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2017/18 was another successful year for HCBS, with congratulations going to our 
Tenant Participation Development Working Group and the Tenant Participation Team 
for their successful achievement in being awarded the Tenant Information Service 
Best Innovative Practice Award.  The winning of this award provides recognition for 
partnership working in introducing new digital ways of engaging, consulting and 
gathering tenants views throughout the year. 

Performance Matters 2018
Welcome to West Lothian Council’s latest 
edition of Performance Matters.  This covers 
the performance for Housing, Customer 
and Building Services (HCBS) during the 
period 1st April 2017 to 31st March 2018; 
referred to throughout this report as the 
‘Reporting Year’.
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The Scottish Social Housing Charter (The Charter) was a requirement of the Housing (Scotland) Act 2010, and sets 
out standards and outcomes which social landlords should aim to achieve when performing housing activities.  

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).

Background

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 
of these sites, this standard does not apply to 
West Lothian Council).

Under each standard there is a 
clear statement of what tenants 
and service users can expect from 
their landlord.  In total there are 
42 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 the council has 
performed against some of the 
standards that apply to them as a 
Landlord.  

This report has been produced in 
association with the members of the 
Tenant Participation Development 
Working Group and Tenants’ 
Editorial Panel, to ensure the 
information is clear and of interest to 
tenants and service users.  

If you would like to compare the council’s performance with up to four other social landlords in Scotland, you can 
do so at: https://www.scottishhousingregulator.gov.uk/find-and-compare-landlords

Within The Charter there 
are six standards:
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Landlord Information

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; 
responsible for the following areas of service:

  Building Services

  Customer and Community Services

  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.  

Housing, Customer and Building 
Services employs 

over 800 officers

Our housing stock

1 bed
No. for rent

Houses 
954

Tenement
561

4 in a block
698
Other
129
Total

2342

2 bed
No. for rent

Houses
3055

Tenement
638

4 in a block
2174
Other
375

Total
6242

Bedsit
Tenement

13
Other

2

Total
15

Average 
weekly rent
£60.44

Average 
weekly rent
£64.94

Average 
weekly rent
£68.75

Average 
weekly rent
£73.24

Average 
weekly rent
£77.59

3 bed
No. for rent

Houses
 3012

Tenement
166

4 in a block
527
Other
293

Total
3998

4+ bed
No. for rent

Houses
 477

Tenement
4

4 in a block
89

Other
6

Total
576

In the reporting year, the weekly rent 
was increased for all properties by 3%.  
As at 31 March 2018, the council had 
13,173 homes for rent, throughout 
West Lothian.  The sizes and average 
weekly rents are shown below:

Total number of houses for rent 13,173

To ensure delivery of an effective 
service, managing, maintaining and 

improving homes.
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Performance against the ARC for 2017/2018

very or fairly 
satisfied

neither satisfied 
or dissatisfied

fairly or very 
dissatisfied

Tenant Satisfaction
In autumn 2017 a tenants satisfaction survey was 
posted out to all council tenancies, giving each 
household the chance to say what they thought of 
the services received from HCBS.  A total of 1,785 
responses were received; a significant increase on the 
previous 2015 survey of 1,401 responses.  

Alistair Shaw, Head of Service said:

          I would like to thank everyone who 
took the time to return their surveys, this 
information really helps us to 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: 

Here we show how well we performed against ‘The 
Customer Landlord Relationship’ 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

83.1% 7.2%9.7%

84.2% 8.7%7.1%

65.4% 8.6%26.0%

Q. How do tenants feel HCBS keeps them informed about 
Landlord services?  Of the 1,784 responses received, tenants 
reported satisfaction levels as:  

Q. How satisfied are tenants with the overall service 
provided by HCBS?  Of the 1,774 responses received, tenants 
reported satisfaction levels as: 

Q. How satisfied are tenants with opportunities to 
participate in their Landlord’s decision making process?
Of the 1,773 responses received, tenants reported 
satisfaction levels as:  



Scottish Housing Quality 
Standard (SHQS)

The Scottish Housing Quality Standard 
was introduced by the Scottish 
Government in February 2004.  Out 
of 13,173 properties, 24 have failed 
this year because of issues, newly identified from surveys 
carried out.  These issues have been scheduled into our 
Capital Improvement projects and are planned to be 
rectified by the end of the next reporting year.

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 will 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 2017/18, 
they completed a grand total of 47,154 
routine and emergency repairs.  

Appointments
In West Lothian we offer scheduled 
appointments for routine repairs so there 
is a choice of a morning or afternoon slots 
(anytime between 9:30am and 4:30pm).  

16,670
Routine repair
appointments

made

99.5%
of properties 
meet SHQS 

standard

of repairs 
completed ‘right 

first time’

92.1%
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.  We are delighted to 
report good progress with 8,828 of our homes meeting  
the required EESSH standard.

