbook should look 
in the future.

• What happens at Annual Development 
Meetings.

• How Trust could work with volunteers, 
and what tenants would want volunteers 
to do.

• How tenants could input to staff 
appraisals.

• When and why staff can use Master Keys 
to gain access to tenants’ homes.

• What procedures need to be followed 
to make Trips and Outings as safe and 
happy as possible.

Focus Group Update
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Customer Panel 
Update
Mary McInally, a Customer Panel member, 
provides the latest update on what the Panel 
are doing: ‘We are a diverse group drawn 
from Troon on the West coast via Glasgow 
and Lanarkshire to Edinburgh and Fife.

In the beginning, we met with Sharon 
Donahoe from Tenants Information Service 
(TIS) who explained in terms we could all 
understand that housing legislation requires 
landlords like Trust to involve their tenants 
in a scrutiny process. This means we 
examine in detail paperwork, performance 
and systems which make up the                                                              
service we receive.

First of all, we examined the Allocations 
system from Application to Welcome 
Letter and New Tenant survey. We began 
by asking how people got to know about 
Trust? Our recommendations were 
presented to the Board in April, and our main 
recommendations on Allocations are shown 
on the following page. They are all now 
included in an Action Plan which is being 
worked through by the staff, with regular 
reports on progress going to the Board and 
to us on the Customer Panel.

Marketing                                                    
We recommended that some of the marketing 
materials are changed, to give a more positive 
image of what it is really like to live in a Trust 
development. We also recommended that 
some of the information could be clearer, 

and that the Allocations staff should visit the 
developments they are responsible for, so they 
have a good idea of what they are like. We 
noted that many people apply for a Trust house 
before they are actually ready to move, so we 
made recommendations to help to prevent 
this. We made recommendations about how 
Trust’s name and reputation could be better                             
known in local areas.

Welcome to new tenants                
We recommended processes are developed 
so that tenants are more involved in welcoming 
people who move into their development.

Phone assessments                                
We worked with staff to change the wording 
used in the phone assessment so that more 
information is gathered at this stage. Staff are 
going to monitor whether there is a difference 
in how long tenancies last, depending on 
whether the initial assessment is done face-
to-face or over the phone, and will report back                                
to us on this.

Management of the whole 
empty home process                                            
We recommended that the Panel looks at the 
whole process from beginning to end from a 
customer’s point of view.

Now this is where YOU come in. This year 
we will be focusing on looking at empty 
flats, the repairs carried out, the role of 
coordinators and other staff in the process,                                 
and much more!’

We will be giving more information in the next 
Trust Talk and we need YOU to help us by 
carrying out mystery shopper exercises. You 
will be given training and support from Katrina 
Hamilton, Customer Engagement Officer, 
based at New Mart Road. If you have any 
suggestions we would be delighted to hear                              
them! Can you help?

Contact us via Katrina, by calling  

0131 444 4956 or by email at

KHamilton2@trustha.org.uk

Anne’s Scrutiny 
Story is Published 
and Told at National 
Conference

Anne Hood, who lives in Troon, was invited 
to speak at a national conference at the 
beginning of June. She was asked to come 
along to the Annual Tenants’ Information 
Service in Glasgow, to join a Panel who 
discussed their “Scrutiny Stories”. Panel 
members included staff and tenants from 
West Lothian Council and tenants from Clyde 
Valley Housing Association.

Everyone was talking about their 
organisation’s experience of customer 
scrutiny, but Anne was giving a very different 
point of view – she spoke from the heart 
about what it was like for her as a tenant to 
be involved with the Trust Customer
Panel, and how much she has learned 
through her involvement.

Anne was joined on stage by her fellow Trust 
Customer Panel member, Mary McInally, 
our very own Kirsty Wark! Mary questioned 
Anne on how she became involved with the 
Customer Panel, why she is involved, what 
work she has done as a Panel member and 
how she has been supported and trained 
through the process. They gave an informal 
and informative insight to the workings of the
Trust Customer Panel, and their contribution 
was very much enjoyed by the delegates, 
who had travelled from all over Scotland.

Anne said afterwards,
 
“It was great to be able to tell my story about 
my very positive experience being on the Trust 
Customer Panel, and to tell everyone about 
how well our recommendations have been 
accepted by the Trust Board and staff.” 

Mary added, 

“It’s been good to speak to other tenants from 
across the country and to realise that Trust is 
well ahead of many other organisations in 
relation to scrutiny. We also have a very good 
relationship with staff and Board members,
which is not always the case elsewhere, so 
that’s positive too.”

Anne’s story has also been published in 
“Scrutiny Stories – the key to success.” 
This will be widely circulated in the housing 
sector, to landlords and tenants.
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Tenants’ Conference 
and AGM 2015
Our Tenants Conference this year will take 
place on Thursday 24th September 2015 
at the Thistle Hotel in Glasgow, from 11 am 
until 3:30 pm, with a lovely lunch. For the first 
time, the event will also include our Annual 
General Meeting, and a Special General 
Meeting. This will include an update on Trust’s 
activities and finances over the past year, 
and the chance to hear from Pam Russell, 
the Chair of Trust Board. The Special General 
meeting will give members the opportunity to                              
adopt new Rules for Trust.

Trust’s new Chief Executive,                            
Rhona McLeod said: 

“The day promises to offer a wide variety of 
enjoyable and interesting presentations and 
workshops, with the chance for tenants to 
spend time getting to know me, Trust Board 
members and staff from a variety of locations.
The conference is open to all tenants, no 
matter where you live! So let’s have tenants 
traveling by road, rail and ferry to join in our 
biggest event of the year!”

