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news
Providing affordable homes and services to
the people of Oban, Lorn and the Isles

WHAT’S INSIDE...
l Festive opening hours
l Planned maintenance
update
l Cold weather tips
l My Home update

www.facebook.com/westhighlandhousing

Wishing you a merry
Christmas and happy
new year from
West Highland
Housing!

www.westhighlandha.co.uk

WELCOME to the winter edition of
West Highland News.
I hope you and your loved
ones are keeping well. These
remain strange times but, like
everyone else, we are
thinking about what the new
normal would mean. For us, it
means hearing from you
about how you would like our
services to operate going forward.

Garden
competition
2021
This year we have our first ever joint prize
winners! Thanks again to everyone who
entered.

We’re interested in hearing your views around
what we should use our office for. A lot has
changed since March 2020, and we want to
make sure we continue to meet your needs.
We’ll be speaking to tenants in 2022, so if you
would like to share your thoughts, please let us
know!
Covid-19 restrictions have had an impact on our
services, particularly repairs. We know some of
our tenants don’t want people in their property,
which we understand, but there are certain
times when we need entry to your home to
carry out work to keep you and your family safe.
This includes gas servicing, fitting fire safety
equipment and servicing of hot water cylinders.
We want to assure you our staff and contractors
will always follow government safety guidelines.
If you are nervous about home visits, please let
us know and we will make arrangements to suit
your needs.

Young Crescent, Dunbeg

Our office is now working on an appointment
system, but if you don’t want to visit us, we can
also call or visit you in your property (in line with
government guidance).
On behalf of the Board and our staff members, I
would like to send you our best wishes during
the festive season, and we hope you have a
good time.

Gerry Boyle
West Highland Chair
Creag-an-Airm, Oban

2

01631 566451 / 0300 323 1170 (freephone) email mail@westhighlandha.co.uk

Festive period closure
We close at 4pm on Friday 24 December and will reopen at 9am on
Thursday 6 January 2022.
If there is an emergency during this time, please call 01631
566451 or 0300 323 1170.
What is an emergency repair?
An emergency repair is something that could cause danger to
health, a risk to your safety or serious damage to the property.
If our contractors are called out for a repair that’s not an
emergency, you may be recharged.

Our customer satisfaction survey 2021/22
Your feedback is important to us. It helps us
understand what we do well and what we
could do better to make sure the service we
deliver provides value for money and meets
your needs.
We’re in the process of carrying out our customer
satisfaction survey with a third of our tenants. An
independent company, Knowledge Partnership,
will contact a random sample of tenants to confirm
the results. If you are contacted, we would be

Here when you need us

grateful if you could take some time to share your
views.
We know the past few years have been challenging
due to Covid-19. We’ve all had to live our lives
differently and do our best in uncertain times.
We’ve also had to change our service in line with
government guidance, but, as restrictions continue
to ease, we’re interested to hear if you feel our
services are fit for the future.
We’ll be reporting the results of our survey in 2022.
If you’re struggling to pay your rent, we’re here
to help.
Rent is our main source of income. We use it to
carry out repairs, maintain your home, manage
neighbourhoods and provide housing
management services.
If you have lost income and think you will struggle
to pay your rent, please contact us as soon as
possible on 01631 566451 or 0300 323 1170.

Set up a direct debit/standing order
Paying your rent by direct debit or standing order
is a hassle-free solution for those who worry
about paying their bills on time or are just
forgetful! Please contact us to set up an
agreement.

www.facebook.com/westhighlandhousing www.westhighlandha.co.uk
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We’ve made some changes!
Due to an increase in the properties we manage, we’ve made some changes to our staff structure,
including hiring new staff, who we’ll introduce you to in our next newsletter.