  

98.3% 1.3%0.4% 

Q. How satisfied are tenants with the repairs and 
maintenance service?  Of the 5,576 tenants who had repairs 
carried out in the reporting period, and completed a 
satisfaction survey, tenants reported satisfaction levels as: 66.7%

of properties 
meet

EESSH  standard
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78.1% 13.5%8.4% 

Q. How do tenants feel about the Quality of their Home?
Of the 1,780 responses received, tenants reported 
satisfaction levels as: 
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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 call  
into your local CIS office.  

Emergency and Routine Repairs
Here we show performance information for Category 1, 2 and 3 repairs, and the average cost of these:

2017/18 
total no. of 

repairs
23,829

average time 
to complete 
5.89 hrs

average cost 
of repair

£69.20

2015/16 
total no. of 

repairs
22,780

average time 
to complete 
5.98 hrs

average cost 
of repair

£68.30

2016/17 
total no. of 

repairs
22,106

average time 
to complete 
5.56 hrs

average cost 
of repair

£65.41

Performance for Emergency repairs 
(unplanned repair) 

2017/18  
total no. of 

repairs
23,325

average time 
to complete 
9.47 days
average cost 

of repair
£87.36

2015/16  
total no. of 

repairs
27,576

average time 
to complete 
9.71 days
average cost 

of repair
£122.16

2016/17 
total no. of 

repairs
26,112

average time 
to complete 
8.24 days
average cost 

of repair
£89.86

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 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.  

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

Gas Servicing and Safety Check Performance

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

2017/18 
no. of properties 

requiring gas 
safety certificate

12,673
no. of certificates 

renewed by 
anniversary date 

12,667
average cost of 

gas service

£45.38

Attended 

99.9% of repair 
appointments 

made

99.5% 
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.

2016/17
reported cases 

of antisocial 
behaviour 

374

reported cases 
resolved
302

cases resolved 
within locally 

agreed targets

286

2015/16 
reported cases 

of antisocial 
behaviour 

336

reported cases 
resolved
246

cases resolved 
within locally 

agreed targets

223

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:

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

Email: customer.service@westlothian.gov.uk  

79.8% of cases reported were 
resolved within locally agreed targets in 

the reporting year.

2017/18 
reported cases 

of antisocial 
behaviour 

342

reported cases 
resolved
297

cases resolved 
within locally 

agreed targets

273

72.5% 12.3%15.2%

Q. How do tenants feel about the management of the 
neighbourhood they live in?  Of the 1782 responses received, 
tenants reported satisfaction levels as: 

Here we show how well we performed against ‘Neighbourhood and Community’ standard, during the 
reporting year.
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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.  
Applications are assigned to a group and 
points are awarded based on applicants 
housing need.  Those with most points are 
given priority (for more information, the 
full Allocations Policy can be found on the 
council’s website).

The information shown provides details 
of how we managed our housing list in the 
reporting year.

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

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

Housing List Performance

2017/18 
applicants added to 

housing list 

2683
total applications 
cancelled from the 

housing list

3116
total applicants on 

the housing list

8824
offers of housing 

made

1794
offers of housing 

refused

846

Here we show how well we performed against ‘Access to Housing and Support’ standard, during the 
reporting year.
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Letting our Houses

How we let our houses

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

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

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

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 who contacted the 
council’s prevention service 

1070
Number of homeless 
presentations made

1364

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 who contacted the 
council’s prevention service 

1309
Number of homeless 
presentations made

1365

2017/18
average time homeless 

applicants spent in 
temporary accommodation 

195 days

households staying in 
temporary accommodation

1457
houses in West Lothian 

used for temporary 
accommodation

412
Number who contacted the 
council’s prevention service

730
Number of homeless 
presentations made

1530

When a property becomes empty we do our best to re-let 
as quickly as possible; this maximises rental income and 
provides much needed accommodation for those on the 
housing list.  6.0% of our lettable housing stock became 
available for re-let in the reporting year.

Letting performance

2016/17
properties that 
became vacant 

731
properties 
abandoned

86
average time 

taken to re-let 
properties

25.55 days

2015/16 
properties that 
became vacant 

798
properties 
abandoned

173
average time 

taken to re-let 
properties

30.57 days

2017/18
properties that 
became vacant 

757
properties 
abandoned

104
average time 

taken to re-let 
properties

20.24 days

2017/18
lets to existing 

tenants (transfers) 
169

lets to housing 
list applicants

142
lets to homeless 

applicants
605

mutual 
exchanges

125
lets to other 

sources
14

88.9% 

Q. How do tenants feel 
about the quality of 
temporary or emergency 
accommodation offered?
Of the 262 responses 
received, tenants reported 
satisfaction levels as: 

5%

6.1%

5.6%5.0%89.4% 
Q. How do tenants feel about the standard of their 
home when moving in during the reporting year? 
Of the 556 responses received, tenants reported 
satisfaction levels as: 
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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

2016/17 
medical adaptations 

completed  

812
time taken to complete 

approved applications for 
medical adaptations

18.7 days

2015/16 
medical adaptations 

completed  

637
time taken to complete 
approved applications 

for medical adaptations

18.5 days

2017/18 
medical adaptations 

completed  

682
time taken to complete 
approved applications 

for medical adaptations

16.5 days

91.7% 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.

