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This has led us to believe we should 
try to engage with tenants in more 
accessible ways that is easy for 
people to use and can give the 
opportunity for an immediate 
response; allowing tenants to contact 
us and share their views.    

We already have a dedicated 
Facebook Group, specifically for 
council tenants to share their views 
and engage in conversations about 
topics that are of interest or concern 
to them, such as new build projects 
and capital programme information.  
The Facebook group has over 300 
members, not all of whom comment 
on posts, but most do read them, 
so information and knowledge is 
being shared with tenants, and 
most importantly tenants have the 
opportunity to share their views with 
us.

As a West Lothian Council tenant, you 
can join our group, just search for:

FB:  West Lothian Council Tenant 
Participation

The success of the Facebook group 
has encouraged us to explore the 
use of text messaging as a way of 
encouraging more tenants to engage 
with us in activities, such as surveys.  
This has been a great success and is 
being used to remind you of tenant 
responsibilities, such as paying 
rent and also to seek your views on 
consultation topics.  

For those tenants who have their 
primary contact details set as their 

mobile number, we are able to 
contact you via text message and can 
send a link to surveys, consultation 
topics etc, so that you can click 
and give us your views in just a few 
minutes.  

Moving forward the TP Team will 
be looking at other social media 
methods of engagement.  Online 
meetings have become common 
in our workplace and we would be 
interested to know if you would like 
to take part in this type of meeting 
when we have some consultation or 
review to bring to you.   

Due to the unusual situation we still find ourselves in with social distancing and 
ongoing Covid restrictions, the Tenant Participation (TP) Team continue to look for 
ways to engage with tenants and seek their views, using less traditional means. One 
example is how the Editorial Panel have managed to review the TP Annual Report 
and this edition of Tenants News via online meetings and by using Adobe Acrobat to 
review articles and comment on them, without leaving their own homes.
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STAY INFORMED
GET INVOLVED

If you would like to get involved in text messaging you can 

request that your primary contact be set to your mobile number, 

or let us know how you would like to get involved online in some 

other way, please email us at TP@westlothian.gov.uk.



West Lothian Tenants News  |  3

If you find that you are struggling to pay your rent, we can help:
 ensure you maximise your income and check that you are   

 claiming all benefits you may be entitled to
 you to prioritise debts to ensure the most important  

 are paid first
 work out realistic repayment plans, taking into account your  

 income and expenses.

It is important you address any rent arrears as soon as possible by contacting  
your Housing Officer on 01506 280000. 

As a tenant of West Lothian Council, you are responsible for paying your rent and managing any 
arrears you may have.  We can help you if you are struggling if you talk to us – don’t struggle alone.

about 

rentyour
Talk
us

to  

Why am I receiving 
texts about arrears?

Our housing staff can also send 
individual messages to tenants 
from our system to alert them 
to important updates or issues 
regarding their tenancy.

Why do we focus on arrears?

All our tenants sign a tenancy 
agreement when signing up and 
getting the keys for their home. This 
agreement includes a requirement 
for tenants to have a month’s rent 
in advance on their account. Paying 
a month ahead is normal practice 
for those renting their home, 
but we realise there are many 
economic pressures on tenants and 
sometimes even keeping pace with 
the bills can be difficult for some. 
So rather than strictly enforcing 

this agreement, we make contact 
to get tenants back on track or 
offer support if they are struggling.
Where there may be more expenses 
than normal, and it means that the 
tenant will never trigger a letter or 
text from us.

If you would like to ensure that you 
do not receive SMS or letters from 
us about arrears then speak to your 
housing officer about setting up an 
overpayment which will gradually 
build a credit cushion.

The reason for these messages is 
to provide an early warning system 
for tenants to ensure that they do 
not fall into serious debt which 
can be difficult to pay back. There 
may be issues with social benefits 
that have stopped or reduced 
payments, or even an issue with 
payment details. 

If anything has happened, please 
speak to us and we will work hard 
to resolve any issue. 

