Top Right: Gordon with Conveners past & present — from left, Bill Howie, Gordon Kyle, Nick Williams and Jack Nicoll
Bottom Right: Gordon cuts the celebration cake, alongside his wife Helen & the Convener of Castlehill HA, Bill Howie.

Castlehill’s Chief Executive
Gordon Kyle’s 25th anniversary!

On Thursday 9th October fifty guests attended Gordon’s celebration at
the Foyer at His Majesty’s Theatre.

Bill Howie, Convener of Castlehill, offered his congratulations and commented
that when Gordon started work with the Association in October 1983, the
total stock was just 259 units. The 500th unit was completed in 1989, the
1000th in 1996 and now in 2008 the total stock stands at 1600.

The Association had 18 employees in 1983. Twenty five years on the figure
totals 172, incorporating office staff, scheme staff, caretakers, cleaners,
gardeners & casual relief workers.

Gordon was delighted with the turnout on the evening, commenting “ There's
been a remarkable number of changes that have happened to the Association
since | joined all those years ago. I'm happy and proud to have been involved
in making Castlehill the successful Association it is now and I'm pleased to
see so many colleagues past & present here tonight.”

He continued, "It has been a busy 25 years, | don't know where the time has
gone! — But don’t write me off just yet, I'm still looking forward to being
involved in the challenges Castlehill will face in the future.”
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Welcome to our new newsletter ‘The
Chain’. We hope you enjoy reading the
articles and would love to hear from you
if you would like to contribute articles for
future editions. If we have enough interest
we could set up an editorial group.

Key Project

We asked the staff
what was a typical
day like in the Key
Project

Turn to page 3

New Developments

A look at our

new developments
in Aberdeen

and Mintlaw.

Turn to page 6
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Castlehill Housing
Association

Bolivia Challenge

Furnished Nursery at Sacaba Children’s Home

A sponsored Cycling and Rowing event
carried out by staff and friends of
Castlehill Housing Association, raised
a grand total of £2,852.21 for charity
Orkney Helping Hands (OHH). Pictured
above is the decorated and furnished
nursery at Sacaba Children’s Home.

The Challenge took place during the
months January to May 2008 and saw
a team of 16 cover over 7,000 miles
of land and water, from Aberdeen to
Bolivia (not literally — they used rowing
machines and static/road bikes!).

The OHH project that Castlehill decided
to donate to is a Children’s Home in
Sacaba, a poor area outside
Cochabamba in Bolivia, South America.
They paid for furnishing the home.
There was even money left over to pay
for a Food Cart for another children’s
home.

OHH is a Registered Scottish Charity
SC03666 whose aim is to further the
health, well-being and protection of
children and their families in Latin
America. See their website at
www.orkneycommunities.co.uk/OHH.
Castlehill Housing Association chose
them as the benefiting charity for
money raised because the work OHH
carry out relates closely to housing
and they were impressed by the direct
action being taken by the charity.

Barbara Ann McVean, originally from
Orkney, lives and works in
Cochabamba, South America. She
works voluntarily for OHH and locates
projects locally and oversees them,
ensuring the money donated is being
spent properly.

Neighbour Issues

Sometimes problems arise with your neighbour(s) that
can be stressful to deal with and live with on a daily basis.
We would suggest the following steps to try to address a
problem when it first starts

e Speak to your neighbour in the first instance to advise what the problem is.
Sometimes your neighbour may not be aware that you can also hear their music in
your property so try to explain how their behaviour is affecting you

e Try to remain calm when dealing with problems but if you don’t think this will be
possible speak to your Housing Officer in the first instance for further advice

e Do not get involved in an argument, if this does happen walk away.

If problems persist please phone your Housing Officer for further advice and they may
be able to contact the alleged perpetrator to discuss the situation. Sometimes we will
need you to keep records of the nature and frequency of the problem so we can build
up evidence. In very rare situations Castlehill may have to take legal action such as Notice
of Proceedings and Anti-Social Behaviour Orders if the problems persist and are serious
in nature. However, in the majority of cases other avenues such as mediation (see article
below) and the noise control service can be used to try to resolve neighbour

disputes.

