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7 easy ways 
to pay your rent 

1. By Direct Debit
You can arrange to pay your rent by Direct 
Debit by either:
•  Visiting www.westlothian.gov.uk and click 

on Pay for It
•  Calling our Customer Service Centre on 
 01506 282020 (option 4) 
•  Dropping in to one of our local CIS offices. 

(You can choose to pay on the 1st, 7th, 14th 
and 21st day of the month) 

7. At any main CIS Centre
You can pay by cash, cheque or debit/credit 
card where there is a payment office or by cash 
or debit/credit card where there is a self-service 
kiosk. Here is a list of where to find your nearest 
council office: 
• Armadale CIS: 1-3 East Main Street 
• Bathgate Partnership Centre: South Bridge 

Street (kiosk available)
• Broxburn Strathbrock Partnership Centre: 

West Main Street (self-service kiosk only) 
• Carmondean Connected: Deans, Livingston 

(self-service kiosk only) 
• Livingston: West Lothian Connected, Arrochar 

House, Almondvale Boulevard  (kiosk available)
• Whitburn CIS: 5 East Main Street

6. Payzone
You can pay your rent at any Payzone outlet 
(please ensure that you have your payment 
card with you). To find your nearest Payzone 
outlet check out www.payzone.co.uk and 
click on Store Locator.  Alternatively you can 
call the Council’s Customer Service Centre on 
01506 280000

4. At any Post Office
You can make a payment at any Post Office 
(payments may take up to five working days to 
process)

2. Online
Using your debit/credit card - log onto 
www.westlothian.gov.uk and select ‘Pay for it’ 
option (you will need your 11 digit rent account 
number) 

3. Tenants Self-Service online 
Using your debit/credit card. Log onto www.
westlothian. gov.uk/tenants-selfservice (you 
will need to register if you have not already 
done so). Input your username (tenancy 
reference number) and password to access your 
rent account and pay online 

5. By Telephone
You can call our 24 hour automated payment 
line on 01506 282407 using your debit/credit 
card. Staff in local housing offices can also 
process a payment for you; just call 01506 
280000 and ask to speak to your housing officer 
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Universal Credit is a new benefit  
introduced by the Department for Work 
and Pensions.  Universal Credit will 
replace means tested, working age, 
benefits and tax credits. At the moment 
Universal Credit can only be claimed 
in very limited circumstances.  From 
February 2018  all new claims will be 
made through Universal Credit.
Universal Credit is for working age 
individuals,  which means anyone from 

the age of 16-64 who is thinking of 
claiming Income Related Employment 
and Support Allowance, Income Related 
Job Seekers Allowance, Tax Credits, 
Housing Benefit or Income Support.   
Working age includes lone parents and 
those who are not able to work due to ill 
health.  You can claim Universal Credit 
whether you have a job or not and it 
can be paid either to replace earnings 
whilst you are out of work or to top up 

earnings if you are on a low income.    It 
will be a big change for you and your 
family’s finances, so make sure you are 
prepared for the switch over.  Below are 
some tips to get yourself ready.

How Payments 
Work

If you qualify for housing benefit, this 
will be included in your Universal 
Credit monthly lump sum. It will not 
automatically be paid directly to your 
landlord. Council Tax reduction is 
not included in your Universal Credit 
payments.   You must apply for this 
separately.  Speak with your housing 
officer  to make sure you keep up with 
your payments.

Universal Credit is claimed and 
managed online.   You will have to log 
into your Universal Credit account 
regularly to check messages and 
update your records.  If you don’t 
have a computer or internet access at 
home, you can get access at your local 
library and you can also get help and 
support with learning. 

Benefit payments
are changing

Are you prepared?
Universal Credit 

For more help and information, 
please visit 

www.westlothian.gov.uk/
adviceshop 

or phone 01506 283000 option 1 

Universal Credit will be paid directly 
into a bank or building society 
account. Post Office card accounts 
can be used, however the preferred 
method is a bank or building society 
account.  The amount you get could 
be different every month, as Universal 
Credit payments are worked out based 
on your income and circumstances 
during your assessment period.

Monthly Payments
You will get one monthly payment, this will include an 
amount for your housing costs. Think about how best to 
manage this.  You may want to think about setting up direct 
debits or look into online payment options for your rent 
and other bills.

Rent and 
Council Tax

£

Managing your 
Claim

Supporting Low  
Income Homes

Training Available

Struggling to make ends meet is a 
worry for more households than 
people would imagine.  Financial 
worries aren’t always visible and 

can impact  on households in 
many different ways.   

West Lothian Council is running 
free workshops to help raise 

awareness about the challenges 
faced by households living on a 
low income and who can help. 

THAT’S ALmoST 1 In 4

Did you know: 23% of 
children in West Lothian 

are living in poverty

For further information on the 
workshops available and to 

book a place, please phone the 
Advice Shop on 01506 283000 

option 4

When you first make a claim you 
will have to wait  at least six weeks 
until your first payment.   You can 
ask for a short-term benefit advance 
when you are waiting for your first 
payment but remember this will 
need to be paid back. 

Making a Claim and 
Assessment Period
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Tenants only on Facebook... 
Are you part of the club?

The Tenant Participation Team has been running a private 
Facebook group for tenants and members of their household 
for over a year now.  The group started out slowly but has been 
picking up members steadily.  With around 270 people in the 
group this is a place where tenants can find out interesting 
news, be made aware of events and be consulted on their 
opinion.

In order to join you can search for ‘West Lothian Council Tenant 
Participation’ on Facebook or find us by our group link 
www.facebook.com/groups/1720892651468911 (We wish 
it was easier to remember!).  When you join you will be asked 
for your address so we can check you are a tenant or part of the 
household of a tenant.

Staff look after the group during office hours and we don’t post 
more than once a day as we don’t like to bombard people with 
too much if we can help it.  We are really enjoying being in touch 
with so many tenants and members have been able to share 
their opinion on so many topics.

We look forward to seeing you there.

