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Our Vision is working together with our communities to continually improve quality and value in all that we do
Newsletter

Spring 2016
www.clochhousing.org.ukClochHA

OFFICE 
OPENING 
HOURS

Monday & Tuesday: 9.00 – 5.00pm 
Wednesday: 9.00 – 5.00pm (closed 9-12noon 
on the last Wednesday of the month)

Thursday: 9.00 – 6.00pm
Friday: 9.00 – 4.00pm 
Saturday & Sunday: CLOSED

Easter - Friday 25th & Monday 28th March
May Day - Monday 2nd  May
Spring Holiday - Friday 27th & Monday 30th May
Greenock Fair - Friday 1st & Monday 4th July

If  you have an Emergency Repair during 
these times, please call our Emergency 
Number 0800 783 7937

OFFICE 
CLOSURES

Tenant 
Satisfaction 
Survey 2016
Every 3 years we carry out a detailed 
Tenant Satisfaction Survey across most 
areas of our service. The latest survey was 
carried out by a company called Knowledge 
Partnership between November 2015 and 
January 2016. 
A total of  851 tenants were surveyed; 

representing 61% of  available tenants. They 
were interviewed in their homes with a face-
to-face questionnaire.
We have just received the results and a 

summary of  the key performance areas are 
detailed in the centre pages. We will also 
publish more details, in due course, on our 
website.

WHAT NOW?
We will be examining the results and 
comments in detail and shall prepare 
an action plan to improve on those 
areas where we can do better. This 
should improve the quality of the 
services you receive from Cloch.
The results are impressive and 

demonstrate an improvement from our 
previous survey. If  you took part in the 
survey, thank you for taking the time to 
do so.

Please note that the Office will be 
closed for the following holidays:

Following an extensive consultation and 

budget setting process the Association has 

announced that rents are to rise by 1.3% 

for the financial year commencing 1 April 

2016.
Housing Services Manager, Andy 

Thomson said, “Every tenant should now 

have received a letter confirming that our 

Management Committee approved the 

increase at its meeting on 19 January 

2016.”
Andy continued, “We consulted on various 

options for the increase with the outcome 

being that Committee would set the rent 

increase subject to tenant opinion and 

the Association’s requirements within the 

Business Plan.  The results of  the survey 

showed that tenants’ opinion was fairly 

evenly split.  However, the preference was 

for an increase of  RPI only or RPI +0.5%.

He added, “The Committee noted that 

whilst many household costs continue 

to rise at levels greater than inflation, 

not all tenants had experienced an 

increase in their income at the same 

rate. The Committee also noted that a 

high percentage of  respondents to the 

Association’s rent increase survey agreed 

that their current rent represented good 

value for money (76%)”.
The Association has therefore managed to 

plan its finances so that it can maintain all 

current services and introduce proposed 

improvements to its properties without 

adopting the higher increase levels.  Having 

weighed up all the issues, including 

the duty to ensure that the Association 

would remain financially viable and could 

maintain its commitments, the Committee 

approved a budget which allowed for an 

increase of  1.3%.
76 responses were received from the 

consultation; this equates to 5.37% of  

our 1,416 tenants.  The responses can be 

found on the Association’s website.

The Association would like to thank all 

tenants who responded to the consultation 

and took part in the survey.

Tenants are reminded to contact their 

Housing Officer if  they would like to 

discuss, in more detail, how the rent 

increase will affect them.

CLOCH 
HOUSING 
ASSOCIATION 
ANNOUNCES 
RENT INCREASE 
FOR 2016/17
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We have had a few changes to 
staff and Committee in recent 
months.
Morag Paul has stepped down 

from our Committee and we’d 
like to thank her for all her hard 
work and contribution that she 
has made.
David Burrows joined us in 

August 2015 as our Senior 

Maintenance Officer and brings 
with him a wealth of  knowledge.  
David has come from a 
background in the housing 
sector and we are pleased to 
have him on-board.
Tom Devine joined us via an 

agency last year and we are 
pleased to say that, after an 
external recruitment process, 

he was the successful candidate 
for the post of  temporary 
Maintenance Officer.
We are sorry to say ‘goodbye’ 

to Nigel Lack, Project Officer 
(part time), within the Care & 
Repair section.  Nigel has left to 
take up a full time post within 
the voluntary sector.  We wish 
him all the best in his new post.

