
We set up a Customer Response
Unit (CRU) in 2004 to improve
service delivery when customers
first phone or come into the
office with an enquiry.  Staff in
the CRU are trained to deal with
the most common enquiries.

Recently we carried out a “real
time” feedback exercise to find
out what people thought about
this service soon after they had
contacted the Association with
an enquiry rather than reporting
on this historically through
traditional customer satisfaction
surveys.

Although small, the sample of
44 customers was made up of
tenants, sharing owners and
applicants who had phoned the
Association for a variety of
reasons including reporting

repairs, housing application
enquiries and requests for
information about Homestake.
The sample also covered a cross-
section of age groups and ethnic
backgrounds.

They were asked questions about
the service they had received
ranging from the time taken to
answer calls, helpfulness of staff,
ease of contacting who they
wanted to speak to, quality of
the advice given and accuracy
of information.

We were pleased that the
majority of customers’ answers
were in the “great” and “pretty
good” categories.  89% of the
sample were satisfied with our
first point of contact service to
the extent that they would
recommend Grampian to a

friend.  Overall satisfaction with
the performance of staff in the
CRU was extremely positive.

The exercise highlighted that
there are occasional issues
contacting the specific member
of staff customers want to speak
to. It also drew attention to issues
with contractors not completing
repairs within the Association’s
timescales and to its standards.
The Association is working with
the contractors involved in an
effort to improve this service.

Further information about the
review of  our  customer
participation strategy follows
later in this newsletter but we
will be looking at the benefits of
“real time” feedback to form part
of our future participation
activities.
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Cleaning
service
expands

At the beginning of the year
our mobile cleaning team
successfully won the
contract to provide common
stair cleaning services in 25
L a n g s t a n e  H o u s i n g
Association schemes in
Aberdeen.  Initial feedback
from tenants shows that they
are pleased with this service.
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Shared office accommodation
for customers in Moray and
North Aberdeenshire

The Association is in discussions with
Langstane Housing Association to explore
ways in which office accommodation in
Elgin might be shared.

Both Associations are keen to find ways of
developing current services to tenants.
Shared office accommodation could enhance
opening hours and would provide a central
location for advice and assistance to our
respective customers in Moray and North
Aberdeenshire.

Neil Clapperton, Director of Housing and
Property Services said, "We are always
looking at new ways to improve customer
service.  Sharing office accommodation
with our colleagues in Langstane will be a
positive move forward for our staff, tenants
and other customers. We look forward to
feedback from our customers to advise us
of how effective this joint venture is.  In
the future we could look at how this might
be extended to work with voluntary
organisations in the area."

Helping to make home
ownership affordable

The Association is participating in

Homestake, the new home ownership scheme

launched by Communities Scotland.

Homestake is aimed at households who would

like to own their own homes but whose

incomes are insufficient because of local

housing market prices.  Income levels are

assessed to see whether or not someone

qualifies.

Under Homestake the purchaser buys an
equity share of between 51% and 80% of a
property.

Grampian Housing Association funds part of
the price of the property using a Homestake
grant and will always therefore hold a
minimum equity share.

The purchaser does not have to pay any rent
under this scheme. Homestake owners are

responsible for all repairs and maintenance

costs and for insuring the property.

To be eligible, purchasers need to be  first time

buyers or have experienced a significant

change in circumstances or have special

housing needs or a member of the household

has a disability and the current housing is

unsuitable for their needs.

Grampian has completed two Homestake

developments at Newmachar in Aberdeenshire

and Elgin in Moray.  Priority was given to

tenants of the local authority or a housing

association and those on the waiting list to be

rehoused in the area.

When new Homestake schemes are being built,

they will be advertised in the local press. We

also write to people who might be eligible to

apply.

Pressured area
status in relation
to Right to Buy
In June 2007 Aberdeen City Council

submitted a Pressured Areas Status

Application to Communities Scotland and

the Scottish Executive.  The purpose of

the Application is to have the Right To

Buy suspended for certain geographical

areas.  A response to the application is

expected by September 2007.  We will

be writing to all tenants in the areas

affected to let them know about the

decision.