Rent Consultation Survey Reminder
As a West Lothian Council tenant you should by now 
have received information through the post on the 
new proposed rent increase strategy, advising you 
that our current rent strategy ends in 2018.   You may 
remember that this was a five year strategy that 
commenced in 2012.  We are now planning for the 
next five years and would encourage you to complete 
and return this rent survey card to share your views on 
your preferred option.  

Which option is for you?
We are offering two proposals for the new rent 
strategy.  Both options will enable us to focus on 
investing in our current council homes as well as 
continue investment in adding to the supply of council 
houses for the future.  

Please take the time to fill out the rent survey card 
(you will already have received this), it will only take 
a couple of minutes, and it’s important that you have 
your say.  

All you have to do is tick yes to one 
of the options on the survey card, 
and return it to us by Friday 8 
December.

Please complete 
and return the 

rent survey card 
by 8 December to 
let us know your 

views.

Annual rent increase of 3% per 
year over the next five years from 
2018/19 to 2022/23

option 1

option 2

Annual rent increase of 4% per 
year over the next five years from 
2018/19 to 2022/23

If you do not have a card, you can also view the 
consultation on our website and complete your rent 
survey online via:  
www.westlothian.gov.uk/rentconsultation2017
Remember your opinion is important to us, and will 
help shape our rent increase strategy for the next five 
years.
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West Lothian Tenant Participation Heroes!
West Lothian Council recognised the long service and contribution of council tenant 
volunteers at a special event recently which also marked 20 years of Tenant Participation.

The event was also a celebration of the contribution of 
the public-spirited tenants who have volunteered for 
many years on behalf of other tenants and have worked 
closely with the council’s Housing Service.  You may 
remember some of these names from articles over the 
years: 

Danny and Therese Mullen, Alison Kerr, Jessie Duncan, 
Klayre Hurnn, Don and Jean Ferguson, Vera Robertson, 
Jane Menzies, Maggie Lyons, John Moore, Joanne 
Moore, John Steel, Bill Townley, Willie and Jean Kirk, 
Anne Ryce, John Rooney and Isobel Callaghan. We 
also would like to thank all those tenants who have 
contributed over the years.

The aim of Tenant Participation is to include council 
tenants in the decision-making process on matters 
which affect them and to ensure that their voices on 
these issues are heard. 

The highlight of the event was a presentation of 
an award for ‘Outstanding Contribution to Tenant 
Participation’ to local tenant Danny Mullen. 

Danny has been a very active member of the local 
community including participating in leading groups; 
taking part in working groups; performing the role of 
a tenant inspector; taking part in estate walkabouts; 
being a member of the Tenants Panel and Services for 
the Community Policy Development and Scrutiny Panel.  

Danny has also worked with the Tenant Information 
Service (Scotland), Tenant Participation Advisory Service, 
Central Regional Network and the Scottish Government 
during his time in Tenant Participation. 

Executive councillor for services for the community, 
George Paul commented: “I was delighted to attend 
the special event which recognised the work of our 
Tenant Participation volunteers.  Everyone plays a very 
important role in ensuring that council tenants have a 
voice in decisions which affect them.

“I was particularly thrilled that Danny Mullen received 
an award of ‘Outstanding Contribution to Tenant 
Participation’ in recognition of his tireless work and 
commitment.  Danny continues to be a driving force for 
change and a staunch advocate for council tenants.  

“All council tenants contribute in their own way as a 
community.  There are many tenants who are unsung 
heroes and who carry out public-spirited acts every 
day to improve their communities.  Whether it is being 
neighbourly, lifting litter, making their garden attractive, 
encouraging others or volunteering, I would like to take 
this opportunity to thank everyone for their efforts.”  

For more information on tenant participation in 
West Lothian and how you can get involved email: 
TP@westlothian.gov.uk, or call: 01506 281073.

Left to right: Alistair Shaw, Danny Mullen and Councillor George Paul
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Street Environmental 
Improvement Project (SEIP) 2018/19

Applications received, which meet the eligibility criteria shown below, will be selected as possible projects using a 
points based system by the members of our Capital Programme Working Group.  Once these have been selected, site 
visits will be carried out to each of the proposed projects, before the final selection is made.  Designs and costings will 
then be prepared prior to the project being given final approval.  (Please note that these projects will be carried out 
during the financial year 2018/2019). 

Can you think of a communal area that could do with a bit of a facelift.  Is there 
somewhere in your local community that’s letting the area down and would it benefit 
tenants to see this being improved?  If the answer to any of these questions is ‘Yes’, 
then don’t delay, complete the attached application form today!

 before

 before

 after

 after

Types of Projects
These would be such things as landscaping and improvement of common 
areas or other small environmental projects.  

Applying? 
Just complete and return the attached application form to the TP Team at 
the address shown.  Application forms are also available in CIS offices and 
on the housing page of the council website www.westlothian.gov.uk  

Applications can be submitted by:
   Individual Council Tenants
   Registered Tenant and Residents Groups
   Housing Network members
   Housing, Customer and Building Services Staff

Eligibility Criteria 
To be considered, applications must fulfil the following criteria:

Projects muSt:

   be on land owned by Housing, Customer and Building Services
   be for the benefit of council tenants
   improve the environment and/or security for tenants
   have agreement of other council services or external agencies where 

maintenance is or will be their responsibility at the end of a project

Projects muSt NOt:

   be used to fund work in individual homes or gardens
   require ongoing maintenance by Housing, Customer and Building 

Services
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Project name:

Project Address:

Your name:

Your address:

What would you like improved? (please provide as much detail as possible):

Please complete the form and send to:
TP Team, Housing, Customer and Building Services, Civic Centre, Howden South Road, 

Livingston EH54 6FF or email TP@westlothian.gov.uk

Street Environmental Improvement Project
If you wish to apply, please complete the form and return to us by 
Friday 16 December 2017

(this application must not for work in individual homes or gardens)

The COSLA (Council of Scottish Local Authorities)
Excellence Awards celebrate the very best in Scottish 
Local Government.  Their emphasis is on rewarding 
the most innovative and passionate developments 
and recognising projects that can demonstrate 
excellent service delivery to its communities.  

An application was submitted for the ‘Local Matters’ 
category for the West Lothian Council Syrian 
Refugee Team which was set up to provide intensive 
resettlement support to Syrian Refugees under the 
Vulnerable Persons Relocation (VPR) scheme. 