If you do fall into rent 
arrears we will contact you 
in a variety of ways such as: LetterText  

message Telephone

Our Housing accounts system tracks the balances on 
our tenants account. If those balances drop below what 
should have been paid towards their rent each month, 
then an SMS message (mobile phone text message) or 
letter will be sent to the tenant concerned. 

Contact us:

www.westlothian.gov.uk/article/46916/Contact-Us-Online
Phone:  01506 280000

Email:  customer.service@westlothian.gov.uk



The service has seen a decrease in 
the number of complaints handled 
within the past year. The figures were 
as follows - 911 recorded complaints 
for HCBS in 2019/2020 to 757 for 
2020/2021.  Analysis has shown that 
this has been due to the Covid-19 
pandemic, as the Public Offices have 
been closed, and these are one of the 
main points of contact for the public 
to use.

Overall, complaints handling 
standards remain high in comparison 
to other Service Areas within West 
Lothian Council; the number of 
complaints resolved within the 20-
day timescale has improved slightly 
from 86.8% (791) in 2019/2020 to 

89.6% (678) in 2020/2021.

HCBS would like you to tell us if you 
have had a problem with any service 
you have received from us.  By telling 
us where you have experienced 
problems, we are able to identify 
where issues lie and can work on 
improvements which make the 
services we provide better for you. 

As you can see from the table, 
complaints received are broken 
down into separate categories to 
help us identify where improvements 
to our procedures need to be 
made, in order to prevent similar 
complaints occurring in future.  

Housing, Customer and Building 
Services (HCBS) value feedback from 
our tenants, especially complaints, 
as they allow us to look at where 
things have gone wrong and make 
improvements in the future.

Lessons  
Learned

Complaint Reason Number Percentage

Standard of Service 343 45.3%

Employee Attitude 137 18.1%

Poor Communication 102 13.5%

Waiting Time 81 10.7%

Policy Related 76 10.0%

Missed Appointment 18 2.4%

TOTALS 757 100%

The percentage of ‘Standard of 
Service’ complaints remains the 
highest; this category of complaints 
covers a wide range of reasons 
why customers are dissatisfied; 
detailed assessments of these help 
us identify where there are recurring 
themes. 

We analyse complaint themes on 
a quarterly basis and we also look 
at individual service areas where 
complaints have been raised.  By 

doing this, we have found that the 
highest percentage of complaints are 
against our Building Services Teams 
(383 complaints), with our Housing 
Strategy and Development Team 
having received the lowest number 
of complaints (39 complaints).

In 2020/2021 we carried out further 
training with staff to help improve 
complaints handling. Our training 
programmes are tailored to each 
service area to ensure all officers 

who handle complaints have the 
skills to investigate and respond to 
complaints in a timely manner and 
to a high standard.

We continually analyse all 
complaints to ensure service 
developments are made going 
forward where necessary.  More 
information on the Council’s 
complaint procedure can be found 
here.
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Summer Recipes for you to enjoy with family or 
friends at home or easy to pack up for a lovely picnic 

at one of our lovely country parks!

What you’ll need:

 2 large eggs

 1 lemon , juiced

 1 tbsp tahini (thick paste made of ground  
 sesame seeds)

 1 tbsp rapeseed oil

 1 red onion , chopped

 3 large garlic cloves , finely chopped

 1 tsp ground cumin

 ½ tsp cumin seeds

 400g can borlotti or fava beans , juice   
 reserved

 2 Little Gem lettuces cut into wedges

 2 tomatoes , cut into wedges

 sprinkling of dried chilli flakes and roughly  
 chopped flat-leaf parsley, optional

How you make it:

 Bring a pan of water to the boil, lower in  
 the eggs and boil for 8 mins. Drain and run  
 under the cold tap to cool them a little,  
 then peel and halve. Meanwhile, mix 1 tbsp  
 lemon juice and 3 tbsp water with the  
 tahini to make a dressing.