As the Conference is very popular, it is possible 
it could be over subscribed. If this happens we 
will conduct a ballot. This will be done on the 
basis of previous attendance and budget, and 
we will also try to get a broad spread of tenants 
from across the whole of Scotland.
Reasonable travel costs and/or assistance will 
be offered to all who wish to attend, and where 
necessary, overnight accommodation in local 
development guest rooms may be arranged.

Programme details are being confirmed on 
a theme of “Rights and Lefts”, and we are 
planning a number of interesting sessions, 
including a major speaker involved in Housing 
in the Scottish Government. We are also 
planning workshops on how people can support 
themselves and their neighbours to live
well with dementia or following a stroke. The 
Booking Form, which includes workshop 
choices for you to select, is enclosed as a 
separate flyer with this newsletter.

If you would like to become a member of Trust 
please request a membership application 
through your Coordinator, Service Manager 
or by calling us at Head Office to request a                           
copy of the form.

Once the form is completed and the £1 paid, 
the application will then be considered at the 
next Board meeting and if accepted a share 
certificate will be issued.

Places will be limited so get your 
application sent in quickly! Application
closing date: 

Friday 7th August 2015 

and we won’t be able to accept  
late applications. Please fill in the 
enclosed document and send back  
to us using the prepaid envelope or  
hand to a staff member.

If you are a member of Trust Housing 
Association, you will receive more 
information relating to the Annual and 
Special General Meetings separately, 
but make sure you book your place by 
filling in the Booking Form and getting it 
back to us by 

Friday 7th August 2015.

Care Inspectorate

How are we doing in 
our inspections?
Since your last Newsletter 
we’ve had one inspection 
on Arran at the end of May 
2015.

We’re delighted to report 
that we were awarded the 
highest possible grades 
“excellent” in 3 areas with 
“very good” in the other 
areas inspected.

This is a great achievement, 
with the inspector putting in 
the report that “the service 
was excellent in involving 
tenants and their families 
in assessing and improving 
the quality of care and 
support. He continued 
to say “tenants spoke 
very positively about the 
service they receive and 
that all of the staff were 
very approachable and 
responsive to their needs.

Well done and many 

congratulations to                     

all those involved!

Trust Inspectors -     
who are they?
We are expecting some 
changes to our inspectors 
and we hope to be advised 
as soon as possible.

We will let you know as 
soon as we find out.

How are we doing in 

our inspections? 
It’s too early to say for 
2015, as Trust hasn’t been 
inspected this year so far.

So what’s happening in 
the meantime?
Tenants and staff are 
carrying on with their usual 
business, building on the 
things we do making sure 
we are ready for when we 
do get inspected.

What have we been 
working on to improve?
Personal Plan Video

The Care Inspectorate 
always look at our Personal 
Plans and how we work 
with tenants to create plans 
that detail individualised 
support to each tenant. 
With this at the forefront 
of our mind, we have 
created our first internal                
training video.

It has hints, tips and 
examples to help staff to 
deliver their personal plans 
to tenants. It features our 
own staff member and 
tenant as they work through 

Would 
you like to 
become an 
inspection 
volunteer 
for the Care 
Inspectorate?
The Care Inspectorate is looking 
for people who have personal 
experience of care to become 
inspection volunteers – otherwise 
known as you!

Inspection volunteers take part in 
inspections by talking to people 
who use services, their families, 
carers and friends to get their 
views. They also make their own 
observations during inspections. 

Full training would be given to 
you. if you are interested in finding 
out more you can 

call 0345 600 9527 or email 
getinvolved@careinspectorate.com
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a personal plan. It also 
gives specific examples of 
how the plan has helped to 
improve tenants’ lives.

The video is for 
development staff who are 
new to the organisation or 
those that want refresher 
training. The aim is for 
the video to make staff 
as confident as possible 
when delivering their plans, 
to ensure it has the most 
positive effect, for all of our 
tenants. The video is not 
for our Housing with Care 
developments, as they use 
different personal plans.

Ann Love, Coordinator at 
Pollok, who starred in the 
DVD said: 

‘I took part in the creation 
of the personal plan DVD 
because I know from 
experience what a real 
difference the PP can make 
to the lives of tenants’. With 
this in mind, we wanted 
to make sure that staff 
had as much information 
as possible, in any easy 
to digest way, so they can 
deliver the plans with the 
confidence and skill we 
know they have.’

The feedback so far has 
been very positive. We 
would like to thank our staff 
who helped to make this 
video possible: Ann Love, 
Amanda Meldrum, Amanda 
Christie and Anita Lowing, 
as well as our tenants: 
Margaret Simpson and 
Thomas Wallace.

What does 2015      
hold for us? 
The Care Inspectorate is 
changing the way it carries 
out its inspections of 
providers such as Trust and 
they have been consulting 
with a variety of groups.

The changes have already 
started in child-minding 
services and we expect 
the changes to effect 
us sometime in 2015             
through to 2016.

So why are the 
changes being made?
Some of the reasons              
are about -  

• Improving experiences 
and outcomes 
for people who                
use services.

• Inspections leading to 
improvement.

• Inspectors wanting 
to spend more time 
with people who                      
use services.

• At the moment more 
information is coming 
out all the time, so we 
will give you an update 
in the next edition              
of Trust talk.