That team looked at the big picture and joined up 
with a host of other services and partners which 
was key to the delivery of the service and meeting 
the needs of the individuals.   This was excellent 
work from a variety of partners including Adult Basic 

Education, DWP, Advice Shop, Livingston Family 
Centre, Education, Police Scotland, NHS Lothian, 
WESLO Housing Management, Almond Housing, 
Bield Housing and World Cares Foundation.

The ‘Local Matters’ category focusses on the unique 
impact of local services and doing things in ways 
that suit our local circumstances best.  The Assessors 
looked through all the applications from across all 
local government departments and identified those 
applications who met the criteria for a Bronze award 
where they have demonstrated innovation, results 
and best practice in approach.   

Well done to all those involved for their continued 
commitment and passion towards making the 
project a success. 

COSLA excellence 
For Local Matters
West Lothian Council is delighted to announce it has been 
awarded a Bronze COSLA Excellence Award.  
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Fighting Heating Costs with energy efficiency
The council is preparing for the 2017/18 Home Energy Efficiency Programmes for Scotland (HEEPS: 
ABS) scheme that will see Scottish Government funding help deliver External Wall Insulation (EWI) 
to properties of “No Fines” construction in Knightsridge, Armadale and Woodend Walk.      

Did you know a ‘No Fines’ house has a solid exterior wall and needs to get additional 
insulation added to the outside of the wall rather than between two layers of brick 
which is done for traditionally built homes?

The council will be including its own properties in Erskine Way and 
Gordon Way in Knightsridge in the programme, which will see these 
houses receive external wall insulation with a new render finish that will 
help tenants to reduce their heating bills whilst improving the energy 
efficiency and comfort of their homes.  The project is intended to start in 
October with work continuing across the four sites into Spring 2018.  

Tenants will shortly be receiving letters from the council with more details 
on the works to be carried out and when they will happen.  

Officers are also planning to hold an open evening for both tenants 
and home owners to meet representatives from the council’s Housing 
Strategy and Development Team and the EWI installer who will be 
delivering the programme.  This will provide tenants with the opportunity 
to ask any questions they may have about the project.  

Don’t give cold a chance... 
protect yourself and your home

Frozen Pipes:
n	turn off the water supply (make sure you know 

where this is)
n	turn off the stopcock in your cold water tank, if 

you have one
n	protect everything around the frozen pipe 

to avoid damage if it bursts. Place buckets, 
basins and towels around the area.

thawing Out:
n	open the tap nearest to the part of the pipe 

you think is frozen, so the water can flow 
through when it has melted

n	thaw the ice in the pipe with a hot water bottle 
or hairdryer (taking care to keep it well away 
from any water). Start from the tap end and 
work back toward the cold water tank. NEVER 
use a heat gun or blowtorch – the pipe needs to 
be thawed out slowly and safely!

 
Check the council’s website: www.westlothian.gov.uk/winter for updates.

before

after

Try the following care tips:
n	if your tank is in the loft, open the trap door on very 

cold days to let heat in
n	if you’re going on holiday and your home will be 

empty, contact your local housing office to make 
arrangements to drain down the water system

n	in very cold weather, if you’re going out for the day, or 
perhaps away for a couple of days over the Christmas 
period, keep your heating on, or set it to come on a 
couple of times a day.

Following this advice should minimise the risk of having a 
frozen or burst pipe. However, should this happen, please 
report it immediately to our Customer Service Centre on 
01506 280000.

At this time of year, it is especially important to ensure 
you have home contents insurance.  Check that you are 
covered against damage to personal items due to burst 
pipes.

Prepare for winter and don’t be caught out if a sudden cold spell descends upon us!

DoN’T RISK IT, GET INSuRED ToDAY!  Call 01506 282020 for more information on Home Contents Insurance. 
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Check the council’s website: www.westlothian.gov.uk/winter for updates.

Safety concerns for 
household batteries 

Members of the public are being urged not to put their old batteries into 
household waste bins after it emerged that they can cause fire and even 

explosions if mixed with domestic waste. 

Members of the public are being urged to safely dispose of batteries at designated recycling points. 
West Lothian Council provides collection arrangements for old batteries at each of its six Community 

Recycling Centres, and similar collection points can also be found in supermarkets and shops 
throughout West Lothian.

David Goodenough, the council’s Waste Services Manager said: “Disposing of batteries in waste 
collections can lead to the risk of injury to refuse workers and members of the public from fires and 
even explosions. We would urge residents not to place old batteries into their household bins but to 

take their old batteries to one of the collection points where they can be safely disposed of.” 

Visit  www.westlothian.gov.uk/local-recycling-centres for more details. 

Don’t bin your batteries

As your landlord, we would like you to tell us what you think about the services we deliver and 
how you think we could do better, so please complete and return the survey to us by Friday 1st 

December 2017.
As a thank you for taking the time to give us your views, your completed survey will be entered into 

our free prize draw, giving you the chance to win a first prize of shopping vouchers worth £300!  
There are also two runners-up vouchers worth £100.

You can also complete the survey online if you prefer, as can other members of your family living in 
your home.  All you have to do is go online and complete the survey at:

www.westlothian.gov.uk/tenantsurvey17

Tenant Satisfaction Survey
Watch out for this arriving through your door shortly!

FREE PRIZE DRAW!
We have one £300 and two £100 supermarket vouchers to give away!
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New council housing was completed in October 2017 at 
Mansefield Place in East Calder.  The new development 
was constructed by Lovell Partnership and funded by 
West Lothian Council and grant assisted by the Scottish 
Government.

The development of 15 new homes is attractively 
arranged and provides a mix of cottage flats, houses and 
bungalows which are specifically designed for access for 
people with disabilities.  All tenants have private gardens 
and parking.

The development area complements other council 
housing currently being built at Almondell, Calderwood in 
East Calder’s Core Development Area.  

This Almondell site  is due for completion in early 
summer 2018.

new build council homes in

west lothian Building new council homes

Houses now completed at 
Mansefield, East Calder

A total of 10 new cottage flats 
and houses were completed in 
October in Eliburn. 

