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As a team we receive, record and 
coordinate responses to all forms 
of feedback provided to us by our 
customers. Whether it is a complaint, 
comment or compliment, the team 
works continuously to ensure we 
listen, respond and learn from our 
customer feedback. All the while 
being considerate and supportive 
to every customer. Recently, each 
member of the team spoke of their 
enjoyment working with the public; 
in a role that can be both fast-paced 
and challenging…

Why did you want to join the 
Customer Feedback Team?

Alice
I have always enjoyed working in 
customer-facing roles and helping to 
resolve problems. This role seemed 
like the perfect opportunity to do both 
of those things.

Hayley
I’ve always worked in public-facing 
roles and especially enjoyed being 
able to make a customer’s experience 
a positive one.

What do you enjoy about your role 
and what challenges come with it?

Lynne
I enjoy talking to people and listening 
to the very varied experiences they 
have had with Aberdeen City Council. 
I also find it interesting interacting with 
officers from the many different teams 
in order to see how to best deal with 
the feedback we have received.

Marianne
I enjoy listening to customers; making 
sure that their concerns are relayed 
accurately to services so that their 
complaint can be addressed fully.

Jenna
The biggest challenge is the volume 
of work, but I enjoy the variety.

What would you like customers to 
know about what you do?

Beth
Although a complaint may not be 
upheld, we learn from every complaint 
and work hard to ensure that all 
concerns are acted upon.

Lorna
I believe I am the voice of the customer. 
I enjoy helping the customer and trying 
to resolve their concerns. Investigating 
complaints is the most satisfying 
element of my role.

Are there responsibilities in your 
role, that customers might not  
know about?

Andrew
There are times when customers 
contacting us are struggling with 
stress or financial difficulties, and it’s 
important they are referred to a service 
or organisation who can provide the 
correct advice and support.

Hayley
I deliver training about complaints 
handling to staff across the Council, 
which is great because it means I get 
to meet colleagues from different 
services.

How does it feel to get to pass   
on a compliment?

Alice
It feels great to pass on a compliment 
so that colleagues can get the 
recognition they deserve. It also shows 
that this colleague/service did such a 
good job that a customer has gone out 
of their way to tell us about it.

Beth
As we are often the bearers of bad 
news, it feels fantastic to pass on a 
compliment and let them know that 
their work is appreciated.

Cherry
A simple thank you is amazing!

Meet our Customer 
Feedback Team

Cherry 
I like raising money for charity 
and try to challenge my fears 
while doing this - last year was 
a bungee jump for SSPCA, this 
year was a swimming marathon 
for Diabetes UK.

Fun Facts

Alice 
I have the cutest 12-year-old 
Dachshund called Odie. He 
even has his own Instagram 
account!

Beth 
I love travelling and I am 
planning a trip round Japan 
in the next few years.

Andrew 
In a previous job as a diver, I was 
asked to search a quarry for a 
safe. On search in zero visibility, 
I found a square box with a 
door that opened. This item was 
raised to the surface only to 
find it was a washing machine.  
Very embarrassing and I still 
get reminded of this by my old 
colleagues. 
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We want to hear your views on 
the possible introduction of a 
new fixed term rent policy. The 
rent that you pay is held in an 
account known as the Housing 
Revenue Account (HRA) and 
can only be invested in housing 
services such as the repairs to 
your home, improvements like 
new kitchens and bathrooms, 
housing management such 
as your housing officer and 
building new homes. 

Currently, rent is set at the 
Council budget meeting 
each March, which can make 
budgeting challenging for both 
tenants and the Council. 

Our current policy of RPI+1% 
ends in March 2020 and we 
need your views on continuing 
this policy or on alternative 
options. We will also be asking 
your views on how many years 
the policy should last. 

This is your opportunity to have 
your say about this policy. You 
can do so by either completing 
our short online survey at 
www.aberdeencity.gov.uk/
rentconsultation or returning the 
survey enclosed in this magazine 
using the pre-paid envelope 
provided. There is a prize draw 
where 4 lucky tenants can win 
£250 each in shopping vouchers. 

In order for your opinion to count 
we need to receive it by Friday 
31st January 2020. 

