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It’s been a busy few months here at Waverley and there’s
certainly much to talk about. There has been a lot of progress
made this summer and we use this edition of At Home to
share these achievements with you as well as bring you right
up to date with our latest news and developments too. 

We update you on our new and improved Repairs Service and
we explain our Annual Tenancy Visits, there’s also news of big
changes to how we allocate properties and we are proud to
announce our accreditation as both a Living Wage employer
and a World Host business.      
And finally please remember to mark
the 29th September in your calendar
and join us for our AGM and annual
get together if you can – a great
opportunity to catch up, have fun and
find out about the work we have been
doing as well as our exciting plans for
the future.
We hope that you find this edition
interesting and informative. 

It’s been a busy time for our Property Services Team,
pictured here with Team Manager Lindsey Jefferson.  

www.waverley-housing.co.uk
Margaret Ross
Chief Executive

We really hope you
 can join us for our

Community Evenin
g and Annual Gene

ral

Meeting on Tuesday
 29th September.

This year’s event will be held at St Johns Church Hall,

Hawthorn Road, Langlee, Galashiels from 4pm until 6.30pm. 

Join us for FREE family entertainment including a quiz, bingo, craft

tables etc., Waverley Information stalls, 'Have your Say' stall,

complimentary refreshments, a performance by Langlee Choir as

well as our Community Star and Garden Competition prize-giving. 

Remember if you need assistance with transport please contact us

and we will be happy to help you get to the event.

We look forward to seeing you in Galashiels on the 29th September.  

an invitation to y
ou



We recently implemented a series
of estate walks in Kelso, Galashiels,
Jedburgh and Hawick. These
involved residents, staff members
and other colleagues walking
around our estates together,

highlighting anything making the estate
unsafe or untidy. As a result of each visit, action plans to

solve the problems have been drawn up and posted on our
website so tenants can see what actions have been agreed as
well as future dates and venues for walkabouts. If you would
like to join us please get in touch on 01450 364200

on walkabout

repairs
It has been a busy time in the Repairs Section, since April we have carried out a total
of 1,760 reactive repairs within your homes. We are happy to report that 99% of these
were carried out on time and, on average, we completed routine repairs in less than 6
days. Following repairs consultation feedback from tenants, we have also introduced a new
appointment system, so tenants can now book a convenient time for the tradesmen to visit.

Late repairs

Whilst the majority of tenants are happy with the repairs service that is
currently provided, we recognise that some tenants have difficulty in arranging access for repairs
between 9am and 4pm. We are therefore, on a trial basis, offering those tenants who find
access during the day difficult, the option to instead book a repair after 4pm during the
week, depending on availability. Please mention at the time of reporting a repair that you may

require a later appointment and we will do our best to accommodate this.

This year’s Planned
Maintenance Programme is
underway and since April we
have improved over 60
homes, including new
kitchens, bathrooms and
heating systems. If you are
due to have improvements
made to your home this year
you will have been, or will
shortly be, notified about
these works being carried out. 
We introduced 2 new in-house
joinery teams this year who
have been busy fitting kitchens
and will be moving on to fit new
windows and doors over the
coming weeks.

glendinning
on a mission
Congratulations to
the Galashiels 5th
Ward Community
Association who
recently secured
funding to upgrade
the community owned
Mission Hall. If you
live in the Glendinning
Terrace and Halliburton Place area, your
community association meets on the first
Monday of every month at 7.30pm in the Mission
Hall to discuss community issues. Come along
and have your say or get involved! under scrutiny 

The Scrutiny Panel group (made up of
Waverley tenants), has met several times to
plan their first scrutiny activity, being a review
of Customer Service within Waverley. Pamela
Martyn, Tenant Participation Officer is helping
the group to pilot a mystery shopping exercise with
the findings to be submitted to the Board in October.

before

after

new home
improvements

your annual visit
Our Housing Assistants will write to you with an appointment for
your first Annual Tenancy Visit and if this time isn't convenient

for you we will rearrange to a date and time to suit you.