Trust inspectors
We have been told that 
there may be some 
changes to our inspectors 
and we hope to be able 
to find this out in the next 
couple of weeks.

News & Information

Staff Conference - 
Make Your Vote Count
As part of this year’s Staff Conference, we 
are holding recognition awards for individual           
staff and teams. 

We have one category that is for tenant’s 
only, this is the ‘Tenant’s Award for the Best 
Development’, this can be for a team or a 
specific staff member at a development. 

                         
Bright Future Update
Our 5-year business strategy - Bright Future - 
is now one year old and collectively we have 
made great progress over the last year… 
but there is much more to come over the              
next four years.

We have recently designed a number of key 
sub strategies that will support Bright Future 
and help us transform Trust from a very good 
organisation into an excellent one. They are:

• Asset Management Strategy
•  Customer Excellence Strategy
• Business Development & Excellence 
     Strategy
• People Strategy
•  IT Strategy

The Asset Management Strategy was 
approved by Board last year and strategy 
groups – consisting of development and office 
staff - were set up earlier this year to design 
the other four. The feedback we received 
from a wide range of staff has also been 
considered as part of the design process. The 
groups have been working away during the 
first half of 2015 and we are delighted that the 
four strategies are ready to go to Board for 
approval on the 18th June.

We will be sharing much more information 
with you about the strategies in the coming 
months and Bright Future will be a key focus 
of our Staff Conference in August.

Investing In Our 
Bright Future
Trust invests around £2.5 million each year on 
Planned Maintenance works to your homes.

This level of investment will continue in the 
years ahead as we continually maintain and, 
where feasible, upgrade our properties to 
ensure that they remain in demand, in keeping 
with our Bright Future business strategy.

investment Programme: Years 2015-2018
As we highlighted within the Winter Edition 
of Trust Talk, our investment programme is 
identified from our Stock Condition Survey  

Please fill in the enclosed form and submit by; 

12.00 noon on 
Friday 31 July 2015 

to Mary Shanley at 
MShanley@trustha.org.uk 

r by post to 
Mary Shanley, 12 New Mart Road,
Edinburgh, EH14 1RL
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which gives us an indication when building 
components need to be renewed, based            
on their condition.

From our long term plan, we have created a 3 
year Proposed Investment Programme, which 
we review on an annual basis taking into 
consideration if works are actually required 
within the timescale, and whether we have 
funding available to complete the works.

This type of work includes:

• Bathrooms 
• Kitchens
• Windows
• Heating systems
• Fire Alarms
• Warden Call systems 

We have also included the proposed 
Decoration programme for the                    
current year 2015/2016.

Informing YOU of the Proposed Programme
We have been discussing with recent 
Tenant Focus Groups the most effective 
way of informing you of the proposed                  
programme of works.

Feedback suggested that articles in Trust Talk 
would be beneficial, and also by updating 
information on our website – which may take 
longer to complete as this will require a slight 
change to our website.

Is the Programme Set in Stone?
In the following pages we have tried to give 
you information on the proposed 3 year work 
programme across the stock – however this 
may change depending on circumstances 

Whilst we will endeavor to follow this proposed 
programme, there may be situations where 
some projects have to be substituted                   
or deferred.

This can be caused by unforeseen 
emergency works required elsewhere (such 
as a lift replacement) not included within the 
programme, and can only be completed by 
rescheduling other works.

Another area that may cause works to be     
re-programmed is project costs when tendered 
may come in above the estimated budget 
allowance. In such cases we would consider 
any savings that can be made or alternatively 
re-phase the project to fit with the budget 
timescales available.

Please be assured that where feasible we will 
follow the works programme indicated.

More Information required
Your Property Officer will be able to update you 
further regarding the proposed works at your 
Annual Development Meeting, or alternatively 
give them a call to seek any further clarification.

Property Officer contacts

Archie Milligan
Property Officer West 1
Tel: 0141 227 8522
Email: AMilligan@trustha.org.uk

Lee Rodgers
Property Officer East
Tel: 0131 444 4973
Email: LRodgers@trustha.org.uk

Thomas Graham
Property Officer West 2
Tel: 0141 227 8523
Email:TGraham@trustha.org.uk

Mark Logan
Property Officer North (Temp)
Tel: 01463 712 127  
Email: MLogan@trustha.org.uk

Planned Capital Investment 
Works 2015 / 2016

Kitchen Replacement
• Brodick (Brathwic Place / Terrace)
• Brodick (Hillview Place)
• Brodick (Glen Place / Road)
• Brodick (Springbank Terrace)
• Corstorphine Kirk Loan
• Dingwall
• Fortrose
• Giffnock
• Helmsdale
• Kinlochbervie
• Netherlee
• Troon (Central Avenue)
• Whiting Bay (Fen Place)
• Whiting Bay (Montrose Terrace)

Fire Alarm Replacement 
(Communal Areas)
• Abbeyhill
• Bearsden
• Brodick (Glen Estate)
• Galashiels
• Glenluce
• Lamlash (Mackelvie Road)
• Stornoway (Lewis Street)

Window Replacement
• Bellshill (Appleyard Court)
• Blackridge
• Forfar (Kirkriggs Court)
• Langholm (Greenbank Court)

Warden Call Replacement
• Bearsden
• Darvel
• Giffnock
• Greenock (Regent Street)
• High Blantyre (Block 1)
• Pollokshaws
• Thornliebank
• Troon (Dallas Place)