Help us to communicate with you 
more efficiently by giving us your 
email address. You can do this 
by signing up to http://housing.
aberdeencity.gov.uk or speak to 
your housing officer.

Stay safe and enjoy 
the festive period

Fixed term rent 
consultationStay safe and enjoy    

the festive period
During the winter months everyone is 
looking to have fun and get into the 
festive spirit. We hope all our tenants 
enjoy the Christmas period whilst 
remaining safe in their homes.

Unfortunately, house fires and 
casualties increase during the winter, 
with a high risk over the festive period. 
We’ve teamed up with the fire service 
to give you some tips to keep you safe 
this winter.

Alcohol
We all enjoy the odd tipple at Christmas 
and New Year but be aware that 
alcohol makes you more tired. If you 
smoke please ensure that you finish or 
put out your cigarettes properly, never 
smoke in bed and don’t leave anything 
cooking when you come home after a 
party.

Candles and fairy lights
Candles are more popular during 
the cold, dark nights. If you do light 
candles, make sure they are in heat 
resistant holders and far away   
from furniture and curtains. 

Everyone loves fairy lights, when 
plugging them in make sure you don’t 
overload sockets and keep them away 
from anything that can burn. Always 
remember to switch them off before 
you go to bed. 

Heaters and electric blankets
Portable heaters are used during the 
winter months to help keep you warm 
but please remember to switch them 
off when you go to bed or leave your 
home. Watch children and pets around 
these heaters and make sure you read 
the safety instructions.

Never leave an electric blanket 
switched on when you’re in bed unless 
it’s marked ‘suitable for all night use’.  
Make sure your electric blanket is 
tested and serviced in accordance with 
manufacturer’s guidance. Also check 
the wires are not frayed. 

The Scottish Fire and Rescue Service 
offer free home safety visits. They will 
help you sort out a fire escape plan 
and provide information about smoke, 
heat and carbon monoxide alarms.
To arrange your free home visit call 
0800 0731 999 or text “FIRE” to 
80800 from your mobile phone.

On 17 July 2019 the Housing 
Minister, Kevin Stewart MSP 
visited Aberdeen to discuss with 
tenants and officers the Scottish 
Government’s plan for housing until 
2040. The Scottish Government’s 
ambition is that everyone in Scotland 

should live in high quality, energy 
efficient homes that are affordable 
and that meet their needs by 2040.
There was a great turnout with 
representatives from all over the city 
and shire attending to have their say 
and ask questions.  

Housing 2040
by Norma Groves, tenant
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The Torry Memories and Heritage 
Society is designed to give people 
in Torry the opportunity to enjoy 
the company of others and reflect 
on their memories and experiences 
of the area in a safe and friendly 
environment.
Come and visit our memory room 
at Provost Hogg Court. The room 
evokes memories and helps stimulate 
conversation for those with memory 
problems. It is the first memory room 
available the public in Aberdeen.

To visit the room please email 
torrymemoriesheritagesociety@gmail.
com

Share your photos
We are always looking for old 
photographs of Torry and people 
who lived in the area. Please send us 
photographs you would like to share.

If you are unable to submit them 
electronically we can collect, scan and 
return them to you.

Torry
memories

Seaton Linksfield 
Community Network
By Lewis McGill, tenant

Who are the Seaton Linksfield 
Community Network?
The Seaton Linksfield Community 
Network are a group of Seaton and 
Linksfield residents who want to 
build on the improvements made 
by the Seaton Backies Project, 
with the aim of creating significant 
improvements to life across the area. 
We’ve already made friends with 
SHMU, Friends of Seaton Park and 
the STAR Flat and have spoken with 
local councillors, council officials and 
the local Seaton Policing team. 

They share our enthusiasm for 
helping to make life better for local 
residents. And now we would like 
to meet more residents at future 
meetings and see how we can help 
our local area together.

Achievements made by   
the Network
We have had many successes with 
our ongoing projects and initiatives 
such as:

Spruce Up Seaton  
This is our community clean-up 
campaign. So far, we have done two 
events clearing up and recycling 
the litter behind the multi-storeys on 
Seaton Crescent. 

At our first event we had managed 
to collect over 20 bags of rubbish. 