We have introduced these because we want to:
•  Meet all our tenants at least once a year.
•  Provide information on the services we provide and

gather information which can help us with future planning
and improvement of services.

•  Ensure we have accurate information about
tenants, to better provide any support if required.

•  Ensure that tenants are complying with their
tenancy agreement.

These visits provide an opportunity to discuss any
concerns you may have regarding your home,
neighbourhood or any other issues connected to
your tenancy. 

All our staff carry ID cards to prove who they are.
Always ask to see identification before you let
anyone into your home.

keeping safe when we visit



In this edition our Finance and
IT Team is in the spotlight.
From left to right:
Tracy Murray (now in Repairs Team);
Steven Pearce (IT Supervisor);
Mandy Armstrong (Finance Assistant);
Craig Matear (IT Assistant);
Linda Borthwick (Finance Officer);
Diane Cumming (Finance Assistant);
Reuben Basak (Finance Manager -
not present in photo).

team work

There are many ways we can deal with antisocial complaints ranging from warning the perpetrator
about their behaviour to taking them to court and seeking their eviction. (We will only seek a
decree for eviction when all other solutions have been pursued or considered as ineffective).
The action we take depends on the nature of the complaint and what we are legally able to do.  
How can I make a complaint? 
Before making a complaint to us, ask yourself whether the issue could be resolved by
speaking to the individual concerned. This can work at the start of a relatively minor problem.
Please only consider this if you feel it is safe to do so. If you’d like to talk this through with a
member of staff please contact us. We will always be prepared to get involved where you do
not wish to take action yourself.
If you do wish to complain you do not have to put your complaint in writing but we may
ask you to record incidents in ‘diary sheets’. You can make a complaint by:

• telephoning or visiting us at the office
• emailing us at info@waverley-housing.co.uk
• asking for a home visit

In all cases where you feel threatened or intimidated and fear for your or
another person's safety contact the Police immediately using 999.

complaints report summary
13 of the complaints received in the first quarter of the current financial year do not
indicate any particular trends although we note poor communication is an ongoing
thread in complaints received and we are working hard to improve on this with our
staff and through the contractors we employ. The recently introduced repair
appointment system has assisted in improving communication with regard to day-to-day
routine repair requests as we are now able to provide specific dates and timelines for this
type of repair. Initial feedback received from tenants has been very positive.
Stage 1 – Complaints which are straight forward and which we aim to resolve as quickly
as possible and within 5 working days.
Stage 2 - Complaints which have not been resolved at Stage 1 or complaints which are
more complex and may require detailed investigation. We aim to respond to this type of
complaint within 20 working days.

dealing with antisocial behaviour
If you are experiencing antisocial behaviour please report this to us immediately. 

allocations report
for April to June 2015
During the first quarter of 2015, Waverley Housing
relet 46 properties via Borders Choice Homes
throughout the central Scottish Borders.
Key statistics for relets:
• 20 relets in Hawick; 14 in Gala; 4 each in Jedburgh and Kelso

2 in Earlston and 1 each in Newtown St Boswells and Selkirk
• 80% of applicants made Best Use (ie full use of amenities and/or 

bedrooms within properties)  
• 30% of successful applicants had a priority need and 70% no priority
• There was an average of 15 bids per property let
• The average waiting time with no priority was approximately 8 months

and 12 months with priority
More details of our relets visit www.waverley-housing.co.uk

home basics need you!
Are you interested in meeting new people, gaining valuable work
experience, developing your skills and helping the local community?
If so, Home Basics in Hawick are looking for suitable volunteers to help
with furniture sales, sorting small items, van collections/deliveries and
administration as well as the opportunity to sit on their Board of Directors.
For an application form visit www.homebasics.org.uk/volunteering or
call on 01450 363974.