The development is in a popular 
area of the town where council 
housing is in high demand.  

The housing was successfully 
constructed by Lovell 
Partnerships. 

Council houses 
completed in 
Livingston

West Lothian is rich in wildlife 
which the council and its 
partners are careful to preserve 
when constructing new council 
housing.

At a recent council new build 
housing development a principal 
badgers’ sett was recently 
discovered.  As badgers and 
their setts are legally protected 
the council was keen to protect 
the badgers and to prevent 
disturbance of the sett.  

A specialist ecologist company 
was appointed by Stirling 

Developments, the principle 
developer in the area, to establish 
a Badger Management Plan. 

An exclusion zone was 
immediately established around 
the sett for their protection 
while an artificial sett was built 
to re-house the animals in a safe 
area close by. The artificial sett 
consists of boxes or “chambers” 
accessed from a central chamber.  
After a few weeks all indications 
were that the badgers had safely 
migrated and were happily 
settled in their brand new sett.

New Construction and 
Preservation of Wildlife
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The next phase of tenants 
moved into their new homes at 
Blackburnhall Gardens in Blackburn 
in September this year.  100 new 
council homes are being built 
at this location.  The handovers 
in September brought the total 
completions to date to 19.
One of our new tenants said: “We 
are delighted to finally receive the 

keys to our new build property. The 
property has been finished to a 
high standard and rooms are very 
spacious and there is ample storage  
and garden space.  We are over the 
moon with our new home.”
The total housing provision at 
Blackburnhall Gardens will provide 
48 cottage flats, 41 houses and 11 
accessible bungalows.

tenants move in at Blackburnhall Gardens, Redhouse

New council housing starts on site in central Livingston 

Housing, Customer & Building 
Services in partnership with 
our colleagues in Construction 
Services design team were 
requested to construct and 
design the Bathville Cross project 
at Armadale.  The brief put a 
strong emphasis on ensuring 
modern, well equipped and 
environmentally sustainable 
properties.

As a result two blocks at Bathville 
Cross are being upgraded and 
three new homes have been 
built at South Street.  These 

are 1 bedroom properties with 
the ground floor flat being fully 
wheelchair accessible.  

Work is now complete at 1-10 
Mayfield Court and is nearing 
completion at 138-160 South 
Street. The upgrading work 
includes new balconies and 
stairs, external wall insulation, 
new patios and fencing.  

Maximum participation in West 
Lothian Council apprenticeship 
scheme was also established in 
both construction and design 
works, allowing a high number 

of apprentices to gain valuable 
skills and experience on this 
bespoke project. 

These are the first new build 
council properties to be 
constructed by Building Services.  

In summer this year 
construction began on 2 sites to 
be developed in a single contract 
adjacent to the Almondvale 
Stadium in Livingston (circled 
below).  The housing will be 

constructed on sites which are 
close to the town centre. The 
total number of houses to be 
built in this location is 37 and 
the housing will range from one-
bedded cottage flats to four-

bedded houses and bungalows 
designed and built for people 
with disabilities who require 
accessible housing.  The houses 
are expected to complete in late 
2018.

Aerial view of Almondvale Stadium showing sites cleared for construction

Improvements at Bathville
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Chocolate Mug 
Pudding

Quick and tasty 
pudding in under 
10 minutes!

Serves 4

What you need: 
n  2 eggs
n  Low calorie cooking spray
n  3 level tbsp cocoa powder
n  3 tbsp sugar or sweetener granules, plus 2 level 

tsp for the sauce
n  1 level tsp cornflour
n  65g low-fat spread
n  65g self-raising flour

What you do:
n  To make the sauce, put 1 level tbsp cocoa, 

2 level tsp sweetener and 85ml water in a 
saucepan over a medium heat and stir well.

n  Once it’s bubbling, mix the cornflour with 1 tbsp 
water and add to the pan.

n  Cook for 4-5 minutes or until thickened and 
glossy, stirring occasionally.

n  Meanwhile, cream the remaining sweetener 
with the spread and mix in the sieved flour, 
eggs and remaining cocoa.

n  Spray 4 mugs with cooking spray and pour in 
the batter.  

n  Cover each mug with cling film, pierce with 
a fork and cook them one by one in the 
microwave for 30 seconds on high.

n  Check they’re spongy by touching the surface 
with your finger - they might need another 10 
seconds. Leave to rest for 1 minute.

n  Turn the puddings out on to plates and pour 
over the sauce to serve.

Chicken and Chorizo 
Pasta

Serves 4 
What you need: 
n  3 skinless and boneless chicken breasts, cut 

into bite-sized pieces
n  400g pasta
n  1tbsp vegetable oil
n  100g cooking chorizo, sliced (for healthier 

option use chopped lean bacon)
n  400g tin of chopped tomatoes
n  Basil, finely chopped
n  Parmesan, grated (optional)

What you do:
n  Bring a large pan of salted water to the boil. 

Cook the pasta according to the packet 
instructions.

n  Meanwhile, heat the vegetable oil in a large 
frying pan. Fry the chorizo for 5 mins.

n  Add the chicken pieces to the chorizo and fry 
for another 5 mins.

n  Add the tomatoes and basil to the chicken and 
chorizo. Simmer for 5 mins.

n  Drain the pasta and toss in the sauce. Serve 
with grated parmesan (Optional).

A quick and easy 
pasta dish with 
strong, bold 
flavours

These recipes have been tried and tested 

by our staff - why not try them yourself?
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wordsearch 
competition

The winner of the £25 prize from the 
summer edition was Mrs Mary Love from 
Armadale. 
If you would like to be our next £25 
winner, please complete and return to:  
TP Team, Housing, Construction 
and Building Services, West Lothian 
Council, Civic Centre,  Howden South 
Road, Livingston EH54 6FF

Your name:

Your tel no:            Your email:

Your address:

BLIZZARD 
GLOVES
CHILLY 
GRITTING

FIREPLACE 
ICICLE
FREEZING 
SLEDGING

FROST 
SLEIGH
GINGERBREAD 
SNOWPLOUGH

One for the kids!  Spot the difference
Find 15 differences between the 2 pictures below. Answers in the next issue.