HOUSING ASSOCIATION LTD

LANGSTANE

10 Homestake properties were sold at Waulkmill, Elgin
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Building Update
Aberdeen

College Street
The Association’s first development in
partnership with NHS Grampian has been
completed to provide a health practice for
homeless people, new office accommodation
for Aberdeen Foyer and flats for rent.

Aberdeenshire

Oldmeldrum
Grampian is one of the first Housing
Association’s to become active in Oldmeldrum
where it benefited from Aberdeenshire
Council’s requirement to provide 15% of the
housing for affordable rent.  The development
incorporates a home zone where the streets
have been designed to slow traffic down.

Newmachar
On the site of a former hospital our first
Homestake properties were built. Houses for
rent have also been provided.

Blackburn
Tenants moved into these 6 two and three
bedroom houses in January 2007.

Ellon
Currently under construction, this is a mixed
development of 24 properties for rent and
Homestake.

Elrick
22 properties for rent are being built.

Elgin, Moray

School Brae
In partnership with The Moray Council we
provided a mix of flats and houses in response
to the significant demand for affordable housing
for rent in the Elgin area, particularly one and
two bedroom properties.

Linkwood & Waulkmill
At Linkwood we provided 27 houses for rent
and work is now underway at Waulkmill.  The
Association’s 10 Homestake properties are
currently being allocated while the 30 properties
for rent are due to be completed by the end of
the year.  The housing has been designed
specifically to reflect the needs of waiting list
applicants including a number of four bedroom
properties and well designed houses for people
with disabilities.
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Customer
Board Members wanted!
Grampian is headed by a voluntary Board of Management
made up of customers (tenants and sharing owners) and
people from the community who have a particular interest
in housing.

We are currently seeking new customer Board members
with the enthusiasm and commitment to contribute to the
running of the Association. This is an exciting opportunity
to make a real difference to the homes and housing services
of the Association’s customers throughout the North East
of Scotland. We are particularly keen to hear from people
who feel they may be under represented.

Although this is a voluntary role, Board members receive
out-of-pocket expenses (e.g. travel, childcare costs) and
benefit from ongoing training.

If you would like to get involved please contact Malcolm
McNeil (tel: 01224 202941) for an informal discussion.
You will also be given the opportunity to chat to Board
members.

New Community
Development Fund
launched
Grampian has a new community development
fund to support activities in areas where we
have housing.  Here are some examples of
where our funds have helped.

Moray Street Football
We are sponsoring the Moray Street Football project,
an initiative aimed at reducing anti-social behaviour
amongst young people by giving them the chance to
play football on a portable pitch.  The project is
enjoying great success with as many as 70 youths turning
up on any one night.

Northfield Academy, Aberdeen
The Association sponsored the Responsible Group Citizenship
Award at the second annual celebration of success awards ceremony
held by Northfield Academy.  This year it was awarded to the
“BullyBusters”, a group of senior pupils who were involved in
helping first year pupils settle into secondary school.

Byron Boys Club, Aberdeen
This coming season Byron Boys Club is hoping to enter six teams
into the Aberdeen Juvenile Football Association Leagues.  With
a grant from the Association new football kits are being bought
for the Under 9s and Under 10s football teams.  The Club runs
football teams for boys and girls in the Northfield, Cummings Park
and Mastrick areas of Aberdeen.
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Furniture inc., the joint project involving
Grampian, Castlehill and Langstane Housing
Associations, Tenants First Housing Co-
operative and Instant Neighbour is in its
second year and is running well.

The project now offers a range of part-
packages as well as the full package. Options
are as follows:

• Floor coverings only – vinyl in kitchen
and bathroom and carpeting throughout
the rest of the property

• White goods only – cooker, fridge freezer
and washing machine

• Furniture only – beds, chest of drawers,
3 piece suite, coffee table

• Floor coverings and white goods
• Floor coverings and furniture
• White goods and furniture
• Full package – white goods, floor

coverings, beds, chest of drawers, 3 piece
suite, coffee table and hoover.

Electrical appliances, floor coverings and
beds are supplied new and all other items
are quality recycled goods.

Service charges are applied for the cost of
repairs and replacements, varying from £8
- £32.74 per month for a one bedroom home
to £15 - £47 for a three bedroom home.
These service charges are eligible for
Housing Benefit but the furniture belongs
to the property and not to the tenant.