During our second clean-up we 
collected 15 bags of rubbish, 2 
wooden pallets and several sheets 
of metal. And we hope to do more 
next year.

 

School Road Traffic Petition 
A big thank you to everyone who 
signed our petition to get speed 
cameras and a weight restriction 
on School Road/Golf Road to help 
tackle the HGVs travelling through 
the area. We were able to get over 
400 signatures and we are meeting 
with the Council in November to 
discuss this issue. 

Neighbourhood Watch
The Network set up a 
Neighbourhood Watch scheme 
and we get updates from 
Neighbourhood Watch Scotland 
regarding any incidents in the area 
along with tips and advice about 
creating a safer community. We also 
have the support from the Seaton 
Policing Team. You can join the 
group by visiting www.ourwatch.org.
uk and enter your postcode to find 
the group. 

Seaton Street Fayre
After successfully bidding for 
funding from the Council’s UDecide 
project and the Big Lottery we are 
planning a Street Fayre for the 
community on 11 April 2020. 

Community Meetings
The Network meet monthly at 
the Seaton Learning Centre. All 
Seaton and Linksfield residents are 
welcome to join us.

To find out more about the Network 
find us on Facebook or email:  
Chair@seatonlinksfield.co.uk or  
vice-chair@seatonlinksfield.co.uk 
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Condensation is one of the most 
common forms of damp that can 
appear in your home. It occurs 
when warm air meets a colder 
surface, such as a wall or window. 
If left untreated condensation can 
lead to mould growth which can be 
potentially harmful to people and 
properties.

Damp and mould can be caused by 
many things, such as:

• condensation from boiling kettles, 
hot taps, pans on the cooker;

• steam from the shower;
• hanging wet clothes directly on to 

radiators; and 
• having furniture against walls.

Here are some tips on how you can 
prevent mould forming in your home:

• Make sure you use your extractor 
fan or open a window to remove 
steam from your kitchen or 
bathroom.

• Move furniture away from walls 
and use a clothes horse to dry 
your clothes.

• Let air circulate by keeping internal 
doors open whilst sleeping.

• Ensure window trickle vents   
are open.

• Make sure aquariums are covered 
to prevent excess moisture.

• Move house plants outdoors for  
a while.

• Avoid using paraffin or bottled gas 
heaters.

• Do not block permanent 
ventilators.

• Limit the use of steam mops for 
cleaning laminate flooring or 
ensure the room is well ventilated 
when doing so.

If you do spot mould forming it can be 
easily cleaned by using a solution of 
diluted bleach and water. 

The use of bleach will stop any further 
mould from forming. Remember to 
wear gloves to protect your hands. 

For more information about 
preventing damp and mould please 
visit www.aberdeencity.gov.uk/howto

How to help prevent damp 
and mould in your home

Save £140
Towards your energy bill with the  
Warm Home Discount 2019/20

If you have a low household income or are in receipt of 
benefits you may qualify for a discount of £140 towards 

your electricity through the Warm Home  
Discount Scheme.

The £140 isn’t paid to you – it’s a one off discount on 
your electricity bill sometime between September 2019 

and March 2020.
The discount is not related to any Cold Weather  

Payment or Winter Fuel Payment you may already  
receive.

The Warm Home Discount is also available if you have 
an electric prepayment meter.

For more information and to find out if you qualify, call 
the Home Energy Advice Team free on 0808 129 0888

The Home Energy Advice Team is delivered by Scarf and funded by Aberdeen City Council

Tenant Participation - 
Get Involved 
by Fay Morrison, tenant

We are looking for new people to join us. If you’ve 
just left school or you’re newly retired, we want to 
meet you. If you’re home on your own or you’ve 
got a young family, come and say hello. If your job 
hunting, we can help give you some experience for 
your CV.

Make 2020 the year you get involved and have a 
say about your housing service. 

We have a variety of groups you could be part of, 
including: 

Tenant & Resident Forum, Housing Service Review 
Group, Housing Performance & Budget Group, 
Events & Communication Group, Citywide Multi 
Group and the Citywide Sheltered Housing. 

You might just want to join our email list to receive 
up to date information about your rent, repairs or 
anything else relating to housing. Or you might 
have other ideas about how you would like to get 
involved and we would like to hear from you. 