You can see how your rent money is being spent; with 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

8p
supplies & 

services

5p
support 
services

3p
premises 

costs

2p
voids & bad 

debts

78.5%  9.2% 12.3%
Q. Do tenants feel that the rent for their property represents 
good value for money?

Of the 1782 responses received, tenants reported 
satisfaction levels as: 

Here we show how well we performed against ‘Getting Good Value from Rents and Service Charges’ 
standard, during the reporting year.
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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 
98.8% of the rental income due in the reporting year. 

Our aim for 2018/19  is to continue to work to support tenants to maximise our income and reduce rent arrears.

Former Tenant Arrears
The income and arrears performance information 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 0.45% of our rent, a 
total of £208,348  was lost due to properties being empty.  

An internal review of our processes and procedures was recently 
carried out to improve our re-let performance; so far this has 
resulted in a reduction in the amount of rental income lost by 
over £21,000, compared to the previous reporting year.

Income and Arrears Performance

£ ££ £
2017/18 
rent due

£45,624,943
rent collected 

£45,062,199
rent arrears (gross)
£2,378,178
(includes former 
tenants arrears)

2016/17 
rent due

£45,473,545
rent collected 

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

2015/16 
rent due

£44,456,840
rent collected 

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

£

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 difficulty paying rent, please contact your housing officer for help and advice.

 Tel: 01506 280000 | Email: customer.service@westlothian.gov.uk
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Taking Part
The Housing (Scotland) Act 2001 and 2010 gives tenants 
legal rights in relation to participation and places 
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

Some of the services that you can access include paying 
for council tax and council rent, booking a bulky uplift, 
reporting a pot hole, applying for housing benefit, 
checking  your rent balance, seeing your bin calendar, 
making payments for school meals and trips and linking 
with your child in the schools database.
The introduction of ‘MyWestLothian’ opens a unique 
communication channel with the council as you are not 
restricted to a certain location or within particular opening 
hours as it is available any time day or night, as long as you 
have a device with an internet connection.
The first time you log on you will be asked to create an 
account using the Government’s secure authentication 
process. If you already pay for school meals online – you 
will already have an account. From then on, you will be able 
to access the information the council holds.

We intend to further develop the functions of the portal 
over the coming months to include, reporting repairs and 
making appointments, making housing and homeless 
applications and being able to view the status of any 
current applications.
Karen Cawte, Digital Transformation Manager said “We 
recognise that people these days lead busy lives and want 
to be able to interact with the council at times that best 
suit them. We need to compete with the private sector 
organisations that deliver online services well.
‘MyWestLothian’ will allow our customers to make enquiries 
or ask or pay for services in a secure and seamless way, 
saving time for the customer and making our services more 
efficient.“

MyWestLothian
This month the Council has launched its 
customer portal ‘MyWestLothian’ on its 
website. This gives you a single, secure 
way of accessing information and logging 
enquiries and service requests. 

 Online – Anytime, Anywhere
my.westlothian.gov.uk 
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Paying your Council Charges
We often find that tenants who 
are having difficulty paying their 
rent also have difficulty paying 
other council charges including:

For example:
A couple with two young children had multiple debts and we assisted them to 
maximise their income through welfare benefits. This enabled a manageable payment 
plan to be agreed, at a level which suited them.  Their debt is now being steadily 
reduced and has avoided further action and recovery costs being incurred.
They stated, “This service has been absolutely invaluable to us.  Our adviser really 
went above and beyond for us.  As someone who has mental health problems this 
service really helped my stress levels as beforehand it was just too much to handle.  I 
would definitely recommend this to anyone who needs help in these areas as it gives 
you support and peace of mind that things are being dealt with properly.”

To discuss your council debts, contact your Housing Officer and ask for help: 
Tel:  01506 280000   Email:  customer.service@westlothian.gov.uk

Award Winning Partnership

TIS work with landlords and tenants in the social rented sector 
to support involvement of tenants in landlord’s decision making 
processes. 
The award was received for the excellent partnership working 
between the Council’s Tenant Participation (TP) Team and the 
TPDWG, for their innovative methods in using digital technology 
to improve engagement with tenants through the use of the 
tenants own Facebook Group and Text Messaging.  
It was also the first year that West Lothian Council and the West 
Lothian Tenants Housing Network (WLTHN) have sponsored 
an award at the TIS Conference.  This was the Danny Mullen 
TP Excellence Award, to commemorate Danny Mullen’s 
contribution to tenant participation both locally and nationally.  
The award was presented by Executive councillor for services 
for the community, George Paul.  Danny, from Whitburn, sadly 
passed away in February this year and was both a Convenor of 
TIS, and the Chair of the WLTHN.  Danny’s widow, Therese and 
their two daughters were in attendance at the event.