If you are interested in a package, ask your
Housing Officer or Support Worker for
further information.

furnitureinc.

carpetinc.
As well as furniture, Instant Neighbour
(IN) will collect donations of carpets from
a property.  The carpets will have to be
lifted and rolled ready for collection and
they will only accept carpets from a room
such as living room or bedroom and not
from a staircase or landing etc where they
may be an awkward shape.  Wherever
possible they prefer donations of plain self
coloured carpets and not those with heavy
patterns or foam or rubber backed.

The carpets will be taken to the IN
warehouse and with the help of volunteers
will be trimmed, cleaned and sealed.
Members of the public will have the
opportunity to visit the warehouse and
purchase these recycled carpets for between
£40 - £50.  Delivery and fitting is not
included.

Redecorating
or upgrading
your
home?
As well as accepting donations of carpets
(see details opposite), Instant Neighbour
will accept donations of furniture.  For
further information please contact Instant
Neighbour on 01224 213666.
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With funding from Communities Scotland,
we are now pleased to be offering a money
advice service for communities in the Torry,
Woodside, Seaton, Tillydrone and
Middlefield areas of Aberdeen.  John
Campbell, Money Adviser is working closely
with community groups to help people in
financial difficulties.

John is also working with NESCU (North
East of Scotland Credit Union) and St Machar
Credit Union promoting Credit Unions
amongst clients interested in savings and
loans.

He can help to maximise income, look at
emergencies that need to be dealt with such
as court paperwork or gas/electricity about
to be cut off and discuss strategies to deal
with debt.  He will also work through a
detailed financial statement and negotiate
with creditors where relevant.

John was recently interviewed for Tilly Tattle,
a local newsletter distributed in the Woodside
area of Aberdeen.  Here is what he had to
say:-

Q How has it been since you started?

A Well, I have met some great people and I
have been able to help them.  Some had
simple questions like “Do I qualify for the
cheap taxi scheme that the Council runs?”
Others needed to know about their Benefits
and what they might qualify for.

Q Where do your clients come from?

A They come from all over the areas
mentioned.  Some have found a card left
by me in local shops and others have seen
some of the posters I have put up.  Some
have been referred to me by Community
Workers who have had approaches made
to them about problems connected with
money.

Q What type of queries have you received?

A One lass got into a mess over a monthly
contract on a mobile phone. Her first words
to me were “I’m a recovering alcoholic.”
We’ve come a long road in quite a short
time and I reckon we’ll be able to get it
sorted.  We need to work together.

Q Any others?

A Loads! One lady was being made
redundant and she wanted to know what
her entitlement might be.

Q And….?

A Another client had so much debt, he had
to take the decision to go bankrupt.    That
is not an easy decision, but in this case I
believe it was the right decision and my
job is to offer support and take him through
the various stages.  When we think about
bankruptcy, we associate it with businesses.
It is not commonly known that ordinary
people can go bankrupt as well.

Q What is your background?

A I retired a year ago.  I had been a financial
adviser for about 30 years and got the
chance of early retirement.  But I found I
was wasting my time and I started to look
for a job.  This one came up, and it suits
me just fine.

Q What’s the best thing about the job?

A Meeting the people.  No doubt about that.
It’s good to see them in their own
surroundings too. No need for them to go
into town and feel uncomfortable in
unfamiliar offices and so on.

Q Is there anything you don’t like about
the job?

A Once or twice I have been approached for
help and made appointments to see people,
only to find that they did not turn up.
There could be all sorts of reasons for that
and I have to believe the best about people.
I am not allowed to make judgements
about them, how they got into a mess.
My job is to help.

Q So how do people get in touch with you?

