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I n this edition. . . .
• Outcome of Rent Survey

• Launch of Universal Credit and 
who it affects

• Antisocial Behaviour Services

• Kelso Neighbourhood Pilot 
outcomes

• What’s on Site

• SBHA HomeChoice Facebook 
Launch

• Post Office Local

Sonia, pictured with baby 
Alexandra moving into their 
rst  o e in e so
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In December last year we asked you about our proposed rent increase of 4% 
through this Newsletter’s Tear  and Te  s   e a so p oned o er  Ten-
ants  ere s at ou said 

“ ust ad ne  eaters put in ic  as e ped a ot

ea  i e o e and i e sta in  ere

ood a ue or one  or ouse

7 6 %  told us the 
rent increa se 

w a s a b out rig ht 
or too low

“ e era  Tenants 
commented that 
it as ood to e 
as ed t eir ie s and 
a e so eone ta e 

the time to phone 
and isten to t eir 
opinions

9 2 %  f elt y ou g ot V a lue f or 
M oney

app  it  t e ser ice  an  pro e s  ust co e out and es it

ou pa  a ot ore it  ot er oca  and ords

ea  appreciate  ne  s o er and itc en

i ed in pri ate rent sector and t is is one o
t e est rent e e s and a orda e

R ent levels -  R ent levels -  R ent levels -  
Tenants influence our priorities and decisions:Tenants influence our priorities and decisions:Tenants influence our priorities and decisions:

9 2 . 2 %  ha d rea d 

our N ew sletter 

a rticle on R ents

Y ou sa id:
You told us in the Tear off and Tell and phone Survey that you 
wanted us to focus on these top two priorities:

• a in  o es c eaper to eat  and

• e  itc ens and at roo s

W e did:
This financial year, we will be spending £5.7 million on Tenants’ 
homes (i.e. kitchens and bathrooms), and a further £2.6 million to 
make homes easier and more affordable to heat.

Dorothy Marsh, 
Finance Assistant 
(pictured) was one 
of the team of Staff 
who spoke to Tenants 
to ask them about 
their rents, she says: 

Carly Stewart, 
Director of Finance 
and Corporate 
er ices
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Who it affects and what you need to do now ...

Universal Credit is a new type of financial support for people of 
working age who are looking for work or are on a low income.  
It was introduced in the Scottish Borders in April 2015 for single 
people newly claiming out of work benefit. 

Universal Credit will be a single payment for working age people 
and will replace Income Support, income based Jobseeker’s 
Allowance, income related Employment and Support Allowance, 
Housing Benefit, Tax Credits and Budgeting Loans.

It is anticipated that all claims for Universal Credit will be made 
online. 

We know that many of you will be worried about these changes 
and how it may affect you, so please contact our Welfare 
Benefits Officer now on 01750 724444 to discuss your 
circumstances.  

Go to w w w . g ov. uk / universa lecredit to make a claim.  
This needs to be done in one sitting so please have all your 
information, (see opposite) with you when you begin your 
claim.

National 
Insurance 
Number

Your email 
address

Your 
Address

Your 
Landlord’s 
address

Details of any 
savings you have

Your Bank 
Account details

Your 
phone 
number

How much 
rent you are 
paying

Any salary or 
other income liste

n
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We’ve phoned Tenants who have experienced anti-social 
behaviour where cases were concluded, and listened to 
their views.  They have told us our Staff are “helpful and 
very supportive” in sometimes, difficult times.

We’ve put into practice your views and are pleased you 
found our service invaluable.

The team have also been working with Scottish Borders 
Tenants Organisation who have reviewed and set local 
target times to resolve cases.  We aim to support and 
resolve cases within 6 months but, if we have to take 
enforcement or legal action, the target for resolution is 
12 months.  

Anyone experiencing anti-social  behaviour should contact 
us, it is confidential, on  01750 724451 or email us at: 

asb@sbha.org.uk

A ntisocia l Beha viour -  Tenants influencin
decision a in

  

  

Registered as a Scottish Charity—No. SC030751 

SBHA believes that everyone has a right to enjoy 

living in their homes and we are committed to 

tackling antisocial behaviour to keep our 

communities safe.   
 
 

Are you experiencing Antisocial 
Behaviour? 

 

We can help!   
 

Contact us for action and support. 
 

Call us now on: 

0845 521 1854 or 01750 724451 
or 

email asb@sbha.org.uk 
or 

Visit your local SBHA Office 

  L a unch of  U niversa l Credit
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In June last year SBHA launched a new way 
of working and a pilot “Community Team” was 
formed in Kelso.  