West Lothian Council and the Tenant Participation 
Development Working Group (TPDWG) have been 
recognised at the Tenants Information Service (TIS) 
National Excellence Awards in the ‘Best Innovative 
Practice’ category. 

We need you to get in touch if you have 
multiple council debts that you need 
help to manage and the sooner you do 
this, the more likely you are to avoid 
escalating arrears and recovery charges. 

We have specialist welfare and money 
advisors who will establish if you are 
entitled to any benefits that you may 
not currently be receiving and who can 
advise you of your options.

 Council Tax
 Service Accounts
 Housing Benefit Overpayments

Councillor Paul said:  

It was a privilege to present the first ever 
Danny Mullen award. Danny was well 

respected and well-liked by everyone that knew him, 
and worked with him. 

“I’d also like to congratulate the council’s TP Team and 
the TPDWG in enhancing customer engagement over 
the years by using new forms of communications. We 
know that they are well received by tenants and I’m 
delighted that their work has been recognised.  Successful 
tenant participation forms a large part of what the TP 
Team do each day and our tenants’ views help to 
shape the services that we provide.
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Full Service
All UC claims should now be on the Full Service and you will have a UC 

online account to manage your claim. 

You can use your account to report changes, get support and use your 

journal to send messages to your work coach. If you aren’t on Full 

Service, and are still on Live Service managing your claim by phone 

through the service centre, please contact the DWP about your claim 

immediately.

Reporting Changes
It is important that you tell the DWP about any changes in your 

circumstances straight away. 

For example, if you move address, move in with your partner, find or 

stop work, pay for childcare when you are working or your income or 

capital changes. You can report any of these changes through your UC 

online account.

You can find more 
information at:

 www.gov.uk > Benefits > Universal Credit

 www.westlothian.gov.uk > Council Tax   
 and Benefits > Benefit Changes > Universal  
 Credit

 By contacting the Advice Shop  
 Tel: 01506 283000  
 Email: advice.shop@westlothian.gcsx.gov.uk

 By contacting your Housing Officer: 
  Tel: 01506 280000 or visit your local   
 Council Information Service office 
 Email: customer.service@westlothian.gov.uk

Your Responsibilities
When you claim Universal Credit there are a number of activities you become responsible for in order to receive your payment.   

You can get more information about Universal Credit online at www.gov.uk/universal-credit

Complete work 
search activities for 
up to 35 hours per 
week.

UP TO

35h

Complete a tailored 
Commitment with your 
work coach. 

You will be responsible 
for paying your own 
rent and other housing 
costs.

Reporting change in 
circumstances:

Full service - through 
your online account.

Manage your payments and 
budget on a monthly basis.
You may be able to get an advance 
to help you manage until your first 
payment see: https://www.gov.uk/
guidance/universal-credit-advances

Working part-time & 
able to earn more? 
You’re required to seek 
additional work and 
increase your earnings.

Universal Credit (UC) is administered by the Department for Work and Pensions (DWP) and aims to make 
the Welfare Benefits system simpler by replacing six key benefits and tax credits. You may be able to claim 
UC if you’re on a low income or out of work. UC was fully introduced to West Lothian on 16 May 2018, 
meaning that all new claims or change in circumstances should be claimed online.
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The housing act provisions change the qualifying period 
for these types of request to 12 months.  This means that 
for any requested changes to be successful, the person 
concerned must have been registered as being resident 
in the tenancy for the 12 month period prior to any 
request being made. 
To ensure there are no problems with making any of 
these types of changes, we would ask all tenants to 
ensure they have advised their local Housing Office of 
all persons living in their home; we will need their name 

and the details of when they moved in.  This information 
is vital in allowing West Lothian Council to assess any 
requests and make a decision. 

Universal Credit (UC) is administered by the Department for Work and Pensions (DWP) and aims to make 
the Welfare Benefits system simpler by replacing six key benefits and tax credits. You may be able to claim 
UC if you’re on a low income or out of work. UC was fully introduced to West Lothian on 16 May 2018, 
meaning that all new claims or change in circumstances should be claimed online.

Housing Scotland 
Act 2014
How does it affect West 
Lothian Council Tenants?