Z   E   O   G   N    I  G   D   E   L   S   A   Y   K
E   C   A   L   P   E   R    I   F   J     I      I   H   Z
N   O   B   E   S   G   R    I   T   T     I   N   G   W
C   D   O   O   T   N   K   G   X   F   E   P   G   D
E   O   U   F   R   N   O   S   B   R   B    I   N   L
Z   B   Q   R   S   B   K   W   Q   M   N   P   Y   R
H   G    I E   L   S   L   M   P   G   E   X   E   M
 I   S   D   E   U   V   X    I  E   L   N   K    I  I
U   E   R   Z   B   C   Y   R   Z   T   O   C   O   A
V   V   D    I   O   U   B   J   T   Z    I   U   Q   Q
 I   O   C   N   Q   R   N   S   L   C   A   V   G   M
Z   L   N   G   E   J   O   V   L   J    I   R   R   H
D   G   M   A   L   R   N   E   W   X   P   Q   D   E
Q   Q   D   N   F   H   V   Z   Y   L   L    I   H   C
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2016/17 was another successful year for Housing, Customer and Building Services 
(HCBS). Congratulations go to our Tenant Participation Team for their successful 
achievement of the Tenant Information Service Excellence in Tenant Participation 
Award.  This award is testament to the hard work and dedication of our Tenant 
Participation Team and all the tenant representatives who work with the team to 
improve services for all West Lothian Council tenants .

our Landlord Report 2016/17

Performance Matters 2017
Welcome to West Lothian Council’s latest 
edition of Performance Matters.  This 
covers the period from 1 April 2016 to 
31 March 2017, which we will refer to 
throughout this report as the ‘Reporting 
Year’.
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Background

The Scottish Social Housing Charter (The Charter) 
was a requirement of the Housing (Scotland) Act 2010 
which states that ‘Ministers must set out standards 
and outcomes which social landlords should aim to 
achieve when performing housing activities.  The 
Charter came into effect on 1 April 2012 and was 
revised in 2016. The reviewed Charter was approved 
by Parliament and came into effect on 1 April 2017.

The Charter applies to all local authorities and social 
landlords in Scotland.  Each landlord is required to 
submit an annual return on their performance to 
the Scottish Housing Regulator (an independent 
regulatory authority) who monitors progress against 
these standards; this is known as the Annual Return on 
the Charter (ARC).

our Landlord Report 2016/17

Under each standard there is a clear statement of 
what tenants and service users can expect from their 
landlord.  In total there are 37 Performance Indicators 
and 32 Contextual Indicators underpinning the six 
standards.  

The council is required to report performance against 
each of these indicators to The Scottish Housing 
Regulator by the 31st May each year, and must publish 

a Landlord Report to tenants by the 31st October each 
year.  Information in this report shows how well we 
have performed against each of the standards that 
apply to West Lothian Council.  

The report has been produced in association with the 
members of our Tenants’ Editorial Panel, to ensure 
the information is clear and of interest to tenants and 
service users.  

The Customer 
Landlord 

Relationship

1 2

3

45

6

Housing 
Quality & 

Maintenance

Neighbourhood 
& Community

Access to 
Housing and 

Support

Getting Good 
Value from Rents 

and Service 
Charges

Other 
Customers

(Standard 6 applies only to those 
that are responsible for managing 
sites for gypsies/travellers.  As we 
do not currently have any sites, 
this standard does not apply to 
West Lothian Council).

The Scottish Social 
Housing Charter

Within the Charter there are six standards:
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Council housing in West Lothian is managed 
by Housing, Customer and Building Services 
(HCBS).  

The service is managed by a Head of Service, 
supported by a Senior Management Team, 
who are responsible for the following areas of 
service:

  Building Services

  Customer Services and Customer 
Services Development

  Housing Need

  Housing operations

  Housing, Strategy and Development

  Performance and Change

The council’s aim is to offer excellent value 
for money services and provide quality homes 
for rent in West Lothian.  To ensure delivery of 
an effective service, managing, maintaining 
and improving homes, the service employs 
approximately 800 officers.  

our Landlord Report 2016/17

Landlord Information

our housing stock

1 bed
No. for rent

Houses 
943

Tenement
557

4 in a block
660
Other
129
Total

2289

2 bed
No. for rent

Houses
3046

Tenement
645

4 in a block
2124

Other
375

Total
6190

Bedsit
Tenement

13
Other

2

Total
15

Average 
weekly rent
£60.44

Average 
weekly rent
£64.66

Average 
weekly rent
£68.59

Average 
weekly rent
£73.20

Average 
weekly rent
£77.39

3 bed
No. for rent

Houses
 3055

Tenement
164

4 in a block
522
Other
296

Total
4037

4+ bed
No. for rent

Houses
 473

Tenement
4

4 in a block
92

Other
6

Total
575

As at 31 March 2017, the council had  
13,106 
homes for rent, throughout West 
Lothian.  The sizes and average 
weekly rents are shown below:
 

Housing, Customer and Building 
Services employs 

over 800 officers

Total number of houses for rent 13,106
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Performance against the ARC for 2015/2016

very or fairly 
satisfied

neither satisfied 
or dissatisfied

fairly or very 
dissatisfied

Tenant Satisfaction
In autumn 2015 all households were sent a survey, 
giving the chance to tell us what they think of the 
services provided by HCBS.  We received 1401 
responses to this survey; this was more than double 
compared to the previous year’s responses of 687.  

          We would like to thank everyone who 
took the time to return their surveys, as this 
information really helps us see where we 
need to improve services.

Throughout this report, we provide information from 
the survey showing how tenants feel HCBS performed 
against certain charter indicators. We also show the 
number of tenants who responded to each question.

These are shown as icons which represent: 

The following information shows how well we 
performed against the above standard, during the 
reporting year.  

• every tenant and customer has their individual 
needs recognised, is treated fairly and with 
respect, and receives fair access to housing and 
housing services.

• tenants and other customers find it easy to 
communicate with their landlord and get the 
information they need about their landlord, how 
and why it makes decisions and the services it 
provides.