 Heat the oil and fry the onion and garlic for  
 5 mins to soften them. Add the ground  
 cumin and seeds, stir briefly then add the  
 beans and lightly crush some of them as  
 you heat them, adding some of the   
 juice from the can to get a nice creamy  
 consistency but keeping whole beans, too.  
 Taste and add lemon juice and just a little  
 seasoning if you need to.

 Spoon the beans on to plates with the  
 lettuce, then add the eggs and tomatoes,  
 with the tahini dressing, chilli and parsley,  
 if using.

What you’ll need:

 300 g double cream

 4 meringue nests (crushed)

 200 g strawberries (sliced)

 200 g raspberries

 180 ml berry puree or sauce

How you make it:

 In a large bowl, whisk the double cream to  
 form stiff peaks. 

 Add the crushed meringues, sliced   

 strawberries and raspberries to the cream  

 and gently fold through.

 Next layer the ingredients into either serving  
 dishes.  First spoon in some cream, then  

 pour over a drizzle of berry puree. Repeat  

 this process another couple of times so that  

 you have nice layers of both the cream  

 mixture and the berry sauce.

 Once finished cover and place the dishes in  
 the fridge. 

Egyptian Egg Salad

Eton Mess
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Personal Safety
 Remember to tell someone where   
 you are going and expected time of   
 return - know your  route  and how you  
 are  getting home safely. 

 We’re supporting the @RoSPA Accident  
 Free, Avoid A&E campaign. Prevent   
 accidents, protect your family, and   
 help the NHS. For more information,   
 click here.

Summer is here and all the West Lothian Community Safety Partners 
would like you to have a lovely safe summer whilst hopefully enjoying 
the better weather. We have put together some safety tips to keep 
yourself and your family safe this summer:

Sun Safety
The safest way to enjoy the sun and protect your skin from sunburn is 
to use a combination of shade, clothing and sunscreen.    
Here are some top tips:

 try to avoid strong sunshine between 11am and 3pm 

 wear sunglasses       

 protect babies under six months from strong    
 sunlight

 children should be well protected at all times

 protect those with fair skin and fair or red hair,    
 freckles or moles.

 always use an appropriate sunscreen for both    
 children and adults

 use hats and long-sleeved tops for better    
 protection  

Full sun safety details can be found here.

DASAT
Sometimes, people need a little bit of extra 
help and support to keep them safe - West 
Lothian DASAT offer confidential and 
friendly support to people who experience 
domestic situations. You can contact 
DASAT by:

 01506 281055 or in an emergency, call  
 999

 07786 681 238 (Mon-Friday 9.00am –   
 5.00pm) or 07917 582     
 539 (Tuesday-Thursday 9.00 am –  
 4.30 pm)

 (Tuesday-Thursday 9.00 am – 4.30 pm)

 Email: dasat@westlothian.gov.uk  
 or in an emergency, call 999

Safe Summer
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Water Safety     
If it looks like it is going to be nice 
weather and you may be thinking 
about going to the beach or having 
some fun at Scotland’s beautiful rivers, 
lochs, canals and reservoirs, please 
stay safe and #RespectTheWater and:

 stop and think - spot the dangers

 stay close together

 don’t drink and swim

 leave inflatable toys at home

 remember- Scottish waters are cold

 know what to do in an emergency

Beaches should be treated like our 
streets – keep them clean and take 
your litter home or use the bins 
provided #RespectTheWater

Home Safety
Theft slip-ins can happen whilst 
you may be busy in the house or in 
the garden, so please be aware if 
leaving your door open.  Doorstep 
crime is a problem that continues 
to plague our communities’ year 
on year. These incidents can have 
a devastating and lasting effect 
on victims from disruption to their 
homes, or property and financial 
loss that impacts heavily on their 
emotional wellbeing and health. 

It’s not always easy to spot a 
rogue trader as they will often 
look genuine. They will look 
professional, have a branded van, a 
website, and business cards. 