If you would like to discuss how any of these changes could affect you and your family members, please get in 
touch with your local housing office by:

  01506 280000     customer.service@westlothian.gov.uk
A guide as to what is contained within the Housing (Scotland) Act 2014, has been created for tenants and can 

be found on the council website:  
www.westlothian.gov.uk > Housing > Tenant Participation > Related Documents 

The changes to the Scottish Secure Tenancy will affect the following:
 Assignations of Tenancy

 Where a tenant formally hands over the tenancy to 
another person 

 Joint Tenancy
 A tenant is entitled to a joint tenancy with one 

or more individuals, so long as the house is the 
only or principal home of all the tenants and 
permission from the landlord has been given.  A 
joint tenancy means that all tenants have exactly 
the same rights and obligations as each other

 Succession
 This is the transfer of a tenancy from the tenant to 

someone else when the tenant dies
 Sub Letting

 This is where a tenant, who is renting from 
a landlord, rents all or part of their home to 
someone else – the subtenant.

These changes will commence on 1 November 
2019.  Any applications requesting a change to 
an existing tenancy agreement received from 
that date will be determined on the Housing 
Scotland Act 2014.

The Housing (Scotland) Act 2014 has now been passed by the Scottish Parliament.  The date of commencement of the 
act is 1 November 2019. There are eight parts to this act covering various topics, one of which introduces changes that 
will support social landlords to make best use of their available housing stock, while recognising the right to succeed 
to a Scottish Secure Tenancy and the rights of tenants to pass on their tenancy with their landlords consent.  These are 
significant changes and it is important that tenants know about these in advance of the housing act provisions actually 
coming into force, so we will be writing out to each of our tenancies, providing detailed information on these changes.  



18  |  West Lothian Tenants News

Inside your home:
Frozen Pipes:

 turn off the water supply (make  
 sure you know where this is).

 turn off the stopcock in your  
 cold water tank, if you have one. 

 protect everything around the  
 frozen pipe to avoid damage; if  
 it bursts, place buckets, basins  
 and towels around the area.
Thawing Out:

 open the tap nearest to the  
 part of the pipe you think   
 is frozen, so the water can  
 flow through when it has   
 melted.

 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!
Try the following care tips:

 if your tank is in the loft, open  
 the loft trap door on very cold  
 days to let heat in.

 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.

 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.

Don’t give  
COLD a chance…
Protect yourself and your home

In very severe cold spells, care should be taken outside your property 
due to the formation of icicles, which can become dangerous when they 
grow large, especially if they have a long distance to fall.

Outside your home:

WHAT YOU SHOULDN’T DO 
Don’t try to knock large icicles off the gutters.  
Hitting icicles could cause more pressure on 
the guttering which in turn could cause them 
to collapse.  Large icicles in particular are 
unpredictable when they fall and could cause 
injury or property damage.

THE BEST THING TO DO 
Is leave them alone and monitor them.   
If necessary cordon off or block the area where 
the icicles are hanging to prevent and deter 
anyone from walking directly below them.

Don’t risk it, get insured today!  
Call 01506 282020 for more information on Home Contents Insurance.
More information and advice on being ‘Winter Ready’ can be found at:

www.westlothian.gov.uk/winter

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.
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Our insurers, Royal and Sun 
Alliance Insurance PLC, kindly 
offered to sponsor a prize draw to 
win £50 of High Street Shopping 
Vouchers for all those tenants 
currently in the scheme and for 
anyone new signing up before the 

closing date of 21 September.  I 
am delighted to announce that 
the lucky winner is Mr and Mrs 
McBride of Dedridge.

For more information on taking 
out Home Contents Insurance you 

can request an application pack, 
which includes an application 
form and full instructions on how 
to apply.  It also includes a handy 
checklist that will help you work 
out how much cover you need.

West Lothian Council 
Home Contents Insurance

In the last two editions of Tenants News, we have promoted the Council’s Home Contents 
Insurance scheme, to try and encourage more tenants to safeguard their home contents 
and personal belongings in the event of theft, fire, vandalism and burst pipes.

Contact our Customer Service Centre on 01506 280000 or  
The Revenues Unit on 01506 282020 (option 4)

If you prefer, you can download an application at:
www.westlothian.gov.uk/article/2341/Insurance-and-Insurance-Claims

Community Action in Action 

Residents at the Council’s Homeless 
Assessment Centre in Blackburn have 
been working with Community Action 
Blackburn and the Youth Action Project 
to create a garden and seating area by 
installing raised beds for residents to 
enjoy. 

The staff and the residents at the Assessment Centre 
are really pleased with the final result as it provides 
an attractive outside area for residents to relax and 
spend time in.   Residents and staff have enjoyed 
being involved in planting and are keen to develop 
the garden area further.  

The residents and staff would like to pass on their 
thanks to the young people involved in the project, 
for their hard work and commitment.  
They would also like to thank Community Action 
Blackburn and the Youth Action Project for providing 
the materials and soil for them to work with.
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Bin collection dates go online
A new service has been introduced to allow residents to 
access their bin collection dates online. 