The aim of the Team was to work more closely 
with Tenants to enhance ownership and  
develop a sense of pride within the community, 
and to solve neighbourhood issues.  

The Community Team includes more estate 
walkabouts with Tenants to identify issues and 
agree solutions.  

“ or in  c ose  as a tea  as e ped ot  o  
us to understand our tenants  needs ore and 
we have a greater involvement with individual 
tenants   

ur satis action in our o n o s as i pro ed 
as e can ans er ueries ro  tenants and 
pro ide in or ation accurate  and uic   

or in  to et er it  Tenants a so eans our 
no ed e o  eac  ot ers o s as increased 

so our s i s a e een roadened

  Ke lso Community  Tea m P ilot

Works completed at
Rutherford Square, Kelso. 

Angela Sulo (left) Chairperson of Scottish 
Borders Tenants Organisation visited the 
completed works at Rutherford Square, 
Kelso, she comments:

it s ar e ous   can t e ie e t e 
di erence  t e flats are antastic no

ictured: ousin  cer e en u an 
and aintenance cer ere  i son



Andrew and Sheila Douglas 
(pictured left) have been SBHA 
Tenants for 3 years. 

On an estate walkabout, they 
had mentioned problems with the location of the 
wheelie bins for their block of flats.  

The Community Team arranged for the bins to be 
relocated. They found the workmen very polite 
and the job was completed on time.

F eedb a ck  f rom over 5 00 Ke lso Tena nts on 
the Community  Tea m P ilot ha s b een p ositive  
“Having the Team out and about in the neighbourhood 
makes them easier to contact.  They provide a friendly, 
approachable service and issues are dealt with quickly.” 

72% of Tenants are satisfied with SBHA’s management of their 
neighbourhood, an increase of 9% when compared to feedback 
received in 2013.

Sonia (pictured right), 
her partner Craig and 
baby Alexandra moved 
to their new home in 
February.  Sonia says:

 a  er  app  
it  s ser ice 

and find it affordable, 
reliable and am 
er  i pressed it  

t e repairs ser ice   
With regard to the 
o unit  Tea    

feel comfortable knowing who to contact with 
an  pro e s
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Lesley Wilson from Hillbank Terrace, Kelso (left) said 
“The Community Team are friendly and approachable, 
eas  to contact  and she has no complaints.
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Kelso Tenants 
satisfaction up by 17% 

- Tenants who agree that 
SBHA cares

Kelso Tenants 
who agree SBHA are 

creating great places to 
live - satisfaction up    

by 16%

  Ke lso Tena nts H a p p ier w ith our Services

L a unch of  nex t N eig hb ourhood M odel -
in L a ng lee,  G a la shiels
Introducing Roger Postle, Housing Officer and Suzi 
Litster, Maintenance Officer who are the “Community 
Team” who will be working closely with  the Langlee 
Residents Association and Tenants in the Langlee 
area of Galashiels.

They added “ e e a read  ot so e ideas and i  
e istenin  and ta in  to Tenants a out at t e  
ant
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O ur W ra p - up  W a rm P roj ects
ma k ing  y our homes chea p er to rent

£ 2 0 £ 12
£ 8 sa ving s 
p er w eek

At Myreslaw Court, Hawick (left) where 
external wall insulation works were 
completed last year, some Tenants noted 
an £8 weekly savings on their winter 
energy bills and at Langlee, Galashiels 
(below) where external works have been 
completed.

W ha t’ s on Site

SBH A  is sp ending  over £ 6 00, 000 on ex terna l 
p a inting  of  y our homes this y ea r.

Mr George 
Hamilton from 
Innerleithen, 
said:  er  
happy with the 
external painting 

or  t at as 
een carried out

W a rm H omes 
D iscount Scheme –
Eligible Tenants can get up to 
£140 off electricity bills.  

Phone Home Energy Scotland’s 
friendly advisers for advice on 
0808 808 2 2 82 .
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Ke lso ~
73 External painting
77 KitchensH a w ick  ~

49 Kitchens
131 Bathrooms

48 External Painting
Stonefield - 44 New build homes 
and 3 blocks of refurbished flats

Deanfield - 8 newbuild homes.