Aberdeen Noise Control Team

This service operates between the hours of 9am-4am
seven days a week and is for all residents who live
within the city boundaries. Noise disturbance can
cause undue stress and upset and interferes with
an individual’s right to peace and quiet in their
home. The noise team may be able to visit if
you are experiencing excessive noise from a
neighbour late at night. They will monitor the
levels of noise and can under the Anti-Social
Behaviour (Scotland) Act 2004 serve a warning
notice if applicable. Please use the services of the
team if you are experiencing problems. Castlehill
will also receive a report about the complaint on the
next working day. It is a very useful independent service
that can assist if we need to take further action for anti-
social behaviour.

POLICE

For all non-emergency calls phone
the police on 0845 600-5-700.

An emergency call would be when
.

Violence is being used or
threatened.

°
There is a danger to life.

°

A crime is in progress or the

offender has been recently
disturbed.

The number of the service is 0845 606 6548 between 9am - 4am.

Mediation

The community mediation service is free
and confidential to all residents who live
in Aberdeen and Aberdeenshire.

The mediators are trained and experienced

people who help to find a way forward for

all parties. Many of our tenants have used

the service and they have found that it is

easier to deal with problems they are
experiencing because they are more aware of the other person’s circumstances. The
aim of mediation is to assist the parties to try to find a workable solution to the dispute.
Please contact them on Tel 01224 560570 for further advice or speak to your Housing
Officer and they can put a referral through for you.
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KEY PROJECT £

The Key Project is a housing support service for tenants of Castlehill.
The main aim is to help tenants sustain their tenancy, which could
include help with budgeting, contacting utility suppliers and helping
to increase self-esteem/confidence to be able to cope with matters as
they arise.

We asked the staff what was a typical day like in the Key Project, they replied
by saying...

“What is that? In the Key Project housing support service, you can have a
plan for the day, a full diary and then, just one phone call from a tenant in
crisis and the whole day has to change. What constitutes a crisis can vary
greatly...... At one end of the scale you might be informed that neighbours
are concerned that they haven’t seen a tenant for several days. A visit at this
point can be a genuine life saver and may involve contacting emergency services
and following up by securing the property and hospital visits. Very often the
tenants with whom the Key Project has contact have no relatives, are socially
isolated and may not have a phone. Whereas at the other end of the scale
no television reception can be equally distressing when someone relies on this
for their only source of company”.

What are the best aspects of the job?

“Making a real difference to a person’s income, for instance a successful
community care grant application or accessing trust funds. Knowing that
tenants trust you to do the best job you can for them. Helping tenants to gain
control, so that they are managing their tenancy independently”.

And the worst?

"When the support fails and the tenants start hiding and problems escalate.
Rock bottom is when a tenant either abandons or is evicted from a property.
Then, there are the freaky Fridays when things go belly up just when you are
leaving for the weekend!!

If you would like to talk to the Key Project please contact them directly on Tel
01224 628105 or your Housing Officer for further information.

Community
Food Initiatives
NORTH EAST

Improving Health and Well Being

Cfine Aim: is to improve health and
well being and contribute to
regeneration in disadvantaged and
excluded geographical areas by
promoting the consumption of
fruit, veg, pulses and other healthy
products and encouraging and
supporting volunteering which
brings a range of personal, family
and community benefits.

Cfine currently have an outlet within
our sheltered housing development in
Torry that is proving to be a big hit
with our residents. Please find details
below of some of the outlets that are
open to the general public that are
within some of Castlehill’s areas.
Berryden in Aberdeen, is not included
within the current areas but we have
a lot of properties within the locality
and have identified this location as a
possible new area for the project.
Cfine are reliant on volunteers to assist
and if you would be interested in
helping to establish a local outlet in
the Berryden area, please contact any
Housing Officer at Castlehill.
Volunteering could help you to develop
new skills, increase social contact and
generally increase your confidence and
self-esteem. If you would like to see
the full list of current community outlets
you can access these on www.cfine.org

Monday:  Northfield Community
Centre not during school
holidays)12-.30p

Tuesday: Seaton Community

Project 10am

Wednesday: \Woodside Community
Centre 10-11.30
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It is a difficult time at the moment with
fuel bills rising and the cost of basic foods
increasing and now that Christmas is fast
approaching this puts an even bigger
strain on families. The pressure to spend
lots on presents and entertaining can be
difficult to manage. This is especially true
if you have kids who want the latest
gadget that they've seen on TV. However,
with a bit of extra planning Christmas
doesn’t have to turn into a New Year
nightmare with debts staying with you
well into 2009.