Staff Changes

CHP 
Heating 
Renewal 
Works 
(Weir St, MacGillivary 
Avenue, Leitch 
St, Alpine Grove, 
MacGowan Road & 
MacGregor Road)
The first phase of the works, which is the 
installation of the new gas and electrical 
networks around the estate, is planned to start 
on Tuesday 29th March.
The contractor who will be carrying out this 

work is Clancy Docwra.
They will be on site for approximately 10 

weeks. The work involves excavating and laying 
gas pipes and cables around the estate.
There may be some minor disruption as a 

result of  the works, however the contractor will 
ensure these are kept to a minimum.
The second stage of  the contract will be to 

install the new heating systems, within your 
home.
This is due to start early June and be 

completed around the end of  August. 
Inspection to each home is scheduled to take 

place in May. All residents will be contacted to 
arrange a date and time for this to be carried 
out in due course.
We will communicate with all our residents 

as the contract progresses, and we also have 
a dedicated Facebook page where we will also 
post updates.
Any residents within the estate who are not 

currently on the Facebook page but who would 
like to be included, should contact Cloch and 
provide their e-mail address which will allow us 
to add you to the group.

The Association recently 
carried out an investigation 
into the condition of the 
three blocks at Nos 1, 15 
& 18 Aberfoyle Road due 
to concerns about the 
condition of them.
The outcome was that we 

should consider carrying out 
works to replace the existing 
roof  and also the roughcast 
to these properties. We will 
be looking to install external 
wall insulation and also re-
roofing the properties with 
an amended design. 
This contract will be a 

considerable investment and 
the Association is required 
to undergo a full and proper 
tendering exercise, before 
we can actually get to this 
stage. We have instructed a 
Quantity Surveyor to assist 
in setting up a Design Team. 
Their role will be to ensure 
that we have a detailed 
design and scope of  works 
which we can then use as 
part of  our tender for a 
suitable contractor.
At this time we don’t have 

exact timescales as to when 
the works will start. However, 

we are expecting to be on 
site later this year.  We will, 
of  course, ensure that we 
keep you all up to date on 
the progress of  this project 
as it develops.

Tom Devine

Nigel LackDavid Burrows

Proposed Building 
Upgrade Works to 1, 15 
& 18 Aberfoyle Road: 
Initial Information

18 Aberfoyle Road

1 Aberfoyle Road
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STAGE 2 COMPLAINTS
There were 41 Stage 2 complaints raised within the year 1 April 2015 – 
31 December 2015.
The target for responding to these complaints is 20 working days; 

again performance has been good in this area. 40 complaints made to 
the Association were responded to within the set timescale. 1 complaint 
was not completed on time.  In this case there was a delay in getting 
information from a utility supplier that was required to close a complaint 
in respect of  a factoring bill.

ANALYSIS
Complaints within this category have largely involved explanations of  
policies and procedures. This has been helpful for complainants to 
understand how we deal with different issues. It is also helpful for staff  as 
sometimes a complaint can highlight where a change to policy or procedure 
may be necessary.

LEARNING FROM COMPLAINTS
As a result of complaints raised in the period changes have been made 
to working practices.  
• Staff  have been reminded of  the complaints process to ensure that all 
complaints are logged correctly to avoid time delays.

• A new rechargeable repair process has been implemented to ensure 
that invoices are checked by the person who requested the works before 
being issued; particularly for Estate Management issues.

• Staff  were reminded to ensure that correspondence issued to customers 
is accurate and dated correctly.

• Staff  were provided with further training in completing Housing Benefit 
applications and on providing information to the Local Authority.

• New processes have been implemented between Finance and Property 
Services to identify factoring accounts which are in dispute to ensure 
that the arrears process is suspended whilst the dispute is being dealt 
with.

• In general staff  have been reminded of  our procedures and timescales 
and ensuring that we adhere to our core values of  integrity, customer 
focus, communication and respect.

CLOCH’S ANNUAL 
COMPLAINTS 
PERFORMANCE 

The Association uses 
complaints as a key opportunity to learn and improve.  This newsletter will focus on our performance for the first nine months of this financial year.