G a la shiels ~
110 Bathrooms

J edb urg h ~
18 Kitchens
98 External Painting

I nnerleithen ~
28 Kitchens & Bathrooms

Bordersw ide ~
300 Replacement Doors

300  New Heating

  30 External Wall Insulation 
- Wrap up Warm

296 Door Entry Systems

Selk irk  ~
91 Kitchens

E a rlston ~
14 Kitchens

St Bosw ells ~
122 External Painting
126 Kitchens

N ew tow n St Bosw ells ~
142 External painting

L a uder a nd M elrose ~
4 Kitchens

P eeb les ~
21 Kitchens

Work has started at Deanfield, 
Hawick and is scheduled to be 
complete by January 2016.

Regeneration of Stonefield, Hawick. 
Work started on 2nd March 2015 
providing 27 refurbished flats and 
44 affordable family semi-detached 
and 4-in-a-block  new build homes.

W ha t’ s on Site
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SBHA HomeChoice is a “Choice Based Lettings” scheme which offers people who want to 
rent a property more choice over the type of home and area they live in.  You can now also 
find us on Facebook.

Properties available for rent are advertised on line at w w w . sb ha homechoice. org . uk , 
in the Southern Reporter every Thursday and in all SBHA offices.  You must register with 
SBHA Homechoice first, and once you have received confirmation that your application has 
been registered, you can then bid for properties on line or by using the automated bid line 
on 084 5  87 3 6 4 6 4 .  

Properties available are advertised from 12 noon every Monday.

The new service includes more advanced searching that 
allows you to filter matches by location, home features, local 
amenities and urgency and also includes a new  Multiswap 
feature, which enables you to build chain swaps at the click 
of a button.

Over the next few weeks HomeSwapper have extended their 
customer services hours so that they are on hand to help with 
any enquiries you have.

Simply register online at www.homeswapper.co.uk and 
HomeSwapper will help you to search for suitable properties 
and people interested in exchanging homes with you. Once 
you have found someone to exchange with, contact your 
Local Housing Officer and they will help you through the 
Mutual Exchange application process. 

To f ind out more a b out H omeSw a p p er
g o to w w w . homesw a p p er. co. uk  or 
conta ct y our L oca l H ousing  O f f icer.

A  b ra nd new  H omesw a p p er ha s b een la unched

F ree
to SBHA Tenants 
if you are looking 

for a mutual 
exchange, you can 
use Homeswapper 
to find a suitable 

exchange. 
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SBH A  H omeChoice is now  on F a ceb ook
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A massive thank you to all the Tenants who nominated 
Staff for a Stars Awards.  The winners were:

Walter Grieve, Electrician; Malcolm Kerr, Joiner; 
Derek Riddell, Plumber; Kelso Community Team; and 
overall winners - The Rutherford Square Team.

If you feel any member of SBHA Staff deserves a 
nomination, contact any local office and ask for a 
Stars Award form or download from our website on 
www.sbha.org.uk.

Registered as a Scottish Charity No. SC030751 

Dear Tenant, 
We would very much appreciate it if you 
could take a few moments to check your name, 
address and telephone number below and 
complete the questionnaire printed overleaf.  Your 
feedback is important to us, enabling us to continually 

improve the quality of service provided for Tenants.  If you would like to 

make any further comments after each question, then please feel free to 

do so and you may also wish to make some further suggestions for 

consideration in the box provided overleaf. SBHA Stars Awards and Recognition Scheme 
SBHA now runs an annual Awards Scheme for staff which recognises 

positive attitudes, delivers good customer care and service delivery to our 

Tenants and customers.  We value nominations made by our Tenants, 

therefore if you would like to make a nomination, please fill in the box 

below with a small explanation as to why. Please return your form in the pre-paid envelope provided, and to thank 

you for taking the time to fill it in, all returns will be entered into a monthly 

prize draw where you could win a store voucher of your choice to the 

value of £25. 
If you require any further information on SBHA’s Planned Maintenance 

Programme, please call 01750 724444.   

Please complete the Tenant Satisfaction Survey Form overleaf and return in the pre-paid envelope 

Kind regards, 
The Technical Services Team 

“Created by tenants for tenants” 

To be completed by Tradesperson: Job Reference   ................................................................................  
Operative Name  .............................................................................    

Description of Job  ...........................................................................    
 .............................................................................................  

 .............................................................................................  
To be completed by Tenant: Tenant’s Name  ...................................................................................  

Address ............................................................................................. 
........................................................................................................... 

...............................................................Post Code .......................... 
Contact Tel No. ................................................................................. 