Plan Ahead

¢ \Write out a budget of how much you
have coming in and what you may have
to spend

e Priority bills such as your rent, council
tax, electricity/gas and food have to be
paid first

e Remember children will get inundated
with gifts from friends/family and if they
are very young they do not need the
latest toy

¢ Avoid shop credit at all costs no matter
how tempting their offer may seem.
Take advantage on 3 for 2 deals for
instance if you are buying gifts for a few
people

Saving for next Christmas

e Set aside a small amount each month
for gifts, why not get in touch with
Castlehill who can give you information
about the Dunfermline Building Society
Savings Account (and once you have
saved regularly and your rent account
is clear you can apply for a loan up to
£500)

e Join a local credit union

e Some supermarkets have saving schemes
which you can pay into regularly and
they also pay dividends

Don’t panic if things spiral out of
control

e Don't bury your head in the sand, get
advice

¢ Do not borrow additional money to pay
off your debts

e Deal with priority debts such as rent first
IF YOU NEED FURTHER ADVICE

PHONE THE SMART PROJECT ON Tel
202934 for extra help with budgeting.

@ smart

safe money advice regarding tenancies

The SMART project offers Castlehill tenants free, impartial and confidential
advice that can help you to take control of your finances and ensure priority
debts such as rent are paid. The following client was referred to the SMART
project by their Housing Officer and this case study demonstrates how useful
the project can be.

Client A was experiencing financial problems and had fallen behind with the rent
which meant that a large rent arrear had accumulated. In addition to this there
were large Council Tax debts, a large Housing Benefit overpayment and multiple
debts of approximately £10,000. Client A, already on benefits due to ill health,
was finding that the stress and worry of the financial situation was making their
health worse.

SMART visited Client A, and over the course of the next few visits, took a complete
overview of the financial situation. This involved checking to make sure the client
was receiving the correct benefits and in the case of Housing Benefit they were
getting too little. SMART also looked at their debts and advised on which were the
most important and needed dealt with first - rent, council tax and fuel bills. Once
these tasks were competed, Client A with SMART help produced a weekly budget
which was realistic and accurate

SMART also negotiated a reduction in the Housing Benefit overpayment owed by
Client A. They helped the client apply for the correct Housing Benefit entitlement
so that more money went to the rent account. The Housing Benefit backdate
cleared Client A's rent arrear and actually put the rent account into credit for the
first time in many months.

SMART applied to a charity linked to the Clients employment background. The
charity not only provided a large grant - which was addressed to the Council Tax
arrear but also a weekly top-up award of £30 for 6 months. This award will not
affect benefit entitlement. In addition to the grant SMART negotiated a repayment
plan with the Sheriff Officers for Council Tax arrears.

Although Client A's most important debts had been dealt with, there were still a
large amount of wider debts to look into. These debts included doorstep credit
and catalogues. Client A had no spare income to address these, therefore the client
decided to enter Bankruptcy. SMART helped the client by advising on the Bankruptcy,
explaining the benefits and the consequences etc. SMART also helped the client
by completing and dealing with the Bankruptcy application. For the first time in a
long period, Client A is debt free and on top of their financial situation. In addition
to this, their health is beginning to improve.

You can see how the advice and practical help from the SMART project has had a
real impact on a tenant’s life. The project covers Aberdeen, Aberdeenshire and
Moray, you can either phone your Housing Officer for further information or contact
the SMART project direct on Tel 01224 202934.

“ | would like to say that the SMART project has been a lifeline to take a
large burden from me. | was alone with no-one to turn to. | am now a
happier, healthier person (back at work)”.

The quote above is from a satisfied SMART project and demonstrates how dealing
with your finances instead of burying your head in the sand can have a positive
impact on your life.
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Bulky / Special
Collections

The City Council now charge for items
to be uplifted if you are unable to access
one of the recycling centres to dispose
of any items yourself. There is a charge
of £20 for up to four household items
and a discounted rate of £10 for people
in receipt of housing/council tax benefit
(a valid benefit claim reference number
has to be provided). The collection has
to be paid for in advance and this can
be via cash debit/credit card at one of
the community access points, or
credit/debit card over the phone.