Stage 1’s

Outcome Property 
Services

Housing 
Services

Care & 
Repair

Finance TOTAL

No. 120 45 3 1 169
No. In timescale 113 45 3 1 162
Late 7 0 0 0 7
% resolved in timescale 94% 100% 100% 0% 96%
Average time to resolve (working days) 2.36 0.98 2.00 0.00 1.97
Target (working days) 5 5 5 5 5

Stage 2’s

Outcome Property 
Services

Housing 
Services

Finance TOTAL

No. 31 8 2 41
No. In timescale 30 8 2 40
Late 1 0 0 1
% resolved in timescale 97% 100% 0% 98%
Average time to resolve (working days) 17.61 10.25 0.00 15.37
Target (working days) 20 20 20 20

Outcomes stage 2’s

Outcome Property 
Services

Housing 
Services

Finance TOTAL

Explanation 14 3 0 17
Other 0 1 0 1
Pending 0 0 0 0
Refuted 9 2 0 11
Upheld – Contractor service issue 4 1 0 5
Upheld – CHA service issue 4 1 2 7
Work / Inspection Required 0 0 0 0
Complaint Pending 0 0 0 0
Total 31 8 2 41

COMPLIMENTS!
The Association also aims to collect expressions 
of satisfaction. Staff are reminded that if 
someone calls to say thank you or well done this 
should be recorded too.
In the same period 13 compliments were 

registered.  Overall the Association offers a good 
quality service to our customers.  This can only be 
improved, however, by learning from our complaints 
and responding to the issues they raise.  Our 
customers feedback is vital to our service improvements.

STAGE 1 COMPLAINTS
There were 169 Stage 1 complaints during the year from 1 April 2015 – 
31 December 2015.
The target for dealing with these complaints is 5 working days.  In 

general performance has been good in this area. Out of  a total of  169 
complaints only 7 complaints were completed outwith target. 

Outcome Property 
Services

Housing 
Services

Care & 
Repair

Finance TOTAL

Explanation 45 8 2 0 55
Other 1 0 0 0 1
Pending 0 0 0 0 0
Refuted 17 9 0 0 26
Upheld – Contractor service issue 26 16 0 0 42
Upheld – CHA service issue 14 12 1 1 28
Work / Inspection Required 17 0 0 0 17
Complaint Pending 0 0 0 0 0
Total 120 45 3 1 169

Outcomes stage 1 In general, the majority of Stage 
1 complaints involve straight 
forward issues which are resolved 
immediately – a contractor not 
turning up for example. Complaints 
where the contractor was at fault 
the Property Services Team will 
raise this issue with the contractor 
and use the complaints process 
to monitor performance.  It is 
inevitable with the volume of work 
in repairs, as well as Annual Gas 
Servicing, that some problems will 
arise.
Within Housing Services, in areas 

where explanations were necessary, 
these related mostly to complaints 
of  Anti Social Behaviour. The 
tenant’s perception had been that 

staff  were not taking action, when in 
fact, tenancies were being monitored 
or evidence gathering was underway. 
When this progress was reported to 
the tenant, they were satisfied with 
this. A Tenant Satisfaction Survey 
has now been set up to get more 
specific information on how well we 
deal with complaints of  Anti-Social 
Behaviour.  This is sent out when a 
complaint reaches its conclusion. 
We will analyse this information and 
use it to monitor and improve our 
performance.
A number of  the Housing 

Services complaints were logged 
following the Close Cleaning 
Satisfaction Survey.  Tenants had 
made comments, as part of  the 

survey, which could be deemed 
as expressions of  dissatisfaction. 
Complaints arising from this ranged 

from not wanting the service at all 
to asking the contractor to use a 
different cleaning material.

ANALYSIS

Service Area No.
Property Services 4
Housing Services 7
ICHR 1
Care & Repair 1
Total 13

All compliments

Stage 1 complaints are where we look to resolve frontline complaints 
and can deal with the issue quickly and resolve the problem.
Stage 2 complaints are either ones which haven’t managed to be 
resolved at stage 1, or are more serious formal complaint.)
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As you may be aware ISS Landscaping 
Services have been in preparation for the 
forthcoming 2016/2017 season.
Following feedback from residents we are now 

publishing the diary on our website to ensure 
that residents will be aware of  when they can 
expect the contractors in their area. It will also 
include information on what they will be doing 
when they are there - as they won’t carry out 
the same work schedule on each visit. 
Should you be unable to access the website 

please contact us and we will arrange to have a 
copy of  the program sent to you. 
We have had several meetings with ISS and 

our own Clerk of  Works and have agreed how 
the contract will be managed going forward 
to ensure that performance improvement and 
resident satisfaction increases.  
We have put together some Frequently Asked 

Questions (FAQs) to help residents understand 
the contract better and get more from it.

FAQs
How do I know when the work is due in 
my area and what they will be doing?