 
 
 
Please tick one of the following:-  Exceptional Customer Service  Quality of work and attention to detail  Brightens up the day for Tenants  Pulled out all the stops to deliver Name of Staff  Member nominated: ............................................................................................................................................

   
and the reason I have nominated is because: ........................................................................................................................... 

........................................................................................................................................................................................................ 

........................................................................................................................................................................................................ 

........................................................................................................................................................................................................ 

Tenant’s 
Signature................................................................................ 

 

SBHA STAFF AWARD & 

RECOGNITION SCHEME   

2015 

Nomination Form 

Name of Person being Nominated:   

Nomination Category:   

S T A R S  N O M I N A T I O N  

F O R M  

In no more than 100 words, please state why you are nominating this person. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

NAME OF PERSON NOMINATING: 

 .................
..................

..................
..................

................. 
 

IF AN SBHA TENANT/ SUPPLIER PLEASE ALSO ADD 

YOUR ADDRESS: 

 
 
 
 
TEL:  

oto ro  e t  au  oster and i  innie  
 ieran or es   pprentice  and i  

a rie  orders o e e

Kieran Forbes from Denholm (second right), 
has successfully secured an apprenticeship 
with SBHA working for 1 year to help 
implement the Association’s new Customer 
Relationship Management (CRM) system. 

This software will help Staff 
answer a range of Tenants’ 
enquiries whether they are in 
or outside the office, getting 
the information to our Tenants 
right first time.

The apprenticeship is part of 
SBHA’s strategy to increase 
job and training opportunities 
for young people, the 
Association having provided 15 
work placements for Scottish 
Borders College students and 
4 young people from local 

schools in the last year.  Kieran comments:

R ig ht A nsw ers,  F irst Time f or Tena nts

ter sc oo   did a ear at orders 
College and completed an NC in 

i ita  edia   T is apprentices ip 
will help me get my Level 2 in 
usiness d inistration    as a 
it ner ous a out t e inter ie  and 

tests  ut  p eased  as pic ed

O ver 2 00 Tena nts N omina ted Sta f f
f or Sta rs A w a rds
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Scottish Borders CouncilScottish Borders CouncilScottish Borders Council
Customer Services Customer Services Customer Services 

Tel: 0300 100 1800Tel: 0300 100 1800Tel: 0300 100 1800

L eg ionella
In your home, the 
chance of Legionnaires 
disease arising from 
the water is extremely 
rare.  But to keep 
Legionella and other 

forms of bacteria away, here’s some 
common sense advice:
• If you’ve been away for a while, 

run the taps when you return, 
especially before drinking from 
them.

• Don’t let your shower-head 
clog up with “gunk”!  Regularly 
screw it off and bleach it.
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Thistle H ome
Contents I nsura nce
SBHA does not insure your furniture, 
belongings or decorations against theft, 
fire, vandalism and burst pipes and other 
household risks.  You need to take out your 
own insurance.  The scheme is open to all 

tenants and residents.

P a y ment of  the p remium
You will need to decide how you would like to pay the 
premium.  The options available are:
• Fortnightly or Monthly by cash, using a swipe card at 

any Post Office or any Payzone Outlet.
• Monthly by Direct Debit.
• Annually by cheques, Postal Order or Debit/Credit Card.
For a Thistle Contents Insurance Prospectus and Application 
Form, telephone: 01750 724444.  Alternatively, telephone 
the Helpline: 0845 601 7007 or 01628 586187 from a 
mobile (it may be cheaper).

T E N A N T  R I S K S

A special home contents 
insurance service for 

Scotland’s tenants

Lo-call 0845 601 7007
�(or it may be cheaper to call 01628 586 187 from a mobile)�

Email: tenantscontents@jltgroup.com

Some of the benefits of Thistle Tenant Risks...

• Flexible regular pay-as-you-go payment options, fortnightly or monthly 

cash, monthly by direct debit or annually

•� No excess �you don’t pay the first part of the claim�

• Covers theft, water damage and fire, and much more

• No minimum home security requirements

• Additional cover available for extended accidental damage, wheelchairs and mobility

scooters, hearing aids and buildings cover for sheds, greenhouses and garages.

L ea ve it L etta b le P ilot Scheme 

We are pleased to announce the introduction of a 
“Leave it Lettable” pilot for Tenants in Hawick. 

Under the scheme, Tenants who have given us 
28 days notice, provided  access  for us to carry 
out a pre-termination inspection and leave their 
home  clean, empty and in a lettable condition 
may receive a £50 reward.