I took the opportunity to get involved and I don’t 
regret it. We’d love to meet you and work together 
to improve housing for everyone. 
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What is the right to repair?
The Housing (Scotland) Act 2001 
gives Aberdeen City Council tenants 
the right to have small urgent repairs 
carried out within a given timescale. 
This is called the Right to Repair 
Scheme.

What repairs come under the  
Right to Repair Scheme?
Repairs covered by the scheme 
usually have to be urgent, cost less 
than £350 and be within your home 
(not communal areas). These are 
known as ’qualifying repairs’. A list of 
qualifying repairs is provided on the 
back of this leaflet.

The timescales for carrying out the 
repair are the maximum period in 
working days from the day after you 
report a qualifying repair. If we do 
not carry out the repair within the 
time limit set you may be entitled to 
compensation.

How do I report a repair?
You must make sure that you report 
any repairs to the Customer Contact 
Centre by calling 03000 200 292or 
via minicom 01224 522381.

You could also visit one of the 
Customer Access Points or use the 
‘Report It’ facility on the Council’s 
website aberdeencity.gov.uk

What happens when you contact us?
Staff will tell you if the repair you are 
reporting is a qualifying repair. You 
will be offered a suitable appointment 
for the work to be carried out.

What happens if I miss    
an appointment?
If you miss your appointment, we will 
cancel your Right to Repair. This will 
forfeit your right to compensation 
under the scheme. You will have 
to re-report the repair and start the 
process again.

Exceptional circumstances
Under exceptional circumstances, 
for example, if a special part needs 
to be ordered, the maximum time 
for carrying out a repair may be 
suspended.

You will be informed if this is the case.

What if the repair is not   
done in time?
If Aberdeen City Council doesn’t carry 
out the repair within the timescales 
stated, you have the right to request 
that an alternative contractor carries 
out the work instead.

You must wait until the specified 
timescale has passed before 
contacting the approved contractor.

The approved contractor is: 
Aberdeenshire Council, Woodhill 
House, Westburn Road,   
Aberdeen, AB16 5GB.    
Telephone 03456 08 12 03.

What information will the  
contractor need?
You should explain to the contractor 
that you are contacting them under 
the Right to Repair Scheme.

They will request various details 
from you regarding your repair such 
as the date you reported it to the 
Council and any other relevant details. 
You must provide reasonable proof 
that you reported the request for a 
qualifying repair.

The contractor will advise you if the 
correct procedure has been followed 
and whether they are able to carry out 
the qualifying repair.

You may be required to sign a 
legal disclaimer with the approved 
contractor stating that all the 
information you have provided is 
accurate prior to any repair being 
carried out.

If the contractor carries out the 
qualifying repair, they will bill 
Aberdeen City Council for the cost  
of the work.

However, if it later turns out that the 
information you gave is inaccurate 
the contractor will look to recover the 
costs of the work from you.

How to claim compensation
If Aberdeen City Council does 
not carry out the repair within the 
timescales stated, you can claim £15 
in compensation.

If the approved contractor fails 
to carry out the repair within the 
timescales stated, you can claim £3 
per working day until the repair is 
carried out. This is up to a maximum 
limit of £100.00

To make a claim for compensation 
you must write to us at:

Operations and Protective Services, 
Aberdeen City Council, Kittybrewster 
Depot, 38 Powis Terrace,  
Aberdeen, AB25 3RF.

Utilities
The Council cannot be held 
responsible for defects caused by 
public utility companies such as gas, 
electricity or water suppliers.

Right to Repair
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Timescale

Blocked flue to open fire or boiler 1 day

Blocked or leaking foul drains, soil stacks 
or toilet pans 

1 day

Blocked sink, bath or basin 1 day

Full loss of electric power 1 day

Partial loss of electric power 3 days

Insecure external window, door or lock 1 day

Significant leaks or flooding from water 
or heating pipes, tanks or cisterns 

1 day

Loss or partial loss of gas supply 1 day

Loss or partial loss of space or water 
heating where no alternative heating   
is available 

1 day

Toilet not flushing (where there is no 
other toilet in the house) 

