
E A S T  L O T H I A N  H O M E L E S S N E S S  A N D  A D V I C E  S E R V I C E

Charter for
Homeless

People

East Lothian Council will
provide a service for

homeless people 24 hours
a day, 365 days a year.

If you are homeless and have nowhere to stay, we can give you help and advice

straightaway.  One of our Homelessness and Advice Officers will see you the

following day and will help you with your housing problem.

If you have somewhere to stay but have been told to leave or have to leave, a

Homelessness and Advice Officer will interview you within five working days.  If

you can’t come to this interview, we will arrange another one for you as soon as

we can.

Wherever possible, the same Homelessness and Advice Officer will deal with

your case from start to finish (except when the officer is ill or on holiday).  You

will always know the name of the person dealing with your case, where they

work and how to get in touch with them.

We will let you know whenever there is a development in your case.

We will make sure that you are told of your legal rights and given information

about where else to go for independent advice and help with your case.

If we can’t give you permanent council housing, we will give you advice and

help you to find other housing.

We will explain all decisions about your case to you carefully.  If you are

unhappy with our decisions, we will tell you:

● how you can appeal against any decision

● where you can get help with your appeal.

You can also use the Council’s Feedback complaints

procedure – please get a form from your Homelessness

and Advice Officer, or ask at any of our offices.

Interviews
You can bring a friend or a relative along to interviews.

If you are trying to escape from violence or abuse, or you feel threatened:

● we will make sure that your fears and needs are taken into 

account when we are making our decision

● you can be interviewed by a member of staff who is the same 

sex as you, if this is what you would like. (We try to offer this 

choice to anyone, wherever possible)

● you can be interviewed at any office you choose. (We try to 

offer this choice to anyone, wherever possible.)

If you have particular needs, we can arrange for you to get help, advice

and assessment from the right people in other areas of the Council and

from other organisations.

What you can expect from us

● We will listen to everything you tell us carefully.

● We will treat you with respect.

● We will treat your concerns with understanding.

● We will be sensitive about anything personal you have to tell us.

We will make sure that we deal with you as we have promised in this

Charter.  We will check regularly that the terms of the Charter are being

carried out.

Information
If you would like a copy of the Charter,

please ask and we will give you a print-out,

together with other useful information.

If you are a victim of domestic violence or

abuse, please ask the Homelessness and

Advice Officer for the Domestic Violence

and Abuse information sheet.

If you would like this information in Braille,

Moon or on audio tape, or in your own

language, please contact the Public

Information Officer on 01620 827199.

Freephone Advice Line

0800 1691611

Are you homeless or
threatened with
homelessness?

      


