





Keeping informed
and getting involved

We are committed to giving you
good quality information that

is easy to understand. We also
want to involve you in decisions
that may affect your home, your
neighbourhood or your future.

This booklet tells you how you

can help us influence and
improve our services.

Informing you

* allow tenant groups

to register with us and
become Registered Tenant
Organisations (RTOs)
consult you and any RTOs
on anything affecting your
tfenancy.

Your right to information
and consultation

Under the Housing (Scotfland)
Act 2001, all tenants are entitled
to take an active part in the way
their housing is managed.

This means that we must:

* give you certain information

* develop a strategy for tenant
parficipation
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Contact your local
office for a copy of the
Scoftish Government’s
“Your Rights to
Information and
Consultation, A Leaflet
for Tenants’.

®

What information will | get
from you?

We send you regular information
about the services we provide,
our performance, updates on
our activities and details on how
you can participate.
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Information we will send or make

available to you includes:

* the Rock Report newsletter -
delivered to your home four

times a year

e annual performance review

- detailing how we have

performed, delivered to your

home once a year

e annual planned maintenance

programme - published in the

Rock Report, once a year

e estate walkabouts - invitations

and feedback
e forum news (sheltered and
amenity tenants only) -

reporting on the activities of

the Sheltered and Amenity
Housing Forum, delivered
three times a year

* ways to participate -
information on getting

* website - which we are
currently developing.

Can | get information on your
policies?

We will give you free
information on:

e the terms of your tenancy

* any of our policies about
housing, repairs and
participation

* our participation strategy and
action plan

* our complaints procedure

e our annual performance.

What if English isn“t my
first language or | have
trouble reading?

We can write to you in your first
language (if this is not English)
and arrange for an interpreter
when we see you or speak to
you on the phone. We can also
write o you in Braille or large
type, or prepare an audio tape
or CD if you prefer information in

involved, delivered to all new
tenants a few months after
they move in

e performance information - on
display at office receptions

* |leaflets on a number of
subjects - available at office
receptions or on request
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this way. We can also talk to you
over the phone or in person.

To receive information
from us in a different
format, call the Policy
and Performance Team
on 0131 657 0600.

Consulting and
involving you

What sort of things will you
consult me on?

We will consult you on things that
may affect your tenancy.

We must consult you for example

if we are making or changing:

* our housing, repairs or
maintenance policies, if
the changes are likely to
affect you

* your rent and service charges

e our performance standards
in housing, repaqirs or
mainfenance

* our tenant participation
strategy.
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Why should | get more involved?

Your participation has
advantages for you and for us.

For you, getting involved means
that you can:

* help to improve your local
community

e campaign for changes you
would like to see

e tell us what you do and
don’t like

* meet neighbours and
other tenants

¢ develop your own skills,
confidence and knowledge.

Your involvement helps

us identify where we are

doing things right and, more

importantly, where we are

going wrong. We can’t improve

without you and your feedback.
For a copy of our

Participation Strategy,
call0131 657 0600
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How is Castle Rock Edinvar
managed?

We have a Board of

Management, made up of up to

15 people who are volunteers.

They meet at least six times each
year with the managing director
and heads of service. Additional
board meetings may be held as

required. The Board’s role is to
ensure that we meet our legal
and financial responsibilities,

approve and monitor the annual

budget, business plan and our
policies. The Board delegates

the day-to-day running of the

organisation to senior staff.

Board members have a range
of skills and give their time and
commitment to us without
pay. Members can make an
application in writing to the
Chair or Secretary at any time
to become a Board member.

The Board will also seek to recruit

new Board memiers through

advertising or invitation to ensure

that the Board composition
meets the objectives of the
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Association. Any appointment
to the Board must also be
approved by the Places for
People Nominations Committee.

We accept applications for
community membership

from people interested in

our neighbourhoods and the
services we provide. See page 6
for more information on how

to apply.

How can | get involved?

There are many ways to get
involved - it’s not just about
sitting in meetings.

You can choose the ways which
suit you best from the list below
(the same list is included at the
back of this booklet for you to fill
in and send back to us).