A Telephone me on 01224 202967.
It’s a direct line.  If I’m not there, leave a
message. I will get back to you.
Remember, I’m here to help the
communities in the Torry, Woodside,
Seaton, Tillydrone and Middlefield areas
of Aberdeen in particular.
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John has regular surgeries:

• Torry Neighbourhood Centre 
Oscar Road
Every second Friday afternoon (1.30pm - 3pm)

• Printfield Family Project
11A Printfield Walk
Every second Friday morning (9.30am -11am)

• S.T.A.R. Flat
14A Seaton Drive
Every second Friday
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MONEY ADVICE

A new
service for
residents

• Confidential
• Free Service
• Help & Support

• Non Judgemental
• Check for

additional benefits

Consulting in your area now...
Contact:
John Campbell, Money Adviser
Telephone: 01224 202967
Email:  john.campbell@grampianhousing.co.uk
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Grampian Housing Association
74 Huntly Street, Aberdeen AB10 1TD

Funded by:

Residents in areas of Aberdeen benefit
from new money advice service

Contact:
John Campbell
Money Adviser

Telephone: 01224 202967
Email:  john.campbell@grampianhousing.co.uk
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In the first of
a new series
of staff
interviews
we feature

Martin Toward, Housing
Services Team Leader
Q. How did you get into housing?

A. Like many people, I fell into Housing
by accident.  I started work with
Langstane Housing Association as a
Clerical Assistant in the Housing
Department as I thought it would be
quite an interesting place to work and
I wanted a career that involved working
with people.  I left there in 1999 for a
promoted post with Grampian Housing
Association as a Housing Officer.  I
was originally meant to work for GHA
for only a year covering maternity leave
but fortunately for me the lady in
question did not return to work.  I was
promoted in 2003 to Senior Housing
Services Officer.

Q. What are the main duties of your
post?

A. As Senior Housing Services Officer I
manage a team of five Housing Services
Officers and a Housing Assistant.
Housing Services are responsible for
letting properties, estate management
and any other tenancy issues.  Matters
relating to rent and other charges are
managed by a separate Housing
Revenues Team. My role is to provide
support and guidance to my team and
cover during times of absence.  I also
deputise for the Housing Manager and
represent the Association at many of
the inter-agency groups and forums we
are involved in.  I'm not entirely office
based and still get out and about on a
regular basis visiting our properties and
meeting our customers. Having worked
for the Association for eight years now
I am familiar with the majority of our
properties and many of the people who
live in them.

Q. What skills do you need for the job?

A. First and foremost you require a lot of
common sense.  You need to be able to

communicate with people and have the
ability to negotiate and keep a level
headed perspective on matters.  You
also need the ability to approach people
about issues that they might not be
happy about and stand your ground
when required. You also need good
report writing skills as a lot of our job
requires the recording of information.

Q. What is the best part of the job?

A. The best part of the job is letting
properties.  It is nice to see the smile
on peoples’ faces as you hand over the
keys to their home. Many of the
customers that we assist have come
from difficult situations through no
fault of their own and it is good to see
the positive impact that getting decent
housing can have on their lives.  Some
customers send us thank you cards
letting us know how they are getting
on in their new house which we always
appreciate.  It's just a pity that demand
for low cost rented accommodation
outstrips supply and we can't assist
everybody on the waiting list.

Q. What is the worst part of the job?

A. Unfortunately it's dealing with the anti-
social behaviour.  A small number of
our customers go out of their way to
make life miserable for their neighbours
and it is difficult at times for us to get
these individuals to change their
behaviour.  We do have more legal
avenues open to us now to try and deal
with these issues however anything
involving the law is a slow process.
The people causing these problems
frustrate the staff at the Association as
much as they do their neighbours and
are quite often anti-social to us as well
making threats and verbally abusing
staff.  This is not very pleasant and is
something that nobody in their
workplace should have to endure.

Q What are your hobbies?

A. I have a young daughter so taking her
to the park and all the usual stuff relating
to family life occupies a lot of my time.
When I do get a couple of free hours I
am an occasional presenter on
Grampian Hospital Radio which
broadcasts to Aberdeen Royal Infirmary
and Aberdeen Maternity Hospital.

Development
Neil Mutch has been seconded to the
Development Department as Business
Development Manager for Kirkgate
Holdings, the Association’s subsidiary which
builds commercial developments as well as
homes for sale.

Housing
Maria Ferguson has been
promoted from the post of
Housing Assistant to
Housing Services Officer
(job share).  Lynne Ingram
joined us from Aberdeen
City Council as Housing
Services Officer.  Helen
Gauld joined from The
Moray Council in the new
role of Senior Operations
Manager. More recently we
w e l c o m e d  J u d i t h
Sutherland to the post of
H o u s i n g  M a n a g e r .
Previously Judith worked
for Aberdeenshire Council.