A cting  on Tena nts’  F eedb a ck

Y ou sa id:
Some of the Tenants who moved in to our homes last year 
contacted us to say they were unhappy with some of the features 
and decoration of the properties.

W e did:
Our senior team, led by Alan Vass, Director of Technical services 
looked at each case and visited sample properties for let to 
see for himself.  Alan then worked with his team, consulted 
with Tenant members of Scottish Borders Tenants Organisation 
and took on board their comments.  From the Tenant feedback, 
his team now achieve the agreed lettable standards for all 
properties.

Alan comments Tenants at ti es t in  t eir co ents o 
un eard  ut t is is a ood e a p e o  o  so e eed ac  
ro  Tenants  o ad ta en t e ti e to rite in to us  c an ed 
t in s or t e etter or a  our uture ets and t e a i ies o 

o e in to t e

an ass  
Director of

Tec nica  er ices



Ann Knight, a Tenant member of SBHA’s 
Board of Management presenting a BMG 
Research Voucher for £200 to  Mr Douglas 
McCartney from Hawick.  
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CO N G R A TU L A TI O N S . . .
to the following Tenants who returned 
their Repairs Satisfaction Slips and won 
the monthly draw of £ 2 5  Store Vouchers:

D ra w W inner
November 2014 Mr G T Parker, Innerleithen

December 2014 Mr M Bray, Selkirk

January 2015 Mrs S Turnbull, Lauder

February 2015 Mrs E McKenna, Jedburgh

March 2015 Mrs L McDonald, Galashiels

April 2015 Miss C Wilson, Peebles

May 2015 Mr K Martin, Hawick

SBHA Post Office Local

You can order your holiday money either on-line or here at Post Office Local.  They will arrive by 
Special Delivery for you to collect at SBHA’s Head Office.

Whether you are needing 
cash, a gift card, holiday 
money, mobile card 
E-top up, or just to buy a 
stamp, all these facilities 
are available at SBHA 
Post Office Local, S o u t h 
Bridge House, 
Whinfield Road, 
Selkirk, TD7 5DT

O p ening  Times

Monday 9.00 - 5.00pm

Tuesday 9.00 - 5.00pm

Wednesday 9.00 - 5.00pm

Thursday 9.00 - 5.00pm

Friday 9.00 - 3.45pm

Saturday CLOSED

Sunday CLOSED
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Thank you to all Tenants who 
completed and returned their Tenant 
Satisfaction Survey to BMG Research.  

Winner of our last ‘Tear off and 
Tell us’ is Ann Oliver from Selkirk 
(left) who said she was chuffed 
to bits winning the £50 Voucher.



Tea r of f  a nd Tell us . . . . . .

We listen to what you say and act upon it so that whatever feedback you give us by 
whatever mechanism you influence our decisions, and priorities.  We want to thank 

all of you who take the time to tell us what you think - good or bad, whether that’s 10 
mins ticking a survey or being on a Tenant Panel.  There are a range of ways in which 
you can be involved and have your voice heard.

Name ...........................................................................

Address.........................................................................

Tel No. .............................................  Post Code ............ 12

Registered as a Scottish Charity - No. SC030751

Tenants Influencing Decisions and 
O p p ortunities to b e involved

 a Tenant and  a e  sa    a e sure 
Tenants  oices are eard    on t e oard o  
Management and continue to be a member of 
cottis  orders Tenants r anisation     can do 

it  ou can too  it s so re ardin  doin  so et in  
or our co unit  and i in  ac

Marlen Jones, Tenant

We want to hear from you, especially if you are interested in becoming - 

• a member of SBTO;

• a Shareholder; or

• a Sub-Committee or Board Member

ease return to:
 

out  rid e ouse  
in e d oad

Selkirk, TD7 5DT

Focus 
Group

Annual 
Tenant 

Satisfaction 
Survey

Tenant Led 
Inspections/ 

Scrutiny

Talking to 
our Staff

Housing 
Sub-

Committee 
Member

Technical 
Services 
Sub-
Committee 
Member

Estate 
Walkabouts

Nominate 
someone 

for a Stars 
Award

Phone 
Survey

Service 
Satisfaction 

slips
e.g. Repairs

Tenant
Reps

Complaints
Tenant and 
Resident’s 

Group

Letters of 
Thanks

Tear off and 
Tell us

Tenant 
Information 
Days and 
Events