• Please consult the diary which provides 
details of  your area. This includes when it 
will be attended to and what will be done 
whilst they are there - as not all services are 
carried out on every visit 

• Grass after being cut will be dispersed 
by blowers rather than it being lifted and 
removed.  It is now normal practice that 
grass cuttings are not removed from site –
this is in line with practices carried out by 
other local Housing Associations.

So will the contractors definitely be out 
when the diary states?

• A lot of  landscaping work is weather 
dependant such as grass cutting and 

spraying weed killer; and it may be a week or 
so later or earlier than the program dictates.  
But, the scheduled works will be completed 
and you will receive the number of  visits 
referred to in the diary.

Does anyone check the performance of 
the contractor?
• Yes, absolutely.  The quality of  the work and 

keeping to the program is closely monitored 
by our Clerk of  Works and our Property 
Services team.  Items which need to be 
addressed are raised with the contractor 
and only signed off  once we are satisfied it’s 
been dealt with.  

Is there anything I can do or not do 
to ensure that the area is properly 
maintained?
• Please don’t tidy an area before the works 

are due as we cannot confirm who has 
carried out the work; which has led to 
confusion in the past. 

• If  you have a dog please do not let it foul an 
area, as this may result in an area not being 
cut, and/or the bill for the area then being 
recharged to you.  

• We supply free dog poo bags at our 
reception.

What should I do if I have any issues?
• Please contact Cloch with any issues you 

have to do with the management of  the 
contract as and when the matter arises.

• By doing so we can liaise directly with the 
contractor and our Clerk of  Works to affect a 
speedy resolution to your issue.

Please be assured that we have listened to 
what you have said and we are acting on it to 
improve our service delivery.  Thanks for your 
help with improving our service.

Landscaping 
Programme 
Information

We are pleased to announce the 
winners of our recent surveys. 
They are:-

• Miss Hart, Burnhead Street; 
• Mr O’Donnell, Watt Street; 
• Miss Duffy, Auchendarroch Street   
• Mrs Aikman, Lyle Street

Each of  our winners received a 
store voucher.  Well done!
We would like to thank everyone 

who took the time to complete and 
submit their survey.

EVERYONE’S 
A WINNER!
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Single people that had a change of 
circumstances from October 2015 were the 
first residents in Inverclyde to claim Universal 
Credit. Universal Credit will initially be 
awarded to single claimants, however this will 
start rolling out to couples and families over 
time.  We have not yet been informed of when 
these changes will affect other groups; the 
DWP will write to households to advise them.

Universal Credit aims to:
• Simplify the benefits system by replacing 

six existing benefits into a single monthly 
payment. The six benefits being:

1. Working Tax Credit

2. Child Tax Credit

3. Housing Benefit 

4. Income Support

5. Income-based Jobseeker’s Allowance

6. Income-related Employment and Support 
Allowance.

• And increase work incentives for those who 
are unemployed or working part-time.

If you make a claim for Universal Credit 
you must be aware of the following:
• Payments are made monthly

• Payments include your living costs and 
housing (rent) costs

• You are responsible for paying your housing 
costs to Cloch

• You will not receive a payment for 7 weeks

This is a big change for Cloch Housing 
Association and our tenants; our staff  are here 
to help you. If  you make a claim for Universal 
Credit contact Cloch immediately and they will 
help you set up a suitable way to pay your rent.

Who will claim Universal Credit?
Universal Credit is a working-age benefit, so will 
be:
• available to those who are aged 18 or over, 

but
• under the qualifying age for pension credit.

Older people under Universal Credit
Pension Credit will remain for those over 
the qualifying age. In the future, Housing 
Benefit will be rolled into Pension Credit. 
After Universal Credit has been introduced, 
if  one member of  a couple is over and one 
under the qualifying age for Pension Credit 
then the couple will be treated as working 
age. This means they would be expected to 
claim Universal Credit. Those already claiming 
Pension Credit will be protected.

Need help claiming Universal Credit 
online?
Call the helpline if  you need help making your 
claim online.