They may even have their company 
listed on review sites, and appear 
to be endorsed by reputable trade 
associations. 

They may look authentic, but cowboy 
traders just want to scam you.  Don’t 
let scammers into your home.  Just 
say “no”. For further information, 
click here.

During the summer as the school’s 
break-up, we often see a rise in the 
number of deliberate fires across 
Scotland. These include refuse and 
wheelie bin fires, fires in stairwells 
or derelict buildings, as well as grass 
and countryside fires, made worse 
by hot and dry conditions. If you’re 
a parent or guardian, you can help 
reduce the number of deliberately 
set fires by discussing fire safety with 
young people you know.  

For more information visit: Your 
Safety | SFRS (firescotland.gov.uk)

Fire Safety

Never light a BBQ if the smoke 
and flames will blow towards your 
home or your neighbour’s home 
and remember:

 avoid alcohol if in charge of BBQ

 keep children and pets away

 never leave unattended

 use recognised lighter fuels

 never move until cold and   
 dispose of cool ash safely

Summer Road Safety   #DRIVESMART  
 Remember to drive ’like Grans in the car!’ and stay in control

 there is no excuse for speeding – don’t become a statistic. 

 when out with family or friends - choose a dedicated driver, who is not drinking  
 or order a TAXI. Don’t Drink and Drive – it’s not worth it! 

 Cycling is up 47% in Scotland from last year and we would urge cyclists to  
 remember to keep themselves seen and to cycle safely. 

 Drivers must GIVE CYCLE SPACE (1.5 metres); safety is better than three points  
 on your licence and £100 fine or knowing you have injured someone.   

For more information on driving safely, click on this link:  Road Safety Scotland

BBQ Safety  



8  |  West Lothian Tenants News

Environmental Issues

We would especially like to remind you of the following points;
 Safety first – please try not to   
 congregate in large numbers,   
 even outdoors, as we are still in a  
 COVID environment

 Large gatherings of people can be  
 intimidating to others

 Groups of people amplify noise,  
 even if they are only talking

 Noise is usually increased when  
 people consume alcohol

 PLEASE take your litter home to  
 dispose and recycle

 Broken glass can injure people as  
 well as animals

 It is not safe to be lighting fires   
 – it is destructive, dangerous and  
 requires attendance of important  

 lifesaving services

 Check you have permission from  
 the land owner for legal off road  
 motor vehicle use

 Flytipping is a crime, a health risk  
 and environmentally damaging

PLEASE leave your parks and paths 
clean and safe for others to enjoy.

West Lothian Council NETs, Land and 
Countryside Services are responsible 
for the development, management, 
maintenance and cleanliness of West 
Lothian’s local environment. This 
includes Country Parks of Almondell 
and Calderwood, Beecraigs and 
Polkemmet as well as open space and 
countryside land and children’s play 
areas. 

If you see people destroying 
Parklands or putting others at 
danger, please call the following 
numbers:

For Antisocial Behaviour and Noise;

 Contact the Safer Neighbourhood  
 Team at:: snt@westlothian. 
 gov.uk
For ongoing noise or for Parks and  
Open Spaces:

 Call West Lothian Council on:   
 01506 280000

 Call Police Scotland on 101  
 (calls to 101 are charged at the local  
 rate)

 For a serious ongoing issue, call 999

The West Lothian Community Safety Partnership would like you all to enjoy the 
summer period.  As the sun beckons us all out and about, we would like to remind you 
all to keep yourselves safe and to be mindful of both the environment and others.

Experience the countryside of West Lothian by 
enjoying a range of walks at a place near to 
you.  There are several country parks and walks 
throughough West Lothian.  Click here for more details.
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Using customers lived experience of 
the services they are accessing, using 
and trying to engage with, is a hugely 
positive and proven method to getting 
the changes customers wish to see. 
We know that tenant participation 
groups, and regular meetings don’t 
work for everyone, and that some 
of our customers have busy lives 
with lots of responsibilities such as 
caring for others, shifts and childcare 
that prevents them from getting 
involved. Some people just don’t 
want to commit the level of time and 
involvement that TP can bring, but that 

doesn’t mean we are not interested in 
your views.