1 day

Unsafe power or lighting socket or 
electrical fitting 

1 day

Full loss of water supply 1 day

Partial loss of water supply 3 days

Loose or detached banister or handrail 3 days

Unsafe timber flooring or stair treads 3 days

Mechanical extractor fan in kitchen or 
bathroom not working 

7 days

Unsafe access path or step 1 day

www.aberdeencity.gov.uk/christmas

Aberdeen Christmas 
Village

Thursday 21 November - 
Tuesday 31 December 2019, Broad Street

 
Twelve Days of Christmas 
Wooden Sculpture Trail
Sunday 1 - Tuesday 24 December 2019

 
Nativity Scene

Monday 2 December 2019 - 
Tuesday 7 January 2020, 

St Nicholas Kirkyard

 
Carol Concerts

Saturday 14 December 2019, 
11am & 2pm, 

David Welch Winter Gardens, 
Duthie Park

 
Hogmanay Celebrations

Tuesday 31 December 2019, 
from 9pm - Midnight, Schoolhill 

CHRISTMASQualifying Repairs
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£82,538,480 We received 97.74% of the rent we 
were due (£80,677,187)

Scottish Council Average 98.7%The total amount of rent 
due 2018/19

Housing Performance 2018/19
Welcome to our Housing Performance Report. This is the sixth report we have produced 
detailing how Aberdeen City Council has performed against the Scottish Social Housing 
Charter outcomes and how we compare to other local authorities.

This year we have worked with our housing volunteers to develop an animated 
version of this report. You can watch this video on our website 
www.aberdeencity.gov.uk/housingperformance

If you would like to hear more about Housing Performance, why not come along to our 
Housing, Performance and Budget group meetings. They take place on the last Monday  
of each month at 2pm in Committee Room 5 in the Town House.

63.77% of tenants were
satisfied with the standard of 
their home when moving in

Scottish Council
Average 82.7%

75.85% of tenants said 
that their rent is good 

value for money

1.47% of rent was 
lost due to empty 

properties
Scottish Council

Average 1%

It took us on average
53.84 days to relet a 

property
Scottish Council

Average 35.9 days
TO
LET
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95.2% of tenants were 
satisfied with their repair
Scottish Council Average 

86.9%

and 3 hours 12mins 
to complete an 

EMERGENCY repair
Scottish Council

Average 4 hrs 18 mins

92.68% of repairs were 
completed right first time 

Scottish Council 
Average 92.3%

We fully rewired 
826 homes

We completed 100% of 
our gas safety renewals

on time
Scottish Council
Average 100%

On average we completed a 
NON-EMERGENCY 

repair in 4 days 
21 hours...

Scottish Council
Average 7 days 19 hrs

97.1% of reported antisocial 
behaviour cases were resolved in 

agreed target time
Scottish Council Average 86.7%

We spent
£38,517,920
on planned

maintenance

On average
we completed 

2.8 repairs 
per property

Scottish Council Average 3.3

90.1% of new tenants
remained in their 

home for more
than a year

Scottish Council
Average 88.8%

99.29% of repairs 
appointments 

were kept
Scottish Council 
Average 95.2%

We installed...
1,426 Heating systems 

299 Crime check doors
3,200 Hard wired smoke 

detectors

We replaced...
245 Windows
138 Kitchens

153 Bathrooms

We completed 60,307 
repairs last year
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Our Next Review   
by Paul McMenemy, member of the Housing Service Review Group

About ten years ago my son gave 
me his old computer. I remember 
asking him what was I supposed to 
do with it and he said “you will be 
surprised”, well 10 years on and I am 
very surprised what I can do! 

But it has been quite a journey - like 
the time I nearly ordered enough 
shopping to feed an army. Luckily, 
I asked my son to check before I 
pressed buy - how I look back and 
laugh!

But now I am so glad I got digital! I 
can keep in touch with my family and 
friends via email - no more paying 
for stamps. It also saves me so much 
time, I don’t have to go out to pay my 
rent which means no more queuing in 
the housing office. I can shop online 
which is particularly handy when the 
weather is bad. I can report repairs 
online and perhaps next year I will 
book my holiday - I just don’t know 
where I might end up!

I even got a new laptop so to anyone 
who thinks they are too old or who 
does not think they can do it - give it a 
try - if I can do it I’m sure you can!