Universal Credit helpline 
Telephone: 0345 600 0723 
Textphone: 0345 600 0743
If  you would like to discuss how Universal Credit 
will affect your rent payments please contact your 
Housing Officer as soon as possible on (01475) 
783637 or email office@clochhousing.org.uk

Are you ready for 
Universal Credit?
Universal Credit is the biggest change in the welfare system in a generation 
and will have a huge impact on Housing Associations and their tenants. 
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Cloch’s Director, Paul McVey, 
commented, “These results 
demonstrate improvements in most 
areas of our service; however, there are 
areas which we will focus on to ensure there 
are real improvements to our tenants. The 
No1 priority is Repairs and Maintenance 
and we have already started making inroads 
to improve the quality of the service we 
provide.”
“Neighbourhood problems such as dog 

fouling and poor play areas remain high on the 
list of  neighbourhood problems and together 
with other partner agencies we will be tackling 
these problems in our communities.  We will 
shortly start to make some improvements 
to the play parks as mentioned later in this 
newsletter”.

SATISFACTION 
WITH REPAIRS 
SERVICE 

2016 survey

88%
2013 survey

88%

Scottish Housing 
Association Average

90%

SATISFACTION 
WITH QUALITY 
OF HOME

2016 survey

93%
2013 survey

92%

Scottish Housing 
Association Average

86%

SATISFACTION WITH 
NEIGHBOURHOOD 
AS A PLACE TO LIVE

2016 survey

95%
2013 survey

94%

TENANT 
SATISFACTION 
SURVEY 2016
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SATISFACTION 
WITH BEING KEPT 
INFORMED ABOUT 
SERVICES & DECISION

2016 survey

96%
2013 survey

94%

Scottish Housing 
Association Average

91%

SATISFACTION 
WITH RE-LET 
STANDARD OF HOME

2016 survey

91%
2013 survey

84%

Scottish Housing 
Association Average

87%

SATISFACTION WITH 
OPPORTUNITIES 
TO PARTICIPATE IN 
DECISION MAKING

2016 survey

92%
2013 survey

90%

Scottish Housing 
Association Average

81%

SATISFACTION WITH 
MANAGEMENT OF 
NEIGHBOURHOOD 
BY CLOCH 

2016 survey

94%
2013 survey

92%

Scottish Housing 
Association Average

86%

RATING OF RENT 
AS VERY GOOD OR 
FAIRLY GOOD VALUE 
FOR MONEY

2016 survey

80%
2013 survey

76%

Scottish Housing 
Association Average

77%

SATISFACTION 
WITH CLOCH’S 
OVERALL SERVICE

2016 survey
91%

2013 survey
92%

Scottish Housing 
Association Average

Despite improvements throughout the 
survey, bizarrely the ‘overall satisfaction’ 
reduced by 1%. There can be a number of  
reasons for this but we will strive to get an 
improvement (and a happy face) next time.

89%
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Hundreds of millions of messages and 
posts are sent every day on sites such as:
Facebook, Twitter and You Tube.
Many comments and posts are 

considered offensive and though not the 
responsibility of  the landlord to deal 
with, we will engage with the Police if  
there are harassment complaints made 
by our tenants on Social Media Sites.  If  
they result in a criminal prosecution for 

harassment we would consider taking 
action against the offending tenant.
This misuse of  Social Media is a criminal 

matter that should be reported to the 
police who will investigate to determine 
if  any criminal action has occurred. If  
you receive regular offensive or abusive 
messages on Social Media you should 
keep a record of  the message and 
contact the police on 101 or 999 if  it’s an 

emergency.
If  the police consider a message or post 

to be potentially criminal, they will take 
appropriate action. You should let us know 
if  the police raise criminal charges for any 
abusive comments made about you on 
Social Media by a Cloch tenant and we will 
liaise with the police on the outcome of  
any court action to determine what action 
we may take against our tenant.

ROUTINE 
TENANCY 
VISITS 
The Association has recently completed the 
majority of annual tenant visits, and would 
like to thank everyone for providing access for 
this. If you have not had a visit please contact 
the Association and let us know so we can 
carry this out. 
We have listened to our tenant’s comments 

on the process, and note that there are many 
tenants who struggled to take time off  work to 
allow access. This year we plan to change the 
way we carry out these visits as a result of  your 
feedback. 
The Association has changed our intention of  

visiting ALL tenancies on an annual basis to 
more routine tenancy visits which will ensure 
they are focussed on the needs of  our tenants. 
The Association will contact the tenants who 
will be visited and advise them of  when this 
visit will be and what will be involved. This will 
be based on their involvement with Cloch or if  
they have indicated that they would welcome an 
annual visit from one of  the Housing team.  
As previously advised visits are carried 

out by Housing Services staff; who all carry 
photographic identification and are employees 
of  the Association. During the visit we will need 
to meet and see identification for each of  the 
named tenants of  the property.  The visits will 
give you the chance to talk about any issues 
you have with your home, or with your tenancy 
in general. 