Roof Replacement
• Portree, Shulishader Beag

Lift Replacement
• Kinghorn
• Stranraer
• Troon (Dallas Place)
• Wishaw

Central Heating /  Communal 
Heating Plant
• Brodick (Brathwic Place / Terrace)
• Brodick (Hillview Place)
• Brodick (Glen Place / Road)
• Brodick (Springbank Terrace)
• Corstophine Kirk Loan
• Dingwall
• Fortrose
• Giffnock
• Helmsdale
• Kinlochbervie
• Netherlee
• Troon (Central Avenue)
• Whiting Bay (Fen Place)
• Whiting Bay (Montrose Terrace)

Bathroom Replacement
• Chirnside (Phase 2)
• Corstorphine Kirk Loan             

(Partial Upgrade)
• Dowanhill
• Govan (Phase 2)
• Stranraer
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Kitchen Replacement
• Carmunnock
• East Calder
• Galashiels
• Inverness (Lower Kessoch Street)
• Lairg
• Loanhead

Fire Alarm Replacement 
(Communal Areas)
• Bellshill (Appleyard Court)
• Chirnside
• Kinghorn
• Motherwell (Ravens Court)
• Pollok (20 Lochar Crescent)
• Tobermory

Window Replacement
• Markinch 
• Winchburgh

Warden Call Replacement
• Bellshill (Appleyard Court)
• Burntisland 
• Chirnside
• Croftfoot
• Dowanhill
• High Blantyre Block 3 & 5

Roof Replacement
• Portree, Druim Na Pairc

Lift Replacement
• Croftfoot
• Motherwell (Ravens Court)
• Old Kilpatrick

Central Heating /  Communal 
Heating Plant
• Airdrie (Dunrobin Gardens)
• Brodick (Glen Estate)
• Brodick (Sheean Drive)
• Bruichladdich
• Callander (North Church Street)
• Glenluce
• Girvan
• Joppa
• Lamlash (Mackelvie Road)
• Lamlash (Shore View)
• Loanhead
• Markinch
• Stornoway (Lewis Street)

Bathroom Replacement
• Bearsden
• Darvel
• Lamlash (Arranton Place)
• Lamlash (Monmore Place)
• Nairn
• Tilicoultry

Planned Capital Investment 
Works 2016 / 2017

Planned Capital Investment 
Works 2017 / 2018

Kitchen Replacement
• Caldercruix
• Chirnside
• Darvel
• Galston
• Govan
• Greenock (Grieve Road)
• Lauder
• Pollokshaws
• Stranraer
• Stornoway (Matheson Road)
• Tillicoultry

Fire Alarm Replacement 
(Communal Areas)
• Alloa (Bedford Court)
• Ayr
• Bingham
• Callander (North Church Street)
• Chirnside
• Darvel
• Dumfries
• High Blantrye (Block 3)

Warden Call Replacement
• Blackridge
• Carmunnock
• Govan
• Hamilton
• Inverness (Lower Kessoch Street)
• Lauder

Lift Replacement
• Burnt Island
• Glenluce
• Inverness (Lower Kessoch Street)
• Markinch

Central Heating /  Communal 
Heating Plant
• Bellshill (Appleyard)
• Blackwaterfoot 
• Brodick (Glen Road / Place)
• Calton
• Hamilton
• High Blantrye (Block 1)
• Lamlash (Benlister Road / Terrace)
• Langholm (Albert Place)
• Stranraer
• Stornoway (Matheson Road)
• Whiting Bay (Fen Place)

Bathroom Replacement
• Galashiels
• Giffnock
• Thornhill
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External
• Abbeyhill
• Bishopbriggs
• Brodick (Glen Estates)
• Callandar (Buchanan Place)
• Calton
• Clydebank
• Corrie (Hillfoot Place / Corrie 

Terrace)
• Darvel
• Forfar (Kirkriggs Court)
• Glenluce
• Greenock (Regent Street)
• Greenock (Grieve Road)
• Lamlash (Arranton Place & 

Monmore Place)
• Lamlash (Hillside Terrace)
• Lamlash (Park Terrace)
• Lamlash (MacKelvie Road)
• Motherwell (Mission Place)
• Portree (Shulishader Beag)
• Stornoway (Lewis Street)
• Stornoway (Matheson Road)
• Tobermory   

Internal
(Communal Areas)
• Abbeyhill
• Alloa (West Lodge Gardens)
• Ayr
• Burntisland
• Callandar (Buchanan Place)
• Calton
• Chirnside
• Corstophine (Kirkloan)
• Dunfermline (Whitelaw Court)
• High Blantyre (Block 3)
• Islay (Port Ellen)
• Joppa
• Lamlash (MacKelvie Road)
• Lamlash (Shore View)
• Motherwell (Mission Place)
• Portree (Shulishader Beag)
• Stockbridge
• Thornliebank
• Tobermory
• Wishaw

2015 / 2016 Annual 
Cyclical Decoration

Home for You
June has seen the launch of our new Joint 
Allocations Policy between Trust, Bield and 
Hanover which coincides with the launch of 
Home for You, the new joint allocations forms 
and website. The three associations have been 
working together on allocations for a number of 
years with Home for You replacing the current 
SHOP application forms and website from 
Monday 15th June 2015. The main aim is to 
make it easier for our applicants to register and 
reduce confusion with the allocation process.

Many of the changes have been brought 
about to ensure compliance with the updated 
legislation held within the Housing (Scotland) 
Act 2014. The biggest applicant change in the 
new system will be to the points system used 
for determining applicant need. Previously 
each association used a different scoring 
system but now all three landlords will use 
the same one, reducing applicant confusion 
and allowing one point scoring to be used                                        
for the three Associations. 