Property Services
Stuart Davie has joined the
Association from Aberdeen
City Council as Senior
Technical Officer.  Alison
F i n d l a t e r  h a s  b e e n
promoted to the post of
Technical Officer (Planned
Maintenance).  Many of
you will know Alison from
her previous roles as
Repairs Administrator and
Customer Service Officer.
Magnus Reid has been
appointed to the new post
of Factoring Services
Assistant.

Corporate Services
Malcolm McNeil has been
promoted to the post of
Director of Corporate
Services. Malcolm was
previously a Housing
M a n a g e r  w i t h  t h e
Association.  Marisha
Williams has joined the
Customer Response Unit.

Elgin
Kirsten Cox has been
promoted to the post of
Senior Housing Officer and
Matthew Busher has been
appointed as Housing
Officer.

Staff changes...

Lynne Ingram

Stuart Davie

Magnus Reid

Matthew Busher

Judith Sutherland

Maria Ferguson

Helen Gauld

Marisha Williams
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The following article has been written by a
Noise Control Officer employed by Aberdeen
City Council.  Based on his own experiences
of living with noisy neighbours, he offers the
following advice.

One in five people living in flats complain
about neighbour noise.  These situations need
very diplomatic handling – it’s too easy to
get off on the wrong foot.  The victim usually
puts up with the nuisance for some time
before complaining by which time tempers
can be short and diplomacy at a premium.

Always start from the assumption that your
neighbour is probably unaware of the problem
– don’t fly off the handle, politely persuading
your neighbour to co-operate is the first
essential.  If you succeed this will save much
trouble and expense.  They may be surprised
at their lack of privacy and working at being
friendly sometimes costs little or nothing and
is yet effective.

Poor insulation will render someone’s
perfectly normal behaviour a noise nuisance.
For example, hard surfaces aggravate sound
transmission through floors.  Carpeting
preferably with a resilient underlay will help
reduce noise.  Your neighbours probably have
laminate or wooden floors because they prefer
them.  Where a carpeted floor is being
replaced with a timber laminate, impact sound
transmission can become a new problem,
shifting impact noise from an ‘acceptable’

level to what is often described as
‘intolerable’.  This can be minimised but only
at the laying stage, by a suitable underlay.

DIY can be especially annoying if carried
out in a thoughtless manner.  Let neighbours
know what you are doing and when you
expect to be finished.  Prolonged hammering,
drilling and floor sanding are the most
common annoying tasks being carried out.
Keep the noisiest tasks to during the day and
the least noisy until early evening.  Try not
to do DIY at night and remember most of us
prefer to have a lie in at the weekend so don’t
start too early.

Washing machines and tumble dryers are
now being used more during the night to take
advantage of off peak electricity tarriffs.  If
using these appliances during the night ensure
that they are properly levelled and placed on
matting to lessen the vibration.  Try to avoid
placing the tumble dryer in the spare room
at night, especially if it’s above your
neighbour’s bedroom.  Unattended washing
machines and tumble dryers are a major
cause of night-time electrical fires.

Loud television and amplified music are
major sources of disturbance.  Place these
applicances away from dividing walls and
place speakers on internal walls, preferably
off the floor but not at ceiling height.  If you
have to raise your voice so that any person
two meters away in the same room can hear
you, the volume is too high.

Parties - tell your neighbours well in advance
so that they are prepared for the extra noise.

Remember your neighbours will not enjoy a
late night party in a flat unless they are invited.
Be considerate and try to keep the music and
noise to a reasonable level and when your
guests are leaving please ask them to refrain
from making a noise i.e. shouting and
sounding car horns.

Aberdeen City Council has a dedicated team
of seven Noise Control Officers who give
advice and can take enforcement action in
domestic noise situations.  They work closely
with other agencies and the Police to reduce
anti-social noise complaints.  This service,
operating daily between the hours of 9am –
4am, can be contacted on the hotline 0845
606 6548 for ongoing noise complaints.  The
service is provided free to all residents within
the city of Aberdeen.

They are unable to accept calls regarding
ongoing noise complaints on any other
number and cannot deal with calls
anonymously, nor those involving disorder
and/or violence.