Complaints 
from 1 April 

to 30 June 2
015

No. of Complaints Stage One % Stage Two

Received
13

0

Upheld
7 54%

Not Upheld
6 46%

Responded to

within timescale
13 100%

Complaints 
Breakdown 

by Service A
rea

Service Area
Number of

Complaints Received

Reactive Repairs
7

Annual Gas Service
3

Handling of Anti-Social

Behaviour Complaint
2

Property Services
1



Scottish Charity No. SC026231   Companies House Registration No.115066 
Telephone calls may be recorded for training purposes to improve service standards or to resolve complaints.

To request a larger print version of this
document please call Tel: 01450 364200

changes ahead
As of 30th September 2015, Waverley Housing will no longer be part of
Borders Choice Homes (BCH). If you already have an application with BCH,
don't worry you will still be able to bid for properties advertised by them.  
Waverley Housing will now advertise its own empty properties; if you want to apply
for one of our homes, you will have to be registered with us. Those of you who are
already registered with BCH, will receive a letter from us asking you to confirm your
details and if you want to be added to our waiting list as well. All you have to do is
complete and sign the form and return it to us in the pre-paid envelope provided.
Anyone who is not registered with BCH but wishes to become registered with us
as a new applicant should contact us and we will send out an application form or
alternatively applications can be made online at www.waverley-housing.co.uk
or by contacting the office on 01450 364200.

available now
At times we have properties available for immediate let, which means you do
not have to go through the bidding process for them. If you meet certain criteria
we could assist you by providing floor coverings and/or white goods to help you get
settled into your new home. For further details on what properties are available,
please contact us on 01450 364200, check our website or pop into the office.
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Available in our Reception Area
from 10.30am till 4pm
Monday to Thursday
Friday 10.30am – 2.30pm

free internet access 

At our offices, 51 North Bridge Street, Hawick.
At busy times sessions may be restricted to a
maximum half hour session per person at a time.

Waverley Housing 
51 North Bridge Street 
Hawick  TD9 9PX
T: 01450 364200
F: 01450 379966
E: info@waverley-housing.co.uk
www.waverley-housing.co.uk

opening hours
Monday, Tuesday,
Wednesday and Thursday
8.45am – 5pm
Friday 8.45am – 3.30pm

Keep up to date with our latest
news and developments, events
and competitions on Facebook
and Twitter.

follow us on...

@WaverleyHousing

Pictured receiving their prizes are Tina
Burgess with Tenant Participation Officer
Pamela Martyn and Mrs Suddes with
Operations Director Gregor Booth.

Free and confidential money advice is available
through Financial Inclusion Project Borders, to help
you gain the confidence, knowledge and tools to
get on top of your finances and keep them under
control. For a confidential chat give us a call on
0300 303 9696 or email info@fipb.org.uk 

money matters

council on call
Do you know that Scottish Borders
Council Customer Services staff provide a
telephone enquiry service outwith normal
9 to 5 office hours? You can call their
telephone enquiry line 0300 100 1800 from
8am every weekday morning until 5pm every
night but also until 8pm on a Thursday night
and from 9am to 12 noon every Saturday.  
Visit www.scotborders.gov.uk 

a living wage
employer
We are proud to announce The
Living Wage Foundation in
partnership with the Poverty
Alliance, has confirmed Waverley
as the first employer in the
Scottish Borders to receive the
Living Wage accreditation.
In addition, as a result of staff completing the
internationally renowned ‘WorldHost’ customer
service training, we successfully achieved
‘WorldHost Recognised Business’ status.

Congratulations
to our recent
Satisfaction
Survey Prize
Draw winners. Tina Burgess
from Hawick was the lucky
recipient of £100 worth of shopping
vouchers in our Quarterly Prize
Draw and Mrs Suddes of Jedburgh
won a lovely new iPad in the
Annual Prize Draw for the year. 

satisfied
customers