Tel: 0845 608 0919
Standard Collection Uplift

Most large household items are included

The advisors in the call centre will advise
you of the cost of the item (s) you want
uplifted. Please note that if you cannot
afford the cost and cannot dispose of
the item(s) yourself you will have to
keep the items within your property
(this means within your flat or house
not the communal areas) as Castlehill
will not be responsible for uplifting and
disposing. There are numerous charities
that would be happy to uplift items in
good condition that can be reused for
other families. Instant Neighbour Tel
489955 will be happy to accept some
items of furniture and electrical
appliances. Please contact them for
further advice and information or look
in your Yellow pages for other charities.

Estate Inspections

In non-sheltered schemes your Housing
Officer and Maintenance Officer carry out
scheme inspections every six months.
Obviously they are out and about across all
our developments on a regular basis but
these planned visits give them an opportunity
to look around in detail, and notice any
problems for instance with gardening or
communal cleaning.

We would like to invite tenants to take a part
in the inspection process by being involved
in our walkabouts. You live in our properties
so you are best placed to highlight any
problems or perhaps improvements that you
think would help all tenants. For instance
we may not have noticed a broken piece of
guttering that leaks heavily when it is raining.
There may be some things that you would
like to see such as additional security measures
for instance that we can discuss with you.
If you are interested in

getting involved

please contact

your Housing

within the standard charge.

Furniture

Cookers

Beds and mattresses
Electrical items

Times, are hard! Most people are wondering how they’ll
make ends meet over the next year or two and Castlehill are
also having to look carefully at our income and expenditure
over the next few years. In this newsletter there is a separate
insert on the proposed rent increase from April 2009 but |
would like to concentrate on the problems of rising energy
costs.

Everyone knows about the increases there have been in oil costs
but did you know that:

e Wholesale gas costs increased from 20p per therm to 60p per
therm between April 2007 and July 2008 (from a government
report)

e The gas costs determine electricity price and is the most important
contributing factor to UK Energy costs.

e The high energy costs are likely to be here to stay. One of the
main reasons is that the UK is importing more of its gas. In
2003/2004 it only imported 2% from other countries, but this
% has risen to 40% and will continue to rise.

So what can Castlehill do to try and minimise steep cost rises
in the future?

e A few years ago we changed the fuel supplied to 3 sheltered
housing developments from LPG gas to oil. LPG gas can only
be purchased from the supplier of the tank whereas competitive
prices can be sought for oil.

Officer for an
informal chat
and to
register your
interest.

Letter from the Chief Executive...

¢ We negotiate fixed prices for the bulk supply of energy, wherever
possible. In this way, many tenants have been protected from
the huge rises but our bulk contracts are coming to an end and
we are renegotiating to try to obtain similar deals.

We do everything we can to increase energy efficiency in our
housing, and thus reduce energy consumption:

o All our properties have high levels of loft insulation

e If gas is available this is installed and we have a rolling programme
to convert heating systems from electric to gas

e In rural areas we are considering “renewable” heating solutions
such as ground source pumps and air source.

There are some things that you can do to keep costs down.

e Don‘t keep electrical appliances on standby

¢ Turning the room thermostat down by 1 you could save
10% on your fuel bill

¢ Shop around for duel fuel deals, access websites such as
www.energysavingtrust.org.uk / www.scarf.org.uk for
more advice

Finally, and returning to my initial comment, we recognise times
are hard. We have to recover from you the costs that pay for fuel
— BUT, we also recognise that these costs affect whether or not
your home is affordable, so we will strive to minimise costs wherever
we can.

Gordon Kyle, chief executive

www.castlehillha.co.uk 5



Over the last few months Castlehill have allocated
properties at our new developments at Portland Street,
Aberdeen and Sutherland Close and Drive in Mintlaw.

LIFT is a low-cost initiative for first-time buyers, that enables
you to buy your own home if you cannot afford to pay the
full market price of the property. The scheme is part of a

MINTLAW (Top Left)

for rent in Sutherland Close and Drive.

through LIFT.