In all incidences requiring information or
advice on domestic noise issues contact the
team on 01224 523737.

Copies of the free leaflet are available from
Aberdeen City Council housing offices, public
libraries and housing associations.

Further advice on anti-social behaviour is
also available on line at
www.antisocialbehaviourscotland.com.

Noise Problems or
Noisy Neighbours?

Although the Association’s customer
participation strategy has been developed
since it was first implemented seven years
ago it is now time to carry out a full review
of the strategy and our participation activities
in line with audit requirements.  TPAS (Tenant
Participation Advisory Service) has been
appointed to work with Association staff to
develop a revised strategy and look at new
ways for customers to participate.

Grampian has a long history of encouraging
customers to become involved in its activities
and commits a significant budget to customer
participation.  Customers’ views have
influenced service provision in a number of
areas, particularly as a result of feedback
from Count me in (the customer panel),
satisfaction surveys and representation on
the Board of Management.  We also enjoy
successful customer conferences and are
working actively with customers in a number
of localities.

As part of the review we will be looking at
a range of issues including the following:-
• the role of the customer panel
• the use of “real time” feedback and other

ways for customers to particpate
• ensuring that feedback continues to form

part of decision making and planning.

Customers will be consulted as part of this
process and if you are interested in being
involved please contact Sandra MacIntyre,
C o m m u n i c a t i o n s  C o - o r d i n a t o r
( t e l :  0 1 2 2 4  2 0 2 9 0 2  o r  e m a i l :
sandra.macintyre@grampianhousing.co.uk).

Customers invited to take part in review of participation activities
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Summary of rent
review consultation

Thank you to those who responded to the recent rent review
consultation.  Of the 2,222 questionnaires sent out we received 378
responses resulting in a 17% response rate.

The Association has increased rent levels by 4% on average.  Tenants
currently being undercharged will see their rents increased by a
maximum of 5.4% while tenants who were previously overcharged
will see a reduction in their rents.

The main findings of the consultation exercise are summarised
below:-

The majority of respondents (90%)
thought that Grampian provided
accommodation and services that
represented value for money.

The majority of respondents (81%)
agreed with the proposed rent rise of
4% to allow Grampian to continue to
improve its properties and introduce
energy eff ic iency measures .

The majority of respondents (91%)
agreed with our proposal to
concentrate on energy efficiency
measures.

36 tenants asked further questions about the rent review and will be
contacted individually about these.

40 tenants said they would be interested in attending a meeting about
the rent review if one was arranged.

56 tenants were interested in becoming more involved in tenant
participation in the future and we will be contacting them with
further information.

Yes

No

Yes

No

Yes

No

 No response

 No response

OVER £150 OF PRIZES TO BE WON!
Find the answers to the following questions from the information
in the articles throughout the newsletter for a chance to win one of
the following prizes:-

1st prize:-
£70 of John Lewis Gift Vouchers

2nd prize:-
£50 of Marks & Spencer Gift Vouchers

2 runner-up prizes:-
£30 of John Lewis Gift Vouchers
£30 of Marks & Spencer Gift Vouchers

Please send your completed entries to Sandra MacIntyre,
Communications Co-ordinator, Grampian Housing Association,
Huntly House, 74 Huntly Street, Aberdeen, AB10 1TD or email:
sandra.macintyre@grampianhousing.co.uk by Monday 29
October 2007.  The winners will be named in the next issue of
Keynote.

The winners of the first four correct entries selected after the closing
date will be awarded the above prizes in the order they are drawn.

1. How many Homestake properties were built for sale at Waulkmill,
Elgin?

_____________________________________________________

2. Who is providing the money advice service for residents in some
communities of Aberdeen?

_____________________________________________________

3. Which Housing Association is Grampian considering sharing
office accommodation with in Elgin?

_____________________________________________________

4. Which organisation has been appointed to review the Association’s
Customer Participation Strategy?

_____________________________________________________

5. In Aberdeen, where is the Association’s first development completed
in partnership with NHS Grampian?

_____________________________________________________

6. What is the Association’s website address?

_____________________________________________________

Name:..............................................................................................

Address: ..........................................................................................
........................................................................................................

Post Code: ................................... Tel No: ......................................

QUIZQUIZQUIZ