The way we manage our internal and external 
transfer applications has now changed. 
Applicants will now be required to complete the 
full Home for You application form. If you are a 
current transfer applicant we will write to you 
to provide a copy of the new application form 
for you to complete and return to us, should 
you wish to continue to be considered for any 
transfer opportunities. Following receipt of your 
new application you will be processed onto our 
new system and considered for any suitable 
vacancy with other applicants. 

The new website will allow applicants to 
register interest directly, it is anticipated 
that this will reduce the cost of issuing the 
application forms and allow a more flexible 
method for applicants to submit their interest.  
For the first time the new system will also 
allow staff to view previous allocations to a 
development giving them extra information to 
share with potential clients when discussing 
housing options. 

www.homeforyou.org.uk

 

Full training has been provided to staff ahead 
of the launch of the system with sessions being 
run prior to the launch. Home for You has a 
brand new website which includes the ability to 
send automated letters to applicants as well as 
automated emails out to staff. 

Should you have any questions about Home 
for You please contact the Allocations team on 
0131 444 1200.
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Farewells

Goodbye to Betty
Betty Fowler, the coordinator at Callander 
retired on Friday 8th May 2015  after 4  
years working with Trust. On Thursday 7th  
May Tenants put on a surprise tea party for 
Betty who was inundated with gifts, cards, 
flowers and best wishes from tenants,  
families and carers. 

We want to wish Betty from Callander all the 
best for her retirement. As well as welcoming 
Helen Fay, our new coordinator.

Helen and Betty

Farewell Janette
Janette started her career with Kirk Care on 
24th May 1995, throughout her 21 years she 
has been a driving force within Trust. Nothing 
ever bothered her; she was the person who 
was constantly asked to “pilot” new paper 
work and draft procedures, to name but a 
few tasks she undertook. Her passion and 
commitment to her tenants never faltered, she 
always put tenants first, going that extra mile 
and not giving up until her tenants were happy. 
Janette was also involved in the Development 
Based Staff Association and made many life 
long friends during this time. Janette is always 
full of fun and laughter, her husband Phil will 
now be able to spend more time with this 
wonderful lady.

Everyone at Trust wishes you all the best in 
your retirement and would like to thank you for 
your loyalty and hard work over the 21 years, 
it’s your time now, get out there and have fun.

 

Farewells

Your Thoughts
Oh retirement time has come at last

Wish it hadn’t come as fast

And though indeed I need the rest

This will be my biggest test

I knew one day it would come soon

But it’s like looking at the moon 

So far away and yet so near 

Now all of a sudden it is here

Tenants Answer
Don’t be sad to leave us all

It doesn’t have to be last call

Come and see us – have some tea

Show us how happy you can be

We’ll miss our cook and chicken dippers

And our special Mrs Clippers

But now your time has come to rest

So Hazel, do what you do best

And enjoy!

 

Au revoir Frances
Last summer, we had a super send off for our relief co-
ordinator Frances Hamilton. Frances worked 8 years at 
Galashiels doing shift cover, 4 at Chirnside and went on to 
do relief cover for both places and also Lauder.

To show their appreciation, staff had a wee party where 
Frances was presented with flowers, cards and gifts, 
although she will be missed, she still keeps in touch and 
shall be popping in for a cuppa!

Domestic, Jaquie White will be stepping into Frances`s 
shoes and providing relief cover as and when 
required, working alongside co-ordinator Wendy 
Murray, whom has been providing training for this role.                                   
Happy Retirement Frances! 

Cheerio to Hazel
Hazel Parker has retired from her post after 12 years 
service at Trust. Hazel was the cook at Ashgrove Court 
for the last 6 years and previously worked as an SHW 
for 6 years. Hazel will be sadly missed by all her work 
colleagues and tenants alike. Hazel was presented with 
a going away gift from the tenants on a tearful farewell 
get together. Staff also presented Hazel with a retirement 
gift on a more rowdy night out!! Hazel was also given 
a retirement cheque from Trust and she would like to 
express her sincere thanks for this.

At her farewell get together a tenant composed and 
read out a poem to Hazel. All the very best from all 
of the tenants at Ashgrove Court. Have a wonderful                        
well deserved retirement…

Wendy Murray, Frances Hamilton & Jaquie White

Queen B (Bea Cumming)
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Our New CEO
Name: 
Rhona McLeod

When did you start with Trust?
On the 4 of May this year.

What have been your first 
impressions of Trust? 
That we have a warm and caring organisation, 
truly focussed on the needs of our tenants 
and on doing our best to do a terrific job in 
looking after them.

 So far, I have visited one development per 
week, which still leaves me a lot to do. I’ve 
also attended two focus groups and one of 
the Customer Panel meetings. 

I have also found that great work has been 
done on developing Trust’s Bright Future 
strategy – and that demonstrates to me very 
clearly the huge ambition we have for the 
future and we have the talent and capability 
to continue to provide excellent homes and 
services to our tenants. I look forward to  
updating our tenants in the future. 

What is your favourite part of the job?
It is early days yet, but I have really enjoyed 
the opportunity to visit our developments, 
meet customers and staff, and learn about the 
work we do. Another important aspect of my 
role is to represent Trust externally, and I enjoy 
the opportunity to build productive working 
relationships with organisations we work 
closely with in the sector and with members 
of the Scottish Government. I am sure there is 
more we can do to promote Trust as an  
organisation, with colleagues in health, in 
social care and indeed more widely, and I am 
keen to play a very active role in that.