CEO
Director of Customer Experience

Partnership Lead

Director of Finance and Support Services

Asset Manager
Housing and
Customer Services
Officer

Performance Policy
and Assurance
Officer

Finance Officer

Asset Officers (3)

Tenancy
Lead
Repairs
Lead

Customer
Lead

Arrears
Lead

Housing
Assistants (2)

Service
Engineer

Asset
Assistant

Digital
Lead

Corporate
Services
Assistant

Finance
Assistants (2)

Estates
Assistant

Repairs
Assistants (2)

Trainee
Clerical Assistants (4)

Have you followed us on
social media yet?
facebook.com/westhighlandhousing
@westhighlandha
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Read our 2020/21 charter report card
We have created a charter report card which lets you know how we
performed on the standards set out in the Scottish Social Housing
Charter.
Our charter re
port card

It’s based on our 2020/21 Annual Return on the Charter (ARC) to the
Scottish Housing Regulator.
We have focused on:
l how well we keep you informed;
l housing quality and maintenance;
l anti-social behaviour; and
l rents and service charges.
We have also included:
l how we compare with national averages;

We have:

799 self-contained

93.2%

of tenants satisfie
d
with the service
we provide

Providing affo
rdable

homes for rent

177 factored properties
19 staff members; and
104 shareholders

homes and serv
ices

to the people

of Oban, Lorn

and the Isles

l our previous performance; and
l the actions we are taking to improve performance.
To read our charter report, visit www.westhighlandha.co.uk/crc21. We haven't included all the
information we report, but you can find this on the Scottish Housing Regulator's website at
www.housingregulator.gov.scot.
If you would like a hard copy of the report, please call our office on 0300 323 1170.

Have your say!
We want to hear your views on this year's charter report. To give us feedback please visit
www.surveymonkey.co.uk/r/westhighlandcrc.

Go green, make the switch to MyHome!
Paper and card account for 1/5 of all waste produced in the UK* and we want to do our bit
to help the environment.
We recently launched MyHome – a digital tenancy portal where you can report a repair, check your
rent balance, pay your rent, access letters and your tenancy documents and much more.
By signing up, you’ll help us massively reduce paper waste. You’ll still receive important information
related to your tenancy by post.
Contact us with your email address and we’ll send you a link to get started.
* source: www.recyclingbins.co.uk/recycling-facts

www.facebook.com/westhighlandhousing www.westhighlandha.co.uk
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New homes coming to our island communities
We’re committed to creating
sustainable communities
which means tackling
housing needs in some of
our more remote areas.
Working with our partners,
Argyll and Bute Council and
the Scottish Government,
over the next three years we
aim to complete 79 new
properties - all built to silver
energy efficiency standard
which means they will be
economical to heat.
Most of the homes are on
Islay, Jura, Colonsay and Mull;
bringing much needed
affordable homes to these fragile, remote places.

Craighouse, Isle of Jura development - October 2021

We currently have eight homes on site at Port Ellen,
Islay and 10 at Craighouse, Jura. Both these
developments are due to complete at the end of
2021/start of 2022.
Our development team is working hard on new plans
for developments at Port Charlotte, Islay, a fourth
phase of 20 properties at Port Ellen, 12 homes at
Baliscate, Tobermory and six homes at Port Appin.
Most of the developments will include properties for
sale under the Scottish Government New Supply
Shared Equity Scheme. If you’re interested, please
email mail@westhighlandha.co.uk and we will send
details when they are available.

Getting entry to your property
Your house is your home, and we need your permission to gain entry, however, there are times when
if we cannot agree a date and time for entry, we would seek to enforce our rights.
We would only do this for safety reasons, for example, when we need to carry out an annual gas
test, or are legally required to install safety equipment such as a fire alarm.
We will always try to find a time that suits you best, and our appointments don’t take long - so
please work with us so we can keep you and your family safe.
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What to do if you
smell gas
Do:
l Open doors and windows to allow fresh air in.

l Wait outside for a gas engineer to arrive.

l Turn off the gas at the mains tap, which is
usually near the meter. Move the handle a
quarter turn until it's at 90 degrees from the
pipe to shut off the gas supply.

l 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.

l Leave the property.