With this in mind, we plan to launch 
CX Inspect this autumn, which will see 
interested customers given the chance 
to use our services, and then tell us 
about your experience of accessing 

and receiving these services – and to 
tell us what worked well, and what 
didn’t.Suggestions about what could 
work better or things you would like to 
see us do – or stop doing will be really 
important to how the service changes 
in future.

You will read in this summer 
edition about our new Customer 
Experience team, and how we 
plan to use your views on our 
services to shape improvements 
in the next couple of years. This 
also presents us with a chance 
to extend this approach to work 
to complement our Tenant 
Participation activities.

INSPECT

We consulted with all our tenants in 2017 about future 
rent increases. This conversation centred around what 
their preference was in terms of the rent they pay, 
what was a reasonable and fair when considering the 
improvements, new homes, and investment they also 
wanted to see in council houses from 2018-2023.
It is almost time for the service to consult once again 
on the future of the rent charges and possible changes/
increases from 2023 onwards. We understand how 
important this is to our customers, and this is why we are 
giving early notice to you of our intention to once again 
speak to you about the rent you pay.

We will consult with tenants through our social media 
channels, Tenants News, our CX team will have open 
discussions to find out what tenants’ preferences are, and 
our tenant representatives will be leading on the formal 
discussions we hold on this crucial consultation.
This will begin in the autumn and will run for several 
months – and we need your views. 
Watch our social media, website and future editions of 
this newsletter for more information on how you can take 
part.

We will be offering plenty of chances for customers to get involved in CX 
inspect – the beauty of it is you do not commit to anything other than telling 
us how it went for you when you contacted us. You will see lots of slots offered 
over social media and online, and if you are interested in taking part, you can 
also let us know at HCBSCX@westlothian.gov.uk, or check out our page 
coming soon online. To meet our new CX Team, please go to page 10.

Rent Consultation
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It is all about 
the Customer  

Experience (CX)

This small yet talented team is responsible for building 
knowledge of our customers, their circumstances, and 
future needs through various forms of engagement, 
such as telephone conversation, virtual sessions, and 
online surveys.   

The CX team will review all of the data collated and 
create a ‘Customer Journey Map’.  

This is a simple tool that provides an overview of every 
contact the customer makes when requesting a service 
from us, how they felt at that point of contact, what 
was good about that experience, and what needed 
improvement.  

This information ultimately allows the team to identify, 
recommend and implement changes to current 
processes based on your needs and wants.  

Throughout this process, we will provide feedback on 
our progress through various channels so you, as the 
customer, will know how your experience has helped 
shape the future of HCBS. 

Our CX Team are excited to speak to you all very soon, 
and together we can make your experience better, 
faster and simpler.    

Customer Service is reactive – it only comes into 
play when you are dissatisfied and makes contact.    
On the other hand, customer experience is 
proactive – with CX in place, HCBS can take the 
option to optimise your customer journey before 
you become dissatisfied.  
CX is a holistic approach that goes beyond customer 
service and considers your overall customer journey 
by building a long-term relationship with you as our 
customer.  

We are delighted to announce that we launched the Housing, Customer 
& Building Services Customer Experience (CX) Team in June this year.   

Isn’t Customer Experience 
Just Customer Service:  
What’s the Difference?
Customer Service and Customer Experience 
are not that far apart.  In fact, customer service 
is only one part of the overall experience.  
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What is your background?

I joined West Lothian Council in 2016; 
before this, I lived and worked in Perth as 
an Office & Marketing Manager for 8 years.  
This is where I found my passion for CX; it 
is very rewarding to be able to implement 
improvem ents within a business and 
improve the customer’s overall experience 
by simply listening to their needs.  I see 
myself as a very enthusiastic and passionate 
leader and I am thrilled to be leading our 
fantastic CX team for HCBS.