What do you like to do in 
your spare time?
In the past year I have moved back home 
to Scotland after living for many years in the 
south east of England. Now I really appreciate 
being close to family and friends and having 
time to spend with them. I also have a horse 
and three dogs – so at weekends I can often 
be found outdoors!

Tell us an interesting fact about you?
I love adventure travel – I have crossed the 
Andes on horseback, swam with piranhas 
in the Amazon jungle and viewed all of the 
African big five game, from the back of                        
very brave horses!

What do you look forward to?
Moving house – I am in the process of buying 
a traditional old sandstone home in Stirling, 
the town of my birth. And perhaps more 
importantly, I look forward to continuing to 
enjoy my new job in the great organisation                          
that is Trust.

Get to know…

Get to know a            
Board Member…
Name: 
Edward Macaulay-Davidson.

When did you join the Board? 
Three years or so ago, I was approached to 
join the board by our previous CEO, Bob.

What do you do when you’re not being a 
Board Member?
Work with our deaf community as a freelance 
consultant in my retirement.

What is your favourite part of the Board 
Member role? 
Being a tenant board member, which means 
living on the front line and passing on my 
years of experience with Trust, and percolating 
that experience back to the Board.

What do you like to do in your spare 
time? 
I am currently writing a biography of my
Travels through, Europe, Africa and the USA.

What would you put into room 101? 
The academic letters that should follow my 
surname such as MICH. HCIMA. MCFA. CG. I 
find they are just as long as my official  
surname and now never use them.

What’s the first record you ever bought?
Tommy Steels, Little White Bull, Back                       
in the late 1950’s!!

What’s your most embarrassing CD?
I don’t think I have one. Although,               
co-ordinator, Lilian Preston may tell you                        
something different!

What’s the last album you bought? 
IL Divo, classical Italian.

If you were a superhero, what would your 
super powers be? 
I would wave a magic wand over the world’s 
deaf and deaf blind people and let them hear 
and see all the wonderful sights and sounds 
that I experience.

What do you consider your greatest 
achievement? 
Escaping the war torn Central Congo in Africa, 
with my life in tact. You gotta read the book!

What do you think makes Trust great? 
A great and understanding Board of directors, 
a magnitude of our well meaning staff, all 
coupled with putting tenants first. 
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New Kitchens 
Tenant’s in Fen Place and Montrose 
Terrace at Whiting Bay and also in 
Brathwic, Hillview and Springbank 
at Brodick had new kitchens 
fitted during April and May. Each 
tenant chose from a range of unit, 
and worktop styles and colours, 
and also from a range of non-
slip floor coverings. They then 
met with our surveyor to plan the 
layout of their new kitchen on                                        
the surveyor’s computer.   

New Fire Alarm 
Systems 
Tenant’s at the sheltered 
developments at MacKelvie Road 
and Glen Estate met on 8th June 
to discuss the upgrade to our fire 
detection systems, which will take 
place during June and July. The 
new system’s fire panel will identify 
the location of the detector that has 
triggered an alarm. This will therefore 
be known to the Fire Service as soon 
as they enter the building, and to our 
alarm receiving Centre when they 
call out the Fire Service. The new 
detectors, which will be installed in 
each flat and throughout the common 
areas, are more sophisticated than 
the ones that they replaced. They 
check for both heat and smoke, and 
can distinguish between real fires 
and burnt toast or cigarette smoke, 
so reducing false alarms. We are 
fitting visual alarms, to supplement 
the audible ones, for all tenants              
who require them.
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Benefit Changes 
After several delays, the introduction of Universal 
Credit began in North Ayrshire in April.  For 
now, this affects only single people who are in 
good health making new unemployment claims. 
People receiving Universal Credit will not 
be eligible for Housing Benefit, Job Seeker’s 
Allowance or Working Tax Credit, but will instead 
receive a single Universal Credit payment. It 
will be harder to have the housing costs part 
of Universal Credit paid directly to Isle of Arran 
Homes. The government expects people to 
budget so as to pay their landlord themselves, 
unless there is good reason why this cannot 
be done. Please contact Neil Wilkinson at the 
Lamlash office to discuss rent payments if you 
are claiming Universal Credit.  
Care Inspectorate 
Inspection 
As mentioned earlier in this edition, in May, 
the Care Inspectorate carried out a formal 
inspection of our sheltered developments in 
Brodick and Lamlash. An inspector spent 
the best part of two days talking to tenants, 
individually and in a group, talking to staff and 
inspecting documents. We were graded on all 
three assessed ‘Quality Themes’ (‘Quality of 
Care and Support,‘ Quality of Staff’ and ‘Quality 
of Management’) as ‘very good,’ or 5 points out 
of a maximum of 6.  

These ‘Quality Themes’ are each comprised of 
two ‘Quality Statements.’  We were graded at 6 
‘excellent’ in three of the six quality statements, 
and 5 in the other three. These grades reflect 
the hard work and professionalism of our 
sheltered staff and volunteers. We will strive to 
further improve our sheltered service to tenants 
in the coming year.
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CLEANER WANTED

We are seeking a cleaner to cover 
cleaners’ annual leave at our two 
sheltered developments and our office. 
Please contact the office if you would 
like further information.