Don’t:

l In the first instance, 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.

l Smoke, light a match or use any other naked
flame.

l Follow the advice given by the emergency
adviser.

l Turn any electrical switches on or off.
l Use doorbells, mobile phones or any other
electrical switches which could cause a
spark.

Do you know how to deal with frozen pipes?
If cold weather is forecast, or during a cold snap, keep your heating on a constant low temperature
to help prevent pipes from freezing.
If you can’t afford to keep the heating on in all rooms, make sure you heat your living room
throughout the day and heat your bedroom before you go to sleep.

If you find frozen pipes:
Find the main water valve, close it and switch off gas and electric water heaters. Gently heat the
frozen section of the pipe using a fan heater or hairdryer or, alternatively, you can wrap a hot water
bottle or heated cloth around the pipe. Start from the tap side and work towards the frozen section
of the pipe.

What to do if a pipe bursts
l turn off the supply at the valve and switch off electrical supply at mains
l contact us on 01631 566451 or 0300 323 1170 at any time
l open all taps to drain the system and switch off central heating systems or water heaters
l warn neighbours if they are likely to be affected

www.facebook.com/westhighlandhousing www.westhighlandha.co.uk
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Keep warm this
winter
Have you heard of Warm Home Discount?
It’s a grant of £140 which is paid to your electricity
account (whether it is a standard meter or a
prepayment meter). There are two groups which
qualify:
Core Group customers qualify if on 4 July 2021 all the
following apply:
l their energy supplier is part of the scheme
www.gov.uk/the-warm-home-discount-scheme/energy-suppliers
l their name (or their partner’s) is on the bill
l they are getting the Guarantee Credit element of Pension Credit, even if they also get Savings
Credit
Broader Group customers who are on a low income can apply direct to their electricity supplier if
they meet the following criteria:
l their electricity supplier is part of the scheme
www.gov.uk/the-warm-home-discount-scheme/energy-suppliers
l they are on low-income
l they get certain means-tested benefits
The funds available for this scheme are limited so it is important customers apply to their energy
supplier as soon as possible. Warm Home Discount Helpline: 0800 731 0214 (Monday to
Friday, 8am to 6pm).

Missed appointments
If you have an appointment with us which is no longer suitable, please let us know.
If we, or our contractors, attend your property and there's no one home, it costs us money that
would be better spent elsewhere. 10 broken appointments can cost us up to £1,000.
Letting us know is easy - you can call 01631 566451 or 0300 323 1170 (freephone), or email
mail@westhighlandha.co.uk.
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ALIenergy, your local energy agency in Argyll and Bute, offers free,
impartial and confidential advice and support on your energy
needs. It can help you:
l understand your heating and how to use it cost-effectively
l carry out tariff checks and support tariff switching
l access funds for new white goods (cooker, washing machine and fridge-freezer)
l access funds for help with fuel debt and ongoing energy costs
l check eligibility for and assist you to apply for the Warm Home Discount
l access top up energy vouchers if you are a pre-payment customer
l understand smart meters
l understand your meter, tariff and meter readings
For more information or to speak to an advisor, email enquiries@alienergy.org.uk or call
01631 565 183.
ALIenergy also delivers the energy advice side of the Council’s Flexible Food Fund, which is
available to anyone living in Argyll and Bute struggling with daily living costs and with no access
to cash savings.
To find out more or to apply visit www.argyll-bute.gov.uk/forms/flexible-food-fund or call Bute
Advice Centre on 01700 502 784 and ask about the Argyll and Bute Flexible Food Fund.

www.facebook.com/westhighlandhousing www.westhighlandha.co.uk
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Don’t get caught
out by scams
It’s important you can spot a scam to avoid
your personal information being stolen –
resulting in money troubles.
Here are some recent examples from Trading
Standards Scotland of typical cold calls or unsolicited
calls/emails.