PORTLAND STREET (Top Right)
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beginning of October to very happy new tenants.

This is a larger development of 1,2,3 and 4 bedroom houses
and bungalows, there are a total of twenty-one properties

In addition there are 20 properties that are available

range of low cost home ownership initiatives from the
Scottish Government and is administered by Grampian
Housing Association.

For more information please contact the sales
co-ordinators on
0800 121 44 96.

This City Centre development comprises twenty 2 Bed Flats
built by Stewart Milne. The properties were all let at the

Your “Right to Repair”

The Housing (Scotland) Act, 2001, gives you a legal right
to have certain small urgent repairs carried out. Work
that qualifies under the Right to Repair must be carried
out within one to seven days, depending on the type of
repair involved. For example, a toilet that's not flushing
should be fixed within one working day, whereas an
extractor fan may take up to seven days.

The Right to Repair scheme also gives you other options if our
contractor fails to carry out work within the set timescale. You
may be able to use an alternative contractor from our approved
list or you may be entitled to compensation.

Each time you report a repair, you will be given a copy of the
job order that we give to our contractor. The repair order will
let you know whether or not the repair qualifies under the Right
to Repair scheme. Please note that for orders where the “does
not apply” box is ticked, this does not mean that

the repair is any less important to us, or that

the work will not be done. This simply

means that the repair is not listed in the

formal Right to Repair scheme but it will

still be done under Castlehill’s

“Emergency, Urgent or Routine”

categories as normal. Further

information on Right to Repair is given

in your Tenants Handbook or you can

contact our Maintenance Department on

Tel: 01224 628104 if you have any questions.

Tenants Satisfaction

with Repairs

The copy of the Job Order that you receive when you report a
repair includes a “tick box” for you to let us know if you are
satisfied, or not, with the work of our contractor. It is a great
help to us if you take the time to complete and return this form
and let us know your views. In many respects you are our eyes
and ears on this and your feedback is essential in ensuring that
we provide a good service and that any problems are effectively
dealt with. All comments, both good and bad, are welcome
and we hope that you can assist us by returning your form in
the FREEPOST (no stamp needed) envelope that you will receive
with the Job Order.

Repairs Inspections

The Association’s Maintenance Officers aim to inspect a minimum

of 10% of the repairs reported to us before we send out a

contractor. These are known as “pre-inspections” and allow

us to check exactly what work is required and ensure we

send the most appropriate contractor out to do it. In

addition, we also aim to inspect at least 10% if all

completed works (“post-inspections”) to ensure jobs

are carried out to our required standards. The post-

inspection visit is also your opportunity to let us know

what you thought of the repair and how our contractor

performed. These inspections are important in ensuring

a good repairs service and your assistance in giving

access to your home to allow the inspections is greatly
appreciated

(] www.castlehillha.co.uk




New Tenant Services

We've recently updated our website to make it
more user friendly and we’ve added in some
features. We've also revamped our logo which
you may have noticed on recent correspondence
sent to you. We hope that it looks more modern.
Our website is continuously being updated and
hopefully over the coming year we will be adding
features to enable you to communicate more openly
with us via a customer’s forum asking for feedback on various
policies, and allowing you the opportunity to have your say.

e Pay your rent - using your Allpay card there is now a link to enable you to
pay your rent online

¢ Apply for housing — you can access our choice based lettings system Homehunt
NES to apply for Castlehill and Tenants First Housing Co-operative housing

e Read our latest news

* Report a repair

e Castlehill now have a debit card facility at the office or you can pay over the
phone by telephoning Tel 01224 625822 during office hours

e Direct Debit — you can pay monthly by Direct Debit and any adjustments can
be carried out automatically giving you due notice before any changes

e Bank Standing Order — we can provide a form that you give to your bank to
set up a regular payments to Castlehill

¢ Allpay rent payment cards can be used at various locations such as Woolworths,
payzone and paypoint outlets and your local Post Office. You can also pay
with a valid debit card online at www.allpayments.net.

e By post, you can send a cheque into our office but please write your tenant
reference number on the reverse

e Visit our office, pay by cash, cheque or debit card

www.castlehillha.co.uk
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Supermarket vouchers to be won

2

Find the answers to the following
guestions from the articles in the
newsletter for a chance to win one of
the following vouchers.