For help getting online visit   
www.silvercitysurfers.co.uk   
or call 07799 371329.

Going 
Online 
by Pearl Smart

Last year the Housing Service 
Review group carried out a review 
of how feedback is received and 
dealt with at the Council. Earlier 
this year we officially presented 
our findings and we are delighted 
that it was so well received. The 
group is pleased that the Council 
has listened and acted upon our 
recommendations. We continue 
to have an ongoing conversation 
with the Customer Feedback Team. 
I would just like to encourage all 
tenants to feedback when they 
receive great service - the Council 
can learn from positive feedback as 
well as negative.

Next, we are reviewing the team who 
are responsible for empty properties. 
We know the Council is taking too 
long to relet homes so hopefully we 
can make recommendations to help. 

We want to hear from you if you 
have just moved into a new property, 
what could have been done better 
and were you satisfied with the 
property you moved into.

We are also looking at re-reviewing 
Housing Management. It is great to 
be asked to be involved in this, after 
all it is tenants like you and me who 
are using the service.

We are always looking for new 
members to join us, it is your 
opportunity to see what happens 
within the Council and to suggest 
how things could be done better -  
we need you!

To find out more about Tenant 
Participation please contact 
Carol Hannaford   
channaford@aberdeencity.gov.uk

As part of new regulations from the 
Scottish Housing Regulator all social 
landlords must submit an annual 
assurance statement. This means 
that we are required to provide 
evidence and information that we 
meet:
• the relevant requirements of 

Scottish Housing Regulator’s 
Framework.

• all relevant standards and 
outcomes in the Scottish Social 
Housing Charter.

• all relevant legislative duties.
For any areas that we do not comply 
then we must provide information on 
our plans for improvement.
In our first assurance statement we 
have identified that the following 
performance areas are priorities for 
improvement with action plans in 
place:

Gypsy Traveller Site
We have a plan in place to refurbish 
the site to meet the standards set 
out in section three of the Regulatory 
Framework.

Void property management 
We will look at additional resourcing 
for housing management and 
repairs, digitalisation of processes, 
and review of letting standards.

Complaint management 
Improved performance management 
framework and employee training 
and development.
To read the full Assurance Statement 
please visit  
www.aberdeencity.gov.uk/
housingperformance

Our First Assurance Statement 
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Your rent,  
your way

Changes to 
guest rooms

Award success

Aberdeen City Council and the 
Aberdeen City Health and Social 
Care Partnership are working 
together to offer people who are 
ready to leave hospital a temporary 
place to stay while they are waiting 
for a care at home package to 
restart or be put in place.
There are 29 guest rooms in our 
sheltered and very sheltered 
complexes, many of which are  
under utilised.
Following consultation with our 
citywide sheltered housing network 
and face-to-face meetings in 
complexes we have identified 13 
guest rooms that will be used in a 
pilot project to provide a homely 
atmosphere for people leaving 
hospital:
• Hamewith 
• Denmore Court
• Provost Hogg Court
• Quarryhill Court
• Stocket Grange
• Kingswood Court
• Mark Bush Court
• Margaret Clyne Court
• St Clements Court
• Coronation Court 
• Fairley Den 

Tenants will still be able to book 
guest rooms at: 
• Craigton Park
• Mark Bush Court 
• Margaret Clyne Court
• Denseat Court
• Dominies Court
• Gray Court
• Janesfield Manor
• Lewis Court
• Loch Court
• Parkhill Court
• Provost Hogg Court 
• Denmore Court
• Taransay Court
• Stocket Grange 
• St Clements Court 
• Fairley Den 
The pilot project will run for 1 year 
and will be monitored to make sure 
there are good outcomes for the 
people using the service and for the 
impact on tenants.  
We would like to extend our thanks 
to all the tenants who were involved 
in the consultation events.  This is 
a great example of how working 
together we can make a difference.
If you would like more information 
about this please contact Dorothy 
Askew, Housing Strategy Officer 
email daskew@aberdeencity.gov.uk 
or telephone 01224 523927.