What does CX mean to you? 

CX isn’t just a strongly felt principal in my 
opinion it is a vital part of West Lothian 
Council’s commitment to make continuous 
improvements.  It provides cost-effective 
services, improves compliance and trust, 
and most importantly, it provides the 
customer with the experience they deserve 
at every contact.

Three fun facts about you

1  Coffee runs in my veins, I am a self-  
 confessed coffee addict.  Since working  
 from home I purchased a coffee   
 machine that is a permanent feature on  
 my desk! 

2  I am a complete dog person… I have a  
 beautiful black lab and a rather slobbery  
 yet handsome Great Dane. (No, we don’t  
 have a saddle for him!) 

1  I have watched every single episode of  
 F.R.I.E.N.D.S at least 10 times.   

What was the last song you listened to?

Ok Go – Upside Down & Inside Out (they 
have THE most creative music videos!)

What is your favourite quote? 

“Nothing great was achieved without 
enthusiasm” 

Ralph Waldo Emerson

What is your background?

I have previously worked across varying 
sectors including Nursing, Banking, Retail 
and Construction. Although each of the day 
to day aspects of my roles have been vastly 
different, I’ve been lucky enough to always 
be involved in continuous improvement 
and creating inspiring cultures for both 
employees and customers. I’m creative and 
love to problem solve, and super excited to 
be part of the CX Team. 

What does CX mean to you? 

Quite simply, CX to me is giving the customer 
a voice. Any organisation can make changes 
based on their own assumptions, but 
the only changes that will add value and 
improve service & performance are those 
designed around the customers’ needs and 
wants. 

Three fun facts about you

1  I watch EastEnders religiously. So much  
 so my dog sings along to the theme tune  
 – it even went viral last year on TikTok!  

2  I am the biggest advocate for chocolate  
 being kept in the fridge; I can’t eat it  
 unless it’s cold and ready to break your  
 teeth!

3  Probably the most unpopular opinion,  
 but I have a strong dislike for ABBA’s  
 music to the point if it is playing, I have to  
 leave the room. 

What was the last song you listened to?

Coldplay’s new song, ‘Higher Power’. They’re 
one of my favourite bands.

What is your favourite quote? 

“Never regret anything because at one time it 
was exactly what you wanted”   
Marilyn Monroe

What is your background?

I have a very knowledgeable background 
in Housing. I joined West Lothian Council in 
2019 as a Housing Options Officer and have 
worked in similar roles since 2013 across 
various local authorities.  I have throughout 
my career made improvements for our 
tenants and customers by using a customer 
centric approach, which has been a very 
positive experience.  

What does CX mean to you? 

Having worked in a public facing role for the 
past 7 years, I have a great understanding 
of the challenges faced by our customers 
and hope to put this knowledge to good 
use to develop a customer experience that 
HCBS can be proud of and meets the high 
standards that our customers expect.

Three fun facts about you

1  I have played the piano since I was 7  
 years old and despite achieving an A for  
 my Advanced Higher Music, I cannot  
 read music

2  I love my two adorable cats, Steinway  
 (named after the piano maker) and  
 Mahler (named after the famous   
 composer, Gustav Mahler)

3  I am very easily startled, and you will see  
 me jump out of my skin from time to  
 time.

What was the last song you listened to?

I am huge musical fan, the last song I 
listened to was a cover of the song ‘For 
Good’ from the Musical Wicked.

What is your favourite quote? 

“Courage is what it takes to stand up and 
speak, it’s also what it takes to sit down and 
listen.” 