If individuals do not have access to online 
services, or have anyone to print out a 
calendar for them, calendar information can 
be accessed at any council Library office.  

Customers should visit their local facility and ask a 
member of staff, who will be happy to assist. 

www.westlothian.gov.uk/bins

Visit the council’s 
website

Check the dates of 
your next scheduled 

collections.  
 www.westlothian.gov.uk/bins

To access the service, simply: 

Enter your postcode 
and select your 

house/flat number 

FIND ADDRESS

EH54 6FF

The new online service has allowed the council to stop 
distributing paper recycling calendars to each household 
in West Lothian. This will help to significantly reduce the 
impact on the environment. 

The new online service:

allows customers to access   
their bin collection dates  
within a few seconds from 
their phone, tablet or PC

features the option of printing off a calendar. 
(Once you have selected your property, you 
can download a copy of your calendar onto 
your phone, tablet or PC, or print it)

allows customers 
to add their bin 
collection dates 
to their preferred 
calendar on their 
phone, tablet or PC

can send e-mail reminders upon free 
subscription

will be 
more 
responsive 
than a 
paper 

calendar as it can be 
updated for temporary 
service changes, such 
as collections during 
holiday periods
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What you need: 

 1 tbsp butter
 8 chicken thighs
 8 spring onions
 150ml chicken stock
 1tbsp Dijon mustard
 2 tbsp runny honey
 2tbsp double cream or crème fraiche
 100g frozen veg e.g. peas, green beans or carrots.

Serves 4

What you do:
1  Turn the slow cooker on to a low setting  
2  Melt the butter in a frying pan and brown the 

chicken thighs 
3  Season with salt and pepper
4  Put in slow cooker
5  Add the stock, honey and mustard
6  Cook for four hours
7  Stir in the cream or crème fraiche and frozen veg
8  Cook for 15 mins without the lid
9  Serve with rice or your favourite potatoes.

The winner of the £25 prize from the 
Summer 2018 edition was A Black, Uphall 
Station.  If you would like to be our next £25 
winner, please complete and return to:  
TP Team, Housing, Customer and Building 
Services, West Lothian Council, Civic Centre,  
Howden South Road, Livingston EH54 6FF

Your name:

Your tel no:            Your email:

Your address:

BAYBERRY 
CINNAMON 

CLOVES 
CRANBERRY 

FRANKINCENSE 
GINGER 

MINT 
MYRRH 

NUTMEG 
ROSEMARY 

SAGE 
VANILLA

Simple and Delicious Slow 

Cooker Honey Mustard Chicken 

G A Z C Q Z E M L H N G M

E A N W A F G G W N Q Y B

M Y R R E B N A R C R G K

T I G S U E C T O R V Y K

U S P G G U G Q H U U R W

N F Y K A G T A L N K A W

Q A L L I N A V S N A M Q

O W I N Z F C C L O V E S

X H G B A Y B E R R Y S P

D E N O M A N N I C Y O O

R Z N X X D T C A T O R V

R D Y B A B T T N I M Q C
E S N E C N I K N A R F N

Festive Herbs and Spices

Winter 
Wordsearch competition
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Assisted Decoration Scheme 
In 2015 we introduced the Assisted Decoration Scheme to benefit tenants 
of West Lothian Council who are either senior citizens or of limited physical 
capacity and who are unable to decorate their home without assistance.  
Since introducing this innovative scheme we have successfully completed 
over 900 projects, and we are now looking for applications for 2018/2019.

Scheme Qualifications
To be eligible for the scheme, we have certain criteria that must be met, as shown below:

1  Restrictions
 Tenants can only apply for one room per household for   

 the duration of the scheme.  If you have already had a room  
 decorated since the scheme commenced, you are no   
 longer eligible.

 Your rent account must be up to date. You cannot apply   
 if you have current rent arrears, unless you have made an   
 agreement to repay these and the local area Housing   
 Officer agrees that payments have started and are being   
 maintained.

 Applications will not be accepted for anyone who has   
 an able bodied adult member of the household residing in   
 the property who is under the age of 65.

 If the scheme rules are found to have been breached, e.g.   
 false certification of ‘no able-bodied household members   
 under 65’, then the full costs will be recharged to the   
 applicant.

2  Older people of pensionable age
 Proof of age will be requested before acceptance onto   

 the scheme. You must sign the application form and   
 answer Question 3 regarding ‘are there any able bodied   
 members of the household who are aged between 18 and   
 65’.

3  Households of singular or multiple   
 people of reduced physical capacity 

 An assessment of permanently reduced physical capacity   
 and proof of no capable household members will be   
 needed before acceptance onto the scheme. You must   
 sign the application form and answer Question 3 regarding   
 ‘are there any able bodied members of the household who   
 are aged between 18 and 65’.