• tenants and other customers find it easy to 
participate in and influence their landlord’s 
decisions at a level they feel comfortable with.

Standard 1 
The Customer Landlord Relationship

with the overall service provided by HCBS 

that their landlord was good at keeping them informed about 
their services and outcomes. 

with the opportunities given to them to participate in the 
decision making processes.

86.7% 7.6%5.7%

84.7% 7.3%8%

68.4% 23.4%8.2%

From 1374 tenant reponses...

From 1378 tenant reponses...

From 1367 tenant reponses...

This survey is carried out 
every two years so watch 
out for it coming through 

your door soon!



Scottish Housing Quality 
Standard (SHQS)

The SHQS was introduced by the 
Scottish Government in February 
2004.  In West Lothian we were 
able to bring 99.7% of our housing 
stock up to the required standard.  We only have one 
property that failed to meet the required standard and 
we are working to rectify this.
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Standard 2 
Housing quality and maintenance
• tenants’ homes, as a minimum, meet the 

Scottish Housing Quality Standard (SHQS) 
when they are allocated; are always clean, tidy 
and in a good state of repair, and also meet the 
energy efficiency standard for social housing 
(EESSH) by December 2020.

• tenants’ homes are well maintained, with 
repairs and improvements carried out when 
required, and tenants are given reasonable 
choices about when work is done.

Repairs
In West Lothian, repairs to our housing 
stock are carried out by our own 
Building Services operatives. In 2016/17, 
they completed a grand total of 48,218 
routine and emergency repairs.  

Appointments
In West Lothian we offer scheduled 
appointments for routine repairs so there 
is a choice of am or pm slots or a school 
run slot (anytime between 9.30am and 
4.30pm).  In the reporting year 11,278 
routine repair appointments were made 
and we were able to attend 99.2% of 
these.  

11,278
repair

appointments
made

99.7%
of properties 
meet SHQS 

standard

repairs 
completed

48,218

Energy Efficiency Standard 
for Social Housing (EESSH)
The EESSH aims to improve the energy 
efficiency of social housing in Scotland.   
The Scottish Government brought 
EESSH into force in March 2014;  all 
social landlords will be expected to 
achieve the EESSH standard by 2020.

The EESSH sets a single minimum energy efficiency 
rating for landlords to achieve, meaning that tenants 
should benefit from a warmer home, which could mean 
lower fuel consumption, lower energy bills and fewer 
tenants in fuel poverty.  In the reporting year 624 of our 
homes were fitted with energy efficiency measures.  
This brings the total number of homes now meeting the 
required standard up to 6,287, with over £1.3 million 
being invested in EESSH so far.

  

with the repairs and maintenance service they received 
in the last 12 months. 

85% 10.3%4.7% 

From 989 tenant reponses...

with the quality of their home.

83.1% 9.4%7.5% 

From 1378 tenant reponses...

47.4%
of properties 

meet
EESSH  standard
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Book your repair online

Tenants have the option and flexibility to book routine repair appointments 
online.  This is a simple and straightforward process accessed through the 
council website www.westlothian.gov.uk.  Click on Report It and select 
Housing. 

If you don’t have access to the internet, you can still call 01506 280000 or pop 
into your local CIS office.  

Emergency and Routine Repairs
Here we show performance information for emergency and routine repairs, and the average cost of these:

2016/17 
total no. of 

repairs
22,106

average time 
to complete 
5.56 hrs

average cost 
of repair

£65.41

2014/15 
total no. of 

repairs
21,810

average time 
to complete 
7.91 hrs

average cost 
of repair

£67.08

2015/16 
total no. of 

repairs
22,780

average time 
to complete 
5.98 hrs

average cost 
of repair

£68.30

Performance for Emergency repairs 
(unplanned repair) 

2016/17  
total no. of 

repairs
26,112

average time 
to complete 
8.24 days
average cost 

of repair
£89.86

2014/15  
total no. of 

repairs
28,500

average time 
to complete 
8.74 days
average cost 

of repair
£120.86

2015/16 
total no. of 

repairs
27,576

average time 
to complete 
9.71 days
average cost 

of repair
£122.16

Performance for Routine repairs 
(these should be completed within 5-15 working 
days, depending on the type of repair required) 

Gas Servicing
By law we carry out an annual gas safety 
check and service to our homes with gas 
heating systems.  This keeps our systems in 
good working order and gives our tenants 
peace of mind, knowing that everything is 
being done to keep them safe and warm.

As it is a legal requirement that these checks 
are carried out, failure to allow us into a 
property can result in our operatives having 
to force entry to a property.

2015/16 
no. of properties 

requiring gas safety 
certificate
12,776

no. of certificates 
renewed by 

anniversary date 
12,772

average cost of gas 
service

£51.19

Gas Servicing and Safety Check Performance

2014/15 
no. of properties 

requiring gas 
safety certificate

13,298
no. of certificates 

renewed by 
anniversary date 

13,095
average cost of 

gas service

£52.71

2016/17 
no. of properties 

requiring gas 
safety certificate

12,574
no. of certificates 

renewed by 
anniversary date 

12,530
average cost of 

gas service

£43.82

89.7%
of tenants were satisfied

that their repair was completed 
‘right first time’ and within the 

appropriate timescale. 

99.6% 
of our properties had a gas safety 

check and certificate renewed by their 
anniversary dates.
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Working together

In West Lothian we work in partnership with tenants, 
customers, the police and other council services 
to manage our neighbourhoods.  The following 
information shows how well we performed against the 
above standard, during the reporting year. 

Standard 3 
Neighbourhood and Community
• Social landlords, working in partnership with 

other agencies, help to ensure that tenants 
and other customers live in well-maintained 
neighbourhoods where they feel safe

Antisocial Behaviour (ASB)

We record the number of antisocial behaviour complaints made to the council.  These can include neighbour 
complaints, vandalism/damage, fly tipping, street drinking or problems with unoccupied houses.  Shown below is 
the number of cases reported and resolved.