Winston Churchill

Jodie Fullerton

Service 
Development 
Officer Customer 
Experience (CX)

Stephanie Black

Quality  
Development 
Officer Customer 
Experience (CX)

Ryan Taylor

Quality  
Development 
Officer Customer 
Experience (CX)

Meet the team:
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West Lothian libraries  
All 14 local libraries, the Local History reference library and the 
Community Museums housed in libraries opened their doors to 
visitors on 17 May by appointment.  Customers can now book 
appointments to browse our library collections, use public PCs, 
photocopiers printers and collect NHS hearing aid batteries.
To book an appointment, please call or email your local library direct. 
Contact details for each library are available online. PC access can be 
booked here.
Appointments are limited based on the 
capacity at each library, to ensure the safety 
of staff and customers, with appropriate 
enhanced hygiene and physical distancing 
measures in place for each location.
Our helpful library staff will be on hand to 
provide assistance if required and physical 
distancing can be maintained.
All 14 local libraries will continue to operate 
click and collect services. 

Scottish legislation for Fire and Smoke alarms  

are you compliant?

If you have any questions about or need any help accessing any of our library services and resources please contact your local library or email  library.info@westlothian.gov.uk  

Scottish legislation changed in February 2019 and 
now all homes in Scotland are required to meet the 
new legislation by February 2022.  This new Scottish 
legislation states that an interlinked Fire and Smoke 
Alarm System must be fitted in a property and 
that there should be adequate Carbon Monoxide 
protection.

All homes in Scotland will be covered by the new 
legislation, which has come about as a direct result 
of recent fire tragedies; it is important that all homes 
should be safe for occupants, both in the private and 
social housing sectors. 

If you already have Fire and Smoke alarms installed in 
your property, check that they are interlinked. If you 
have an alarm system but you’re not sure if it meets the 
new requirements, please contact us so we can check 
and upgrade your system if required. 

By having an interlinked system, the whole alarm 
system will be triggered if one alarm is activated, 
meaning you are alerted immediately in the event of a 
fire.

Please note:  If you are contacted by the Council to have 
your fire and smoke alarms checked, you must allow 
our operatives into your property to carry this out.
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Why is an inspection needed?

Electrical hazards are invisible but 

shocks in homes across the UK each 

several sources including appliances, 
cables, switches and sockets, but 
can be avoided by having your 
electrical equipment checked and any 
necessary replacements or repairs 
made.  

Every electrical installation 
deteriorates with use and age. As your 

Landlord, the council is responsible 

and accessories in your home and for 
ensuring that the equipment is in a 
safe and serviceable condition.

To avoid the dangers that electricity 
can create, it is essential that any 
electrical work is carried out by those 
with the correct training, knowledge, 
skills and experience.  When your 

electricians will visit you and carry out 

an in depth inspection and test the 
wiring and equipment and arrange for 
any repairs that need to be done.  
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Free electrical 
inspections for 
council tenants

When is a periodic inspection needed?

It is now recommended that periodic 
inspection and testing is carried 
out at least every 5 years for rented 
properties.  The periodic inspection 
will:

1. Reveal if any of your electrical 
circuits or equipment is 
overloaded

2. Find any potential electrical shock 

electrical installation

3. Identify any defective DIY 
electrical work

4. Highlight any lack of earthing or 
bonding

5. 
electrical equipment to ensure it is 
safe.

During the inspection, the 
engineer will:

• carry out a visual inspection 
of your sockets, switches and 
wiring, including the attic space

• 
short periods

• test all electrical circuits

• carry out any minor repairs.

It is possible that the inspection may identify other major work needing attention.  If this is the case you will be 
advised of the extent of the work required and a suitable date for the follow on works will be arranged.

At the end of the inspection, the electrician will create a Periodic Inspection Report (PIR) and this will be kept 
on record to help us manage and maintain the electrical system in your property in the future. 

Please help us keep you safe and keep any appointments that you have 
made to have this work done.