How the Scheme works
The current scheme will run up to 31st March 2019, with a limited budget set aside for the financial year; meaning that there is only 
a certain amount of work that we will be able to carry out.  Applications received will be dealt with on a first come first served basis.  
Once an application is received we will:

1  Contact the tenant to let them know their application is   
 being dealt with.

2  Assess each application to ensure it meets the eligiblity   
 criteria.

3  Contact the tenant to advise whether their application has   
 been successful or not.

4  For all eligible applications  a suitable appointment will be   
 arranged to carry out an inspection to determine the extent   
 of the decoration work required.  If necessary, severe cases   
 may be prioritised by the consideration of an Assessment   
 Panel.

What’s available on the scheme?
 Preparation of the room i.e. stripping, filling, lining paper. 

 Painting of walls, ceilings and woodwork and/or    
 wallpapering.

 Tenants can choose from a wallpaper pattern book supplied  
 by the council at no cost or choose to provide their own at   
 their expense.

 Choice of paint colours.

 Assistance can be given to clearing out the room prior to   
 work commencing.

Scheme Limitations
 Stairways, top and bottom landings/hallways are excluded   

 from papering due to health and safety; painting alone is   
 available.

 Plastering to full rooms or full walls are excluded from this   
 scheme.
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How to apply
If you are interested, and you think that you would be eligible for this decoration scheme you can apply 
using our online form at: 
https://www.westlothian.gov.uk/article/13068/Assisted-Decoration-Scheme-Application-Form

Or complete and return the form by post, hand it into 
your local council office or email it to  
hio@westlothian.gov.uk  

If returning by post or to your local council office, 
please mark your envelope on the front top left with ‘AD 
Scheme’, to identify it as an application and send to:

AD Scheme
Housing Investment Officers
West Lothian Council
Civic Centre
Howden South Road 
Livingston
EH54 6FF

Assisted Decoration Scheme – Application Form

Applicant’s Name (print)

Postcode

Contact Number 

Email Address

Address

1  Preferred method of contact (please tick)

Post                 telephone                 email                 text

2  Are you an older person of pensionable age?

Yes                 No

3  Are there any able bodied members of the  
 household aged between 18 and 65?

Yes                 No

4  Do you have a permanent Disability that   
 prevents you from decorating?

Yes                 No

5  Which room would you like decorated? (please tick)

Living room                 Bedroom                 Bathroom                 

Kitchen                 Stairway (paint only)                   

Other (please specify)

5  Any additional information    
 – please write below or include   
 in e-mail.

Signature (Mandatory):

The above signature certifies all of the above 
information and any false information may lead 
to costs being recharged to the applicant.
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New build council homes in

West Lothian Building new council homes

The first houses at the council’s housing  
development at Lammermuir in Livingston were 
completed in July this year. 
The two semi-detached four bedroom family homes and the four two bedroom 
cottage flats are the first six homes to be handed over to the council from the 44 
unit site. 

There have also been six new council homes delivered by McTaggart Construction 
at Winchburgh in June this year. This is the first affordable housing to be provided 
as part of the Winchburgh Core Development Area.

New Homes completed at 
Lammermuir and Winchburgh 

The 100th house has now been completed and 
let at the new build council site in Broxburn. 
The site comprises of 230 new build council houses including 
a mixture of one and two bedroom cottage flats, two to five 
bedroom houses and one to three bedroom bungalows. This 
week, Executive councillor for services to the community 

George Paul visited Ms McDonald who is the 100th tenant to 
move into their new home at Kirkhill. 
He said: “We are very proud to be building more high quality, 
affordable homes to rent across West Lothian and we are 
delighted that Ms McDonald has now moved into her new 
council home at Kirkhill.” 
“These new homes will enhance the communities around 
them for generations to come and help meet the high demand 
for affordable housing in West Lothian.”
Ms McDonald said: “I love my new home at Kirkhill. It is a lovely 
home and a very nice development. The location is perfect as 
I work at Broxburn Academy so it is ideal for me getting to and 
from work and for my daughter, who attends the Academy, 
too.”

100 Houses Complete at Kirkhill, Broxburn 

39 
(84.8%)

Council housing...  in graphics

people on 
the Common 

Housing Register 
in West Lothian 

8428
new build council 

homes built/
completed since 

2009.

1210
new build 

council 
homes under 
construction  

47324
individual sites 
as part of the 

council’s current 
new build 

programme

invested by 
WLC since 2009 
to build 1,800 

new build 
council homes

£200m £43.2m
£43.2 million 

planned 
investment to 
build 250 new 

homes between 
2018 and 2023

33
apprentices 

created through 
the council’s 

new build 
programme

West Lothian Council is one of Scotland’s best performing 
councils in terms of building new council homes

These figures accurate as at 31 August 2018
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In February 2018 we launched a questionnaire on the 
design and satisfaction levels in our newly completed 
council houses. We are looking for feedback from 
tenants who live in the following streets:

How satisfied are you with our 
New Build Council Housing?