Tenants” and residents’
associations - these are local
groups that reflect the interests
of people who live close to
each other. They hold regular
meetings to hear views, discuss
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common concerns and find
solutions to problems. Ask your
housing officer whether your
area has an association already
and to put you in touch if it does.
If it doesn’t, we can help you to
set one up.

Local meetings - these may
be for smaller or larger groups,
depending on whether it is a
local or a more general issue.
You can arrange a meeting
yourself or we can arrange it
for you - in a sheltered housing
lounge, local hall or at one of
our offices.

Focus groups - small meetings
where we ook in detail at
one issue, event or task. The
focus could be on a proposed
change to a policy or service,
or on redesigning the Tenants’
Handbook for example.

Estate walkabouts - we walk
around your area with you

and your neighbours to identify
common problems or areas for
improvement. We then agree
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what needs to be done, who
should do it and keep you
updated on what is happening.

ACLP Scotland (Area Customer
Licison Panel) - a group of
customers who meet regularly
to review policies and practice,
agree targets for performance,
draw up plans for improvements
and monitor services, among
other things.

Sheltered and Amenity Housing
Forum - a group of tenant
representatives from

sheltered and amenity housing
who meet three times a year
to discuss various issues and
make suggestions for
improving services.

Young tenants group - we

are currently working with

young people to set up a

young tenants group. Please
call the Policy and

Performance Team for
more information on

0131 657 0600.
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Futures Group - what would your

neighbourhood of the future
look like? This group gives you

and other customers the chance

to tell us what you might want
and need in the fufure.

VOICE - a group of customers
who give us honest feedback
from the comfort of their

own home by email, post or
telephone.

Mystery shopping - customers

work with us as mystery shoppers.
If you would like to be a mystery

shopper, please let us know.

Community Membership -

Community members are invited

to attend the Annual General
Meetings, receive copies of
the accounts, and have the
opportunity to pose questions
to the Chair. To apply for

Application forms are available
from the Board Support Officer
who can be contacted on

0131 657 0600. The Board will
consider your application at its
next meeting. We will return your
money if your application is not
approved. If your application is
approved you will be issued with
a share certificate.

membership, you need to send
in a completed application form
and £1 subscription fee.
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| want fo get involved, what do |
do next?

Please take the time to fill in the
form on this and the next page,
cut it out of the booklet and
return it to us.

YES! | am inferested in hearing more about/becoming involved in:

Please tick all that apply

Joining an existing tenants/residents association
Helping set up a tenants/residents association
Local meetings

Focus groups

Estate walkabouts

ACLP Scotland

Sheltered and amenity housing forum

Young tenants group

Futures group

VOICE

Mystery shopping

Community Membership

Oooooooooobao
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YES! | am inferested in the following topics:

Please tick all that apply

O My local area

O Repairs, maintenance and improvements

O Changesin our services

O The way we communicate with you such as newsletters

Other (RIEASE WITE) ..iiivviiiiii

Title OMr OMrs OMs COMiss [IDr O Other (please state)..................
FUIL NMOMIE e
AADAIESS . et

BN Q]
Complete both sides of this page, cut it out and send it to:

Freepost RLXE-CSKC-AJAJ

Castle Rock Edinvar Housing Association Ltd
1 Hay Avenue

Edinburgh

EH16 4R
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About Castle Rock Edinvar

Castle Rock Edinvar is one of Scotland’s largest
housing associations and is responsible for more
than 6,000 homes across Scotland. It provides

a choice of affordable homes for rent and sale
including shared equity, as well as a range of care
and support services that help vulnerable people
live independently in their home. It also provides
property management services to homeowners.

A member of the Places for People Group, Castle
Rock Edinvar contributes to the Group’s vision of
creatfing sustainable communities where people
are proud to live and where they have the
opportunity to prosper.

& Castle Rock Edinvar Housing Association
1 Hay Avenue
Edinburgh
EH16 4RW

= 0131 657 0600

customer@castlerockedinvar.co.uk
www.placesforpeople.co.uk

A Scoftish Charity No. SC006035
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