Lamlash Office
The main Isle of Arran Homes telephone 
number remains, as it always has been 

01770 303 700 

This is answered at head office in Edinburgh, 
and the switchboard there can put your call 
to whoever can best help, including Housing 
& Property Officer, Neil Wilkinson. Outside 
office hours, the answerphone gives details 
of how to get in touch for emergencies. 
Sheltered and Amenity tenants should, 
though, pull their alarm cord if they need to 
get in touch out of office hours, as this will get                                  
the swiftest response.

The sole Isle of Arran Homes postal 
address is:

Isle of Arran Homes, 12 New Mart Road, 
Edinburgh, EH14 1RL. 

Any correspondence for Neil Wilkinson is 
scanned and emailed back to him. Please 
do not write to us at the North Ayrshire Local 
Office in Lamlash, as dealing with our mail is 
not part of the role of Council staff there.

Neil is available to meet any tenant or 
applicant for housing at the North Ayrshire 
Local Office on: 

Wednesday mornings, from 9 am to 1pm. 

He is also happy to meet people there at 
other times by appointment.  

We still await the installation of the new 
computer and phone lines that will allow 
Neil and Care & Repair Officer Christine 
MacDonald to occupy the Lamlash office as 
their main work place. 

Contributions 
Welcome
We would welcome any articles about 
your home, your village or any housing 
or social issues that tenants might write 
for future editions of Arran Pages. Please                           
send any articles to 

Stacey Williamson at 12 New Mart Road



Review of the Outings 
and Trips Policy
The main objective of the Outings 
and Trips Policy is to provide tenants 
with the opportunity to maintain their 
independence and remain socially 
active by way of participating in 
organised outings and events and 
to ensure that the health and safety 
of tenants participating in such 
events is a paramount consideration                           
at all times.

Outings and Trips Policy          
(Staffed Developments)

The Outings and Trips policy has 
recently been reviewed and it 
was discussed at the focus group 
meetings held in May. Tenants who 
attended were happy with the policy 
and they did not feel that anything 
was missed. Tenants felt a checklist 
when a trip is being organised 
is helpful and they understood 
why staff could not attend a trip 
organised by a Registered Tenants 
Organisation (RTO) or Tenant Group 
if the Association’s Guidance                     
is not followed.
A summary of the Policy and 
changes are to the right and if you 
would like a copy of the updated 
Policy then please ask a staff 
member or get in touch with Head 
Office and we will be happy to 
provide you with this. 

Policies & Procedures 

Events organised by Trust 
Staff will attend to ensure the smooth 
running of the event and health and safety 
considerations are satisfied. There are a set 
number of additional “social” hours (currently 
35) each financial year to allow staff to attend 
such events and staff will ensure the well 
being of the group as a whole, however they 
cannot provide individual assistance – if this 
is required a carer or family member could 
attend to provide this. A minimum of 2 staff 
must attend and a risk assessment will be 
carried out to ensure the safe organisation of 
any trip, outing or event. Developments may 
also wish to consider going on trips together 
to make best use of the staff time available. 
The Risk Assessment will cover general 
principles including:

Transport -

• Only reputable companies should 
be considered and the trip organiser 
must ensure the operator can provide 
documentation to ensure the vehicle is 
road worthy;

• The person employed by the Operator 
must hold a valid PVC Licence and

• They should be PVG (Disclosure) checked.
Venue and Facilities – 

What Factors Must be Considered?
• Parking/Drop off Point;
• Accessibility;
• Wheelchair Policy;
• Hearing loop facilities and
• Welfare Facilities.
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Events Organised by RTOs                      
or Tenant Groups

The RTO or Tenant Group is accountable 
for ensuring that all necessary safety and 
documentation checks have been completed 
and staff can provide advice and support 
when requested. It is recommended that the 
Trip Organiser follows Trust’s procedures and 
obtains their own advice on any concerns 
they may have. If tenants choose not to follow 
the recommended procedures and advice 
then staff cannot attend the outing or trip. 
Also, if the 35 social hours have been used up 
then extra hours can be “bought” from Trust. 
Tenants can obtain more information about 
this from their Coordinator.

The Main Changes to the Policy

The Policy has now been split into events 
organised by Trust and those organised by 
RTOs and Tenant Groups. In addition, we 
no longer have a database for approved 
transport companies, we now seek 
documentation from the transport provider 
and detail is provided on the factors that must 
be taken into account when considering the 
suitability of the venue and facilities.

Guest Room Policy
The recently reviewed Guest Room Policy is 
now available in your development. Please 
ask a staff member if you wish for a copy.

Below is a summary of the changes: 

• It is now a guest’s responsibility to confirm 
booking 7 days prior to date of stay.

• Guest Room vacation has changed from 
10am till 12 noon

• Guest Room entry has changed from 12 
noon to 3pm

• All bookings of more than 2 weeks require 
approval by a Service Manager

• No one under the age of 18 will be able to 
book a guest room unless accompanied 
by and adult, previously it was 16 

• Anyone staying in a guest rooms must be 
able to physically vacate the building on 
activation of the Fire Alarm

If you have any questions in relation to the 
policy, please do not hesitate to contact 
Elspeth Ward, Service Manager on:  
0131 444 4961. 

We would like to thank tenants from Lauder 
and Markinch who participated in the review 
of this, your input was invaluable.
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Master Key Procedure
The Master Key Procedure was also 
reviewed recently and discussed 
at the focus group meetings held 
in May. Tenants who attended the 
meetings were looking for clearer 
guidance on parcels being delivered 
when they were out and whether 
staff can keep these in the office until 
they return. Tenants were satisfied 
with how the use of the master key 
is monitored and thought it was 
acceptable, in very exceptional 
circumstances, where a tenant has 
no one to support them in hospital 
that staff are permitted to use the 
master key to enter the property to 
collect belongings for the tenant to 
be collected by another individual. 
Generally, feedback was good and 
tenants felt the Procedure covered 
all the relevant areas.