 Rendezvous Place, Bathgate

 Blackburnhall Gardens, Blackburn

 Cunnighar Road, Broxburn

 Oliphant Place, Broxburn

 Maull Road, Broxburn 

 School Road, Broxburn 

 Auldhill Cottages, Bridgend

 Mansefield Place, East   
 Calder  

 Sheil View, East Calder 

 Eastfield Place, Fauldhouse

 Avalon Place, Linlithgow 

 Appleton Drive, Livingston 

 Owen Court, Livingston 

 Ontario Avenue, Livingston 

 Hamilton Court, Pumpherston 

 Stonebyres Road, Winchburgh

 St Anthony’s View, Armadale

All questionnaires will be 

entered into a prize draw to 

Win £100 
of shopping vouchers

You can complete the questionnaire online:  

Website:  www.westlothian.gov.uk/new-1000-houses

Esurvey:  www.esurveycreator.co.uk/s/newbuild.

If you have filled it in already then there is no need to fill 
in the questionnaire again.

As a result of the survey we have identified a number of improvements which 
we will consider when designing and developing the next phase of new build 
council houses, including increasing the number of wet floor showers in 
ground floor flats and increasing the number of kitchen cupboards. 

Since October 2016, the council has been operating an Open 
Market Acquisition Scheme. The scheme allows the council to 
purchase ex-council stock which is advertised for sale.  

The scheme has been very successful so far with 83 purchases to March 
2018. The target for 2018-19 is to purchase 41 homes and great progress 
towards this target has been made with 29 offers being made on 
properties and 12 of them already concluded. 
If you are interested in finding out more about the OMAS scheme please 
contact Courtney Gemmell on 01506 283486 or search on the council’s 
website for OMAS at https://www.westlothian.gov.uk/article/9810/
Policy-and-Strategies 

Open Market Acquisition Scheme (OMAS)

SOLD

The draw will take place on 31 January 2019.  

West Lothian Council normal competition rules apply.
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Street Environmental 
Improvement Project (SEIP) 2019/20

Applications received, which meet the eligibility criteria shown below, will be selected as possible projects 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 2019/2020). 

Can you think of a communal area that could do with a bit of a facelift?  Is there 
somewhere in your community that’s letting the area down and would it benefit 
tenants in the area 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!

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 on the application form or apply online at:
https://www.westlothian.gov.uk/SEIP

Applications can be submitted by:
   Registered Tenant and Residents Groups
   Individual council tenants
   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 on communal/shared areas which will improve the environment  

and/or security for tenants in the area
   must 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 
   require ongoing maintenance by Housing, Customer and Building Services 
   must not include individual garden space



West Lothian Tenants News  |  27West Lothian Tenants News  |  27

Project name:

Project Location:

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 21 
December 2018.

(NOTE: This application must NOT be for work in individual garden areas)

Building Services – helping young people

The session was held to provide information about the 
different work Building Services complete within West Lothian 
communities, and it included a tour of the centre, with the 
young people having the opportunity to discuss, with different 
managers, what the individual areas within Kirkton Service 
Centre provide.  

This was followed with a Question & Answer session with 
Grant Taylor, the manager of the council’s Building Services.

Steve Meier, who accompanied the group, said “our young 
people received a unique insight into working life and this gave 
them lots to think about in terms of career choices.  I believe 
that the session has given them a snapshot of what being 
employed really means and how if you apply yourself you can 
achieve anything; a very informative session with a genuine 
interest in our young people, many thanks for having us all 
along “

As part of our commitment to 
providing young people with 
information and advice on careers 
in Building Services, we welcomed 
four young people along to an 
informal careers session at our 
Kirkton Service Centre.  
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Our customer information service offices
email: customer.service@westlothian.gov.uk

Almondbank Centre
Shiel Walk, Craigshill
 
Armadale Parnership Centre 
(Payment Facility available)
North Street
Armadale
 
Bathgate Partnership Centre 
(Payment Facility Available)
Lindsay House, South Bridge St
Bathgate
 
Strathbrock Partnership Centre
(Payment Facility Available)
189a West Main Street, Broxburn

Blackburn Partnership Centre 
Ashgrove, Blackburn
 
Carmondean Connected 
(Payment Facility Available)
Deans, Livingston

Fauldhouse Partnership Centre 
Lanrigg Road, Fauldhouse

Linlithgow Partnership Centre 
High Street
Linlithgow
 
Livingston CIS 
(Payment Facility Available)
Arrochar House, Civic Square
Almondvale Boulevard
Livingston
 
West Calder CIS 
within West Calder Library
Harburn Road, 
West Calder
 
Whitburn CIS 
within Whitburn Library
(Payment Facility Available)
Union Road, 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