As your Landlord, West Lothian Council needs access to your home 
to carry out an electrical safety check (otherwise known as a Periodic 
Inspection).  This is required every 5 years to ensure all electrical wiring, 

Please note that Section 5.12 of your Tenancy Agreement gives us 
Right of Access to carry out such essential maintenance work. 
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“A GREAT IDEA 
AND ALLOWED 
THE WHOLE OF THE 
COMMUNITY TO GET 
ON BOARD AND GET 
INVOLVED”

westlothiancouncil.communitychoices.scot

West Lothian
Community Choices??

Communities and service users in West Lothian have the chance to 
influence spending through a process called Community Choices.  

West Lothian Community Choices is West Lothian's version of Participatory 
Budgeting - a democratic process which empowers people and 
communities to have a greater say in how public money is spent. West 
Lothian Community Choices empowers everyone from community 
groups to individual service users to get involved in local decision making 
via a democratic Participatory Budgeting process. Community Choices 
can be carried out in lots of different ways ranging from public events to 
digital-only experiences.

A number of Community Choices exercises 
have already taken place or are underway. 
One such process was undertaken in 
Blackburn where the community were 
asked to vote on funding for projects which 
would focus on Mental Health & Wellbeing, 
Children Living in Poverty and Healthy 
Living. With nine of the eleven projects 
receiving funding. 
One of the successful projects was Screen 
Memories and a spokes person from the 
group has said “Community Choices 

gave us an ideal opportunity to design 
an inter-generational project which was 
centred in the community of Blackburn 
itself and gave local people a chance to be 
directly involved in a reminiscence activity. 
The application process was very simple 
and straightforward and the questions 
were very relevant, community-specific 
and easy to follow. The idea of allocating 
Council funding support to meet identified 
local needs is a sensible model for future 
development.”

Community Action Blackburn said about 
the launch of the Community Choices 
initiative in Blackburn “a great idea and 
allowed the whole of the Community to get 
on board and get involved”
 A number of Community Choices 
processes will be undertaken throughout 
West Lothian, enabling local people to be 
more involved in decisions that affect them 
and their community. 

You can find more detail on the individual Community Choices projects by going to  
westlothian.gov.uk/communitychoices or get involved by visiting the Consul community 
engagement platform westlothiancouncil.communitychoices.scot

Housing currently engage with service users for ideas for projects 
that will improve the environment within council housing areas. 

Following discussions with the Tenants 
Panel it was agreed that this process could 
be positively updated to incorporate West 
Lothian Community Choices. 

The process will be undertaken in 
three stages:
Stage 1 – Idea Generation
Communities will be supported to 
determine their priorities and generate 
proposals and ideas via the council’s 
community engagement platform Consul.
Stage 2 – Idea Refinement
Officers will work with the Capital Working 
Group to develop the ideas into viable 
projects, this could include Community 
Councils and Third Sector organisations 
looking at opportunities to widen the 
scope of the projects.

Stage 3 – Decision Making
A public vote will be held using the Consul 
platform and support will be available for 
people to engage in this process. 
The Community Choices process will take 
place in different areas at different times 
of the year, following the same schedule 
as the annual cyclical repairs programme 
on council properties. Bathgate, Blackburn 
and Whitburn are the first areas involved 
with idea generation starting on 2 August. 
Updates will be issued via social media and 
regular tenant communication channels to 
let tenants know when the process will kick 
off in their area. 
The overall process allows people to have a 
say on their local area and how the tenant’s 
environmental improvement budget can 
be used to deliver improvements in the 
local area. This will allow communities 

to put forward project ideas for areas of 
housing land, for example ideas could 
range from community gardens and grow 
your own spaces to improving hedging and 
open spaces. 
The process will be completed online 
using the Consul platform and a 
MyWestLothian login and sets out the 
areas for consideration as well as some 
examples of potential improvements: 
westlothiancouncil.communitychoices.
scot
Communities will be supported through 
this process by face-to-face support within 
popular local areas to engage people in 
how they would like their communities 
enhanced.  Information on the support 
available will be promoted via the councils 
Facebook page, the tenants Facebook page 
as well as via partner organisations.