Misleading telesales
The most common call attempt to sell insurance for white goods, Sky equipment, TVs, boilers
or other appliances. Some calls related to plumbing/drainage cover were also reported.

Telephone Preference Service
Scam calls posing as Telephone Preference Service – offering to block nuisance calls for free.

Broadband issues
Scam calls pretending to be BT Openreach saying your broadband will be cut off unless you
pay a fee.

National Insurance
Scam calls that your National Insurance number has been compromised, is invalid or is going
to be suspended.

Accident claims
Scam calls claiming that you are due compensation after a recent accident.

Sky
Scam calls saying that your Sky box needs to be replaced and asking for your bank details.

Amazon
Scam calls saying your Amazon prime subscription is due for renewal or there are issues with
your account.

Remote access
Scam calls asking for remote access to your computer or asking you to download software.

Green deal
Misleading calls related to green deal funding, grants or insulation.

Lead generation
Cold callers carrying out surveys to gather your information, which can be passed to other
companies.
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How to help your elderly neighbours
this winter
The festive season can be difficult for elderly
people – they may have lost their partners, or
their family may not live in the same area as
them. This can result in them feeling lonely and
vulnerable – but there are small things we can
all do to help:
Pay a visit - Visiting older relatives can be
difficult if they live far away, but research from
Age UK shows making the effort to keep in
touch can make a big difference to older
people who may not admit how lonely they are.
Have a chat - It might seem obvious or
perhaps even a little odd, but if an elderly
person is stuck indoors because of the weather, it could be the only conversation they have all day.
Help on days when the weather means they can’t leave the house - To most people, bad weather is
an annoyance. To the elderly, it can be dangerous and very isolating. You can help by sprinkling salt on
their pathway or doing their weekly shop.
Accompany your neighbour to a local event - The festive period offers many opportunities for local
communities to get together, whether it’s an event at a local church, community centre, Christmas market
or a party. This could be a great opportunity to strike up a conversation with an elderly neighbour to see if
they would like to go.

WAYS TO PAY
Debit card – NEW!
You can pay by card by calling
0300 323 1170.

Online
You can use your allpay payment
card to pay your rent online by
visiting www.allpayments.net.

Allpay payment app
Pay using your debit card through
the allpay payment app, which is
available to download via the
Apple App Store and Google Play.
Direct debit/standing order
To set up a direct debit or standing
order, please contact us on 0300
323 1170.

www.facebook.com/westhighlandhousing www.westhighlandha.co.uk
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Winter word search
Find all the words listed below which are hidden in the grid opposite.
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Blizzard
Cold
Frozen
Hat
Ice
Mittens
Snow
Snowman
Winter Boots
Fireplace
Giving
Holidays

Iceskate
Pinetree
Snowball
Snowsuits
Chilly
Frosty
Gloves
Hot Chocolate
Icicle
Scarf
Snowflake
Wind

Festive fun!
Q: Who’s Rudolph’s favourite
pop star?
A: Beyon-Sleigh

The winner, drawn from correct entries, will win a £25 M&S
voucher.
Name _______________________________________________
Address _____________________________________________
Phone number ______________________________________
Email _______________________________________________
(please return your completed entry to: West Highland
Housing Association, Crannog Lane, Oban PA34 4HB by
Friday 21 January 2022)

@westhighlandha

Q: What do you call a blind
reindeer?
A: No eye-deer
Q: Why are Christmas trees bad
at knitting?
A: Because they always drop
their needles
Q: What do snowmen wear on
their heads?
A: Ice caps
Q: Who is Santa afraid of?
A: The elf and safety officer

facebook.com/westhighlandhousing

West Highland Housing Association Limited is a registered society under the Co-operative and
Community Benefit Societies Act 2014, Registered Number 1691R(S).
Registered Office: Crannog Lane, Oban, Argyll, PA34 4HB.
It is a Charity registered in Scotland, Charity Number, SC017357.
Part of the Link group © Link Group Ltd 2021.
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