£25 gift voucher for a supermarket of

your choice

£15 gift voucher for a supermarket of
your choice

£10 gift voucher for a supermarket of
your choice

The first three correct entries selected
after the closing date of Monday 15th
December 2008 will be awarded in the
order in which they are drawn

Please send your completed entries to
Quiz Entry, Castlehill Housing Association
Ltd, 4 Carden Place, Aberdeen, AB10
1UT by Monday 15th December
2008.

1. Who provides the Noise control team
service for residents living within
Aberdeen?

2. Do you have to pay for the SMART
advice service?

3. How much does it cost for an uplift
of bulky items from Aberdeen City
Council if you are in receipt of housing
benefit?

4. What is the maximum amount of
loan you can apply for through the
savings and loan scheme that
Dunfermline Building Society operates
in conjunction with Castlehill?

5. What percentage of repairs do
Maintenance Officers aim to inspect
before they send a contractor out?

‘
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Festive

Period
Office Closure

The office will be closed from 12
noon on Friday 19th December
and will re-open at 9am on
Monday 22nd December 2008.

Please note that our Carden Place
office will be closed between
Christmas and New Year. The
office will be closed from 12.30pm
on Wednesday 24th December
2008 and will re-open on Monday
5th January 2009.

During this holiday period our
emergency repairs service will operate.
If you have gas central heating or hot
water repairs please phone Heatcare
direct on Tel 01343 545005.
Otherwise, for all other emergency
repairs phone our contractor
Camwater Ltd on Tel 01651 872929.
If you live in sheltered accommodation
please report any repairs to the scheme
staff in the normal way.

The Committee and Staff of
Castlehill would like to wish you
a very Merry Christmas and a
Happy New Year for 2009.

Contact us...

Castlehill Housing
Association Office

4 Carden Place
Aberdeen
AB10 1UT

Tel: 01224 625822
Fax: 01224 625830

Website: www.castlehillha.co.uk

email: info@castlehillha.co.uk

Office Hours are:

9.00am to 5.00pm
Monday to Friday

Cold Weather Precautions

With temperatures falling we would like to remind you of some simple precautions
you can take to protect yourself and your home.

e Please let us know if you are going away during the Winter as we may want to
drain the heating system if you are away for a prolonged period. Otherwise we
would advise you to keep your heating at a low setting (or even at frost protection
— asterisk on the thermostat of gas central heating system). Let us know who may
hold a key for the property so we can take access if an emergency arises.

e During very cold spells it is best to leave your heating switched on including during
the night, if you have a thermostat for your heating system set it to at least 10C.

If the pipes have frozen —
DO NOT PANIC!

e Thaw them out slowly by using warm air from
a hair dryer. Otherwise, you could take cloths
that have been heated in hot water and wrap
them around the pipes. Turn on the taps so
hopefully when the water thaws it has some
way of escaping

IF A BURST HAPPENS

e Turn off the stopcock
Turn on the taps to drain the system
e If possible, try to bind the damaged length of pipe with an old cloth

Phone our emergency repair number (outwith office hours) on Tel 01651 872929 —
Camwater Ltd

GRIT BINS

Sheltered accommodation

Where practical and safe to do so the Association will seek to ensure that one access
path to the public footpath and common facilities is cleared and treated with a sand/salt
mixture. Please note that this will not apply to the car parks or individual spaces.

General Needs/Amenity Schemes

The Association will ensure there are adequate supplies of sand/salt for use by tenants.

"Help Kid thii ChrittmaR

The Instant Neighbour charity based in Aberdeen will
be collecting gifts for the Giving Tree Appeal. On
Christmas Day over 4000 children in Aberdeen and
Aberdeenshire who live in low income households

will be opening presents donated by the generous
residents of the North East.

If you would like to help, please buy a new gift and
label it advising if the present is for a boy or girl
(between 0-16 years of age). Please do not gift wrap
the present. Presents can be dropped of at Castlehill's
office or delivered directly to Instant Neighbour at
5 St Machar Drive, Tel 489555. Presents need to
be with Instant Neighbour or Castlehill by Wednesday
3rd December 2008 at the latest.

\. J
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