2015/16 
reported cases 

of antisocial 
behaviour 

336

reported cases 
resolved
246

cases resolved 
within locally 

agreed targets

223

2014/15 
reported cases 

of antisocial 
behaviour 

490

reported cases 
resolved
212

cases resolved 
within locally 

agreed targets

121

Antisocial Behaviour Performance

one of the most important things you can 
do to improve safety in your community 
is to report antisocial behaviour.  With 
your help we can stop antisocial behaviour 
before it escalates into something more 
serious.  You can contact us by:

Calling:  the Customer Service Centre on 
01506 280000 or Police Scotland on 101  
(Calls charged at a local rate).

E: customer.service@westlothian.gov.uk  

76.5% of cases reported were 
resolved within locally agreed targets.

2016/17 
reported cases 

of antisocial 
behaviour 

374

reported cases 
resolved
302

cases resolved 
within locally 

agreed targets

286

with the way their neighbourhood is managed.

75.2% 11.3%13.5%

From 1381 tenant reponses...
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• those looking for housing get 
information that helps them make 
informed choices and decisions 
about the range of housing 
options available to them

• tenants and people on housing lists 
can review their housing options

• those at risk of losing their 
homes get advice on preventing 
homelessness

• those looking for housing find it 
easy to apply for the widest choice 
of social housing available and get 
the information they need on how 
the landlord allocates homes and 
their prospects of being housed

• tenants get the information they 
need on how to obtain support to 
remain in their home; and ensure 
suitable support is available, 
including services provided 
directly by the landlord and by 
other organisations

• homeless people get prompt and 
easy access to help and advice; 
are provided with suitable, 
good-quality temporary or 
emergency accommodation when 
this is needed; and are offered 
continuing support to help them 
get and keep the home they are 
entitled to

Standard 4 
Access to housing and support

Housing List Performance
The council allocates properties to people 
who have an active housing application.  

Points are awarded to applicants based 
on their housing needs and those with 
most points were given priority (for more 
information, the full Allocations Policy can 
be found on the council’s website).  

The information shows how well we 
managed our housing list in the reporting 
year.

2015/16 
applicants added to 

housing list 

3302
total applications 
cancelled from the 

housing list

1416
total applicants on 

the housing list

9393
offers of housing 

made

1753
offers of housing 

refused

922

2014/15 
applicants added to 

housing list 

3300
total applications 
cancelled from the 

housing list

3609
total applicants on 

the housing list

7557
offers of housing 

made

2617
offers of housing 

refused

1708

Housing List Performance

2016/17 
applicants added to 

housing list 

2992
total applications 
cancelled from the 

housing list

1829
total applicants on 

the housing list

9517
offers of housing 

made

2414
offers of housing 

refused

1417
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Letting our Houses How we let our houses

2015/16 
lets to existing 

tenants (transfers) 
57

lets to housing 
list applicants

99
lets to homeless 

applicants
432

mutual 
exchanges

127
lets to other 

sources
4

2014/15 
lets to existing 

tenants (transfers) 
186

lets to housing 
list applicants

161
lets to homeless 

applicants
540

mutual 
exchanges

167
lets to other 

sources
6

Homelessness
The council provide a 24 hour practical support and assistance service for people who are homeless or potentially 
homeless.  Our homeless accommodation includes both emergency and temporary accommodation.  

Homelessness Performance

2015/16 
average time homeless 

applicants spent in 
temporary accommodation 

70 days

households staying in 
temporary accommodation

1336
houses in West Lothian 

used for temporary 
accommodation

361
number of people who 
contacted the council’s 

prevention service for help 
and support

1309

2014/15 
average time homeless 

applicants spent in 
temporary accommodation 

73 days

households staying in 
temporary accommodation

1094
houses in West Lothian 

used for temporary 
accommodation

272
number of people who 
contacted the council’s 

prevention service for help 
and support

1545

2016/17 
average time homeless 

applicants spent in 
temporary accommodation 

82 days

households staying in 
temporary accommodation

1257
houses in West Lothian 

used for temporary 
accommodation

405
number of people who 
contacted the council’s 

prevention service for help 
and support

1070

When a property becomes empty we do our best to re-let 
as quickly as possible as this maximises income for the 
service and our customers.  

Letting performance

2015/16 
properties that 
became vacant 

798
properties 
abandoned

173
average time 

taken to re-let 
properties

30.57 days

2014/15 
properties that 
became vacant 

813
properties 
abandoned

136
average time 

taken to re-let 
properties

23.03 days

2016/17
properties that 
became vacant 

731
properties 
abandoned

86
average time 

taken to re-let 
properties

25.55 days

2016/17
lets to existing 

tenants (transfers) 
163

lets to housing 
list applicants

178
lets to homeless 

applicants
544

mutual 
exchanges

137
lets to other 

sources
6

with the quality of the 
temporary or emergency 

accommodation they 
were housed in

81.8% 

From 292 tenant 
reponses...

7.2%

11%

8.6%9.3%82.1% 
From 313 tenant reponses...

with the standard of their home when moving in
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Medical Adaptations
We can carry out alterations to a property (as approved by an Occupational therapist), based on a tenant’s 
medical needs.  These adaptations are to help the tenant continue to live more independently in their own home.  
Adaptations can include grab rails, ramps or wet-floor showers.  The information below shows how well we 
performed:

Medical Adaptations Performance

2015/16 
medical adaptations 

completed  

637
time taken to complete 

approved applications for 
medical adaptations

18.5 days

2014/15 
medical adaptations 

completed  

884
time taken to complete 
approved applications 

for medical adaptations

22.5 days

2016/17 
medical adaptations 

completed  

812
time taken to complete 
approved applications 

for medical adaptations

18.7 days

96.5% of approved medical adaptations 
were completed in the reporting year
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Standard 5 
Getting good value from rents and service 
charges
• tenants, owners and other customers receive services that 

provide continually improving value for the rent and other 
charges they pay.

• a balance is struck between the level of services provided, 
the cost of the services, and how far current and 
prospective tenants and other customers can afford them.

• tenants get clear information on how rent and other 
money is spent, including any details of individual items of 
expenditure above thresholds agreed between landlords 
and tenants.

Paying rent

The rent we receive from council properties allows us to 
maintain and improve the council’s housing stock, so it is very 
important that we make best use of the resources we have.