A summary of the Procedure and 
changes are below, if you would like 
a copy of the updated Procedure 
then please ask a staff member 
who will be happy to provide                       
you with this. 

Summary of the Procedure

The purpose of the master key 
procedure is to allow staff access 
to Trust properties to deal with 
possible emergencies which may 
affect the safety of tenants and 
security of Trust’s Property, however 
tenants, their family and carers 
must be confident their privacy 
is respected and the master key                                  
is used appropriately.

Policies & Procedures 
There are only a number of occasions 
when staff can use the master key and 
these are listed below:

• The emergency call system has been 
activated and there is no response                          
from the tenant;

• The emergency call system has been 
activated and the tenant is unable                 
to give access;

• The tenant is at home and the staff member 
on duty is concerned they may be in                 
need of assistance;

• The tenant is away from home and there is 
an emergency or dangerous situation e.g. 
fire or flood;

• The tenant is away and emergency repairs 
require to be carried out.

There are some other Very Exceptional 
Circumstances when the Master Key can 
also be used:

• Tenant could be at risk if they answer the 
door – if this is the case we will carry out a 
risk assessment and permission must be 
received from the tenant;

• Tenant gives prior permission for staff 
member to allow tradesmen or family 
access to their home and tenant may give 
permission for a viewing to take place by a 
prospective tenant. 
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The Master Key cannot be used for the 
following situations:

• Knocking and Entering to access a tenant’s 
home in non emergency situations;

• Routine situations  
e.g. parcels being left for tenants;

• Regular Domestic Support Tasks  
e.g. very sheltered cleaning; 

• To give relatives access when a tenant is in 
hospital to collect belongings.

How do we Ensure Staff Follow                     
the Procedure?

• Staff record when they have Used the 
Master key;

• If the tenant is not at home we will leave a 
notice advising staff were in the property 
and why;

• If the tenant is at home we will record in 
the tenant record;

• A log is kept of the dates and times 
the master key is used in flats                                
and the reasons;

• This is reviewed by Service Managers at 
Quality Assurance Visits.

Main Changes to the Policy

• If a tenant is out when a parcel is to 
be delivered then staff are permitted 
to store the parcel in the office if no 
other arrangements can be made                                    
by the tenant.

• If a tenant is not available Monday to 
Friday for very sheltered cleaning then 
other arrangements must be made when 
the tenant is at home;

• Staff must always leave a copy of the 
Notice in a tenant’s home when they 
have entered the property and a tenant                            
is not at home;

• Any other very exceptional cases not 
covered in the procedure can now be 
approved by the Service Manager and 
in their absence it would be the Housing 
Operations Manager

• Finally, tenants can be assured that the 
master key is stored securely within the 
key box at the development. When staff 
are not on duty, and if access is needed 
into a tenant’s flat by the emergency 
services, as the tenant cannot open their 
door, then access to the key box will be 
given by the Alarm Receiving Centre.
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Eton Mess

Ingredients
• 500g/1lb 2oz  strawberries,  

hulls removed

• 400ml/14fl oz  double cream

• 3 x 7.5cm/3in ready-made  
meringue nests, crushed

• 1 tbsp ginger cordial (optional)

• sprigs of fresh mint, to garnish

Method
1. Purée half the strawberries in a blender. Chop 

the remaining strawberries, reserving four for 
decoration.

2. Whip the double cream until stiff peaks form, 
then fold in the strawberry purée and crushed 
meringue. Fold in the chopped strawberries 
and ginger cordial, if using. 

3. Spoon equal amounts of the mixture into four 
cold wine glasses. Serve garnished with the 
remaining strawberries and a sprig of mint.
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Complete the crossword 
by 22nd August 2015 
and you could win £20 
worth of high street 
vouchers of your choice. 

Return completed 
crosswords to Stacey 
Williamson at Trust 
Housing Association, 
12 New Mart Road, 
Edinburgh EH14 1RL.

Congratulations to Mr 
Louis Jones from  
Calton, who won the  
last crossword 
competition and £20 
worth of vouchers. 

Crossword
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9 10

11 12 13
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15 16

17

18 19 20

21 22

Across
7 - Winged child (6)

8 - Officially cancel (6)

9 - Soon; shortly (4)

10 - Urging on (8)

11 - Where you go to catch a flight (7)

13 - Warhorse (5)

15 - Decorate (5)

16 - Statement of commemoration (7)

18 - Very intense (of pain) (8)

19 - Liquefy (4)

21 - Bangle worn at the top of the foot (6)

22 - Declares invalid (6)

Down
1 - At what time (4)

2 - Party lanterns (anag) (13)

3 - Vague and uncertain (7)

4 - Fish basket (5)

5 - Exaggeration (13)

6 - Superficial (4-4)

12 - Habitually lazy (8)

14 - Witty saying (7)

17 - Next after fourth (5)

20 - Gentle accent (4)



Sudoku

Sudoku

Test your numerical skills and have a go at Sudoku. 
This one’s just for fun. 
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7 9 6 2 4
9 1 2

1 8 5 3 6
5 4 7 9 1

8
4 3 2 1 7

9 2 4 8 5
6 3 8

8 6 9 5 1
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