The Construction Industry Training 
Board (CITB) Awards took place on 
7 November at Merchant Taylor’s 
Hall, London.
We are delighted that Doug Gibb 
has been awarded Workplace 
Mentor of the Year for all of his 
hardwork and dedication to our 
apprentices.
The good news does not stop 
there, five of our apprentices 
were recognised at the North East 
Scotland College Awards:
• Steward McCombie - silver 

commendation for advanced 
craft studies in carpentry & 
joinery. 

• Chloe Beech - bronze 
commendation for advanced 
craft studies in carpentry & 
joinery. 

• Lewis Burt - carpentry & joinery 
stage 2 winner. 

• Brandon Russell - carpentry & 
joinery stage 2 runner-up. 

• Heidi Wards - painting & 
decorating stage 1 winner.                 

In addition to the above Lewis 
Burt is also Grampian Building 
Employers trophy winner.  
Congratulations to all!

We hope all our tenants have a 
wonderful time over the festive 
holidays. We know that it’s a busy 
time of year so it’s easy to forget 
about everyday things like paying 
your rent. 
But it is very important you remember 
to pay your rent and there are many 
ways you can do so:
• Direct Debit - You choose the most 

suitable date for the Direct Debit 
to come out of your account. Any 
dates from 1st to 28th for monthly 
payments and any working day 
for weekly payments. You can 
also choose to make fortnightly or 
4-weekly payments.

• On the Council website - pay 
securely using debit card or credit 
card.

• Automated telephone payment 
- call 01224 346 996 and follow 
the step by step instructions. You 
will need a copy of your payment 
reference number and your debit/
credit card details. 

• Post Office Payment Card - 
payment can be made by using 
the bar code on your rent card at 
any Post Office or outlet displaying 
the Paypoint logo. There are over 
100 locations in Aberdeen.

• In person at Woodside Access 
Point and Mastrick Access Point.

It is also very important to speak to 
your Housing Officer if you have a 
problem paying your rent. Perhaps 
you have lost your job or had your 
hours reduced and you need to claim 
Universal Credit. We are here to help 
and support you, but you need to 
remember to tell us. 
For more information about your rent 
please visit www.aberdeencity.gov.uk 
or contact your housing officer.
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Win high street vouchers 
worth £50 by answering the 
following question:

This document is available in 
various formats and languages

Please call 01224 522839.

Closing date is Friday 7 February 2020. This competition 
is for Aberdeen City Council tenants only.

Send entries to: Tenant Participation, Marischal College, 
Business Hub 1, Lower Ground West, Broad Street, 
Aberdeen AB10 1AB

During the festive break many 
Council services will be closed, 
whilst others will be open with 
limited operating times.
Kincorth, Woodside and Mastrick 
Customer Access Points will be 
closed from 5pm on Tuesday 24 
December and will reopen on Friday 
3 January 2020 at 8.30am.
The Customer Service Centre at 
Marischal College will close at 5pm 
on Christmas Eve. It will reopen on 
27 and 30 December, 9am to 4pm. 
Normal opening hours of 8.30am to 
5pm will begin on Friday 3 January 
2020.
Please note there is now an 
appointment system in place for  
most services.

The Customer Contact Centre will 
close at 5pm (6pm for repairs and 
Council Tax queries) on Tuesday 24 
December until 8.30am on Friday 
3 January 2020. However, the 
following services will be available on 
Friday 27 and Monday 30 December:
• Housing Repairs 
• Environmental Health & Trading 

Standards 
• Roads & Streetlighting  
• Housing Access & Advice 
• Waste & Recycling 
• Council Tax and Benefits
• Environmental Services 
• Scottish Welfare Fund - 

Community & crisis grants.

If you need help with one of these 
services during the festive holidays, 
or in emergencies please call  
03000 200 292.

newsbite
Competition

Comet Rudolph Blitzen

 Name:

 Address:

Which of Santa’s reindeers was made 
famous because of his red nose?

Answer:

Festive 
closing times

Universal Credit has now been 
live in Aberdeen City for a year 
and tenants are beginning to 
receive review to-dos on their 
online journals “Review Your 
Details”. 
Even if your circumstances have 
not changed, it is important to 
respond to this to-do as soon as 
it appears on your journal. Failure 
to do so can ultimately lead to 
your benefits being stopped.

Are you or 
someone 
close to you 
in receipt of 
Universal 
Credit?
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