The bar chart below shows just how your rent money is 
being spent; you will see that over 70 pence in every pound 
collected is being spent on Repairs, Maintenance and Planned 
Investment work on tenants’ homes.

43p
planned 

investment

29p
repairs & 

maintenance

10p
employee 

costs

5p
support 
services

8p
supplies & 

services

3p
premises 

costs

2p
voids & bad 

debts
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feel that the rent for their property represents good value for 
money

84.1% 6.6%
 

9.3%

From 1369 tenant reponses...
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Rental Income 

As a landlord we have a duty to collect as much rental income as possible, so we can provide a good value 
for money service to all our tenants.  Against a challenging and difficult year for many, we were able to collect 
99.7% of the rental income due in the reporting year which was a slight improvement from the previous year. 

Our aim for 2017/2018 is to continue to work to support tenants to maximise our income and reduce rent arrears.

Former Tenant Arrears
The performance information shown below also includes figures for former tenant arrears.  This is because when 
a tenant leaves a council property with rent arrears, we keep a record of these and work with our colleagues in 
Revenues to collect the money owed.  

Rent lost due to Empty Properties

When properties become empty, we do our best to re-let as 
quickly as possible.  However, sometimes this can take longer 
than we would like, due to improvement work being carried 
out on the property.  In the reporting year 0.5% of our rent, 
a total of £229,426 was lost due to properties being 
empty.  

To improve this performance, an internal review is currently 
ongoing to look at our processes and procedures to see how 
we can streamline this area of our service.
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Income and Arrears Performance

£ ££ £
2016/17 
rent due

£45,473,545
rent collected 

£45,319,348
rent arrears (gross)
£2,227,481

2015/16 
rent due

£44,456,840
rent collected 

£44,096,741 
rent arrears (gross)
£2,132,238

2014/15 
rent due

£42,623,850
rent collected 

£42,462,544 
rent arrears (gross)
£2,192,793

£

Paying Rent
Paying rent is a part of the tenancy agreement and it is important that rent is paid on time and in full.  If you are 
having difficuty paying rent, please contact your local housing officer for help and advice on 01506 280000.
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Taking Part
The Housing (Scotland) Act 2001 and 2010 gives tenants 
legal rights in relation to participation and place a duty 
on Local Authorities and Registered Social Landlords 
(RSLs) to consult with tenants on a range of housing 
issues.

In West Lothian we have a Tenant Participation 
strategy which sets out how the council will 
communicate, consult and most importantly, take on 
board the views and opinions of tenants and use these 
to influence decisions that shape services.  Any tenant 
or service user can take part, either as an individual or 
through one of our tenants and residents groups in a 

way that suits them.  We have various 
initiatives and activities available 
that provide a means for tenants to come along and 
find out about changes or improvements to services, 
such as rent levels, repairs or any other housing or 
environmental issue.  If you would be interested in 
taking part, please contact us by:

Email:  TP@westlothian.gov.uk

Telephone TP Team:  01506 281882, 281885 or 
281073

Tell us what you think
If you have any comments you would like to make on the content of the report, or if you have 
suggestions on how we can improve services, please fill in the slip below and return it to us.  
Alternatively you can email us at TP@westlothian.gov.uk or join our facebook group (see p4 for details).

Name  

Address

Telephone Number

Email Address

How would you like us to contact you? Email   Post    Telephone

Tell us what you think!

Please complete and return this form to:
TP Team, Housing, Customer and Building Services

Civic Centre, Howden Road South, Livingston, West Lothian EH54 6FF

our Landlord Report 2016/17
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Our customer information service offices
email: customer.service@westlothian.gov.uk

Almondbank Centre
Shiel Walk, Craigshill
 
Armadale CIS 
(Payments Facility available)
1/3 East Main Street
Armadale
 
Bathgate Partnership Centre (Payments 
Facility Available)
Lindsay House, South Bridge St
Bathgate
 
Strathbrock Partnership Centre
189a West Main Street, Broxburn

Blackburn Connected
The Mill Centre, Blackburn
 
Carmondean Connected (Payments 
Facility Available - 
Self-service kiosk)
Deans, Livingston

Fauldhouse CIS 
(within Fauldhouse P’ship Centre)
Lanrigg Road, Fauldhouse

Linlithgow CIS 
(within Linlithgow Library)
The Vennel, High Street
Linlithgow
 
Livingston CIS 
(Payments Facility Available)
Arrochar House, Civic Square
Almondvale Boulevard
Livingston
 
West Calder CIS 
(within West Calder Library)
Harburn Road, 
West Calder
 
Whitburn CIS 
(Payments Facility Available)
5 East Main Street, Whitburn

www.westlothian.gov.uk 
online 24 hours a day
Log on and you can:
n	Pay your council tax, rent, or fines online
n	Apply for a house
n	Report a repair to your home
n	Make an enquiry for information
n	Make a comment on any council service 

We hope you have enjoyed reading Tenants News. If you would like to get in touch with the editorial 
panel please contact us by writing to: TP Team, Housing, Customer and Building Services, 
West Lothian Council, Civic Centre, Howden South Road, Livingston EH54 6FF 
or email TP@westlothian.gov.uk

Customers with special requirements
Information is available in Braille, tape, large print 
and community languages.  Please contact the 
interpretation and translation service on 
01506 280000
Text phones offer the opportunity for people with a 
hearing problem to access the council.  The textphone 
number is 
01506 591 652
A  loop system is also available in all offices.

01506 280000
Social Work Emergency Number: 
01506 281028  (Social Work Only) 

For all other emergencies call: 
01506 280000
If you have used the council’s complaints procedure and 
you are still unhappy, you can pass your complaint, within 
a year, to: 
The Scottish Public Services Ombudsman, 
Freepost EH641, Edinburgh EH3 0BR
Tel: 0800 377 7330
www.spso.org.uk

For all enquiries call our Customer Service Centre on
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If undelivered please return to:
The TP Team
West Lothian Council
Housing, Customer & Building Services
West Lothian Civic Centre
Howden South Road, 
LIVINGSTON EH54 6FF