Would you be interested in becoming a member 
of Cloch Housing Association Limited?
Membership of  the Association is open to all tenants and residents, 
individual members of  the public and community organisations, 
as well as to other stakeholders and partners who have an interest 
in Cloch and their local community.  To join all you need to do 
is complete an application form and return this along with your 
one-off  fee of  £1.00.  On acceptance of  your application you will 
become a life-time member of  Cloch Housing Association Ltd. 

What does this membership give to you?
Membership allows you to participate in all our activities and attend the Annual General 
Meeting (AGM).  You will also have the opportunity to stand for election at the AGM and 
vote to appoint the members of  the Committee.  The Association is very keen to encourage 
membership and puts participation at the forefront of  everything we do.

If you are interested in becoming a member of Cloch Housing 
Association Ltd or would like more information  
please contact the office.

MEMBERSHIP

SOCIAL MEDIA & ANTI 
SOCIAL BEHAVIOUR

In response to comments from our residents, Cloch is planning to improve works to our play 

areas at Whinhill Crescent and MacGillivary Avenue.

Works are expected to start in the Spring and we hope residents will notice big improvements 

which will allow the young ones to enjoy better play in a more pleasant environment.

Should anyone wish further details please contact Paul or Davy at Property Services.  

CLOCH INVEST IN PLAY 

AREA IMPROVEMENTS
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Don’t get scared get checked                                            

• Are you a women aged 50 – 70 years of age? 
• Is your GP in the Greenock or Port Glasgow area? 
• If so, you will shortly receive a letter to attend a breast 

screening appointment in a local mobile unit.  
• Please note this is not a drop-in facility. 

Why should you attend?                                                         

• Breast screening check can save your 
life 

• This can detect tiny cancers before you 
can see or feel it yourself 

• The earlier a cancer is found the easier 
it is to treat 

What happens?           

• It only takes a few of 
minutes 

• Female only staff 
• No men allowed in the 

unit     
• Done in privacy 

If your appointment does not suit 
you we can arrange a more 
suitable time or place for you, an 
information booklet will be with 
your letter. 

GOOD NEIGHBOUR 
AWARDS 2016
Having a good neighbour can make 
all the difference in a community 
and this is something we would like 
to reward. Our awards pay tribute 
to Cloch Housing Association 
residents who have made a 
significant difference to the lives 
of their neighbours or the local 
community. 
Our prestigious award is open to all 

Cloch residents.  You can nominate 
a Cloch resident giving them the 
chance to be presented with a prize 
and as a thank you for nominating 
an award winner you will also be given a token of  appreciation. 
Last year’s winner was Mr Muir who won a luxury hamper and Mr Little 

received a voucher for the nomination.
If  you know of  a resident that goes that ‘extra mile’ to help others we 

would like to hear from you – please contact us by calling the Office on 
01475 783637 or send your details to office@clochhousing.org.uk

As your Landlord, the 
Association has a legal 
requirement to carry 
out an annual safety 
inspection to all gas 
appliances within our 
tenant`s homes.
This involves a Gas Safe 

registered engineer from 
our approved contractor 
(currently Gas Sure)  
visiting your home once 
every 12 months to carry 
out this inspection. It 
is very important for 
the safety of  
you and your 
family that 
you allow 
access for this 
inspection to 
be carried out.
Our target for 

carrying out an 
inspection into 
each home 
within this 12 month 
period is 100% and we 
are happy to advise that 
we consistently achieve 
this target. We appreciate 
the co-operation of  all our 
tenants in ensuring that 
we consistently meet this 
target.
In conjunction with 

our Gas contractor we 
operate an appointment 
system. In the unlikely 
event that we are unable 

to obtain access after 
repeated attempts to 
contact you, we can take 
measures to force access 
to your home to carry 
out the inspection. The 
costs of  this would be re-
chargeable to the tenant.
Whilst carrying out 

the inspection to your 
boiler the engineer is 
also required to inspect 
your gas cooker (if  one 
is fitted.) If  this is found 

to be unsafe 
the engineer 
must 
disconnect 
the supply to 
the cooker. 
This is not an 
Association 
requirement, 
but a legal 
requirement 

that must be adhered to.
Cloch are not 

responsible for 
connections or repairs 
to tenant’s gas cookers. 
We would advise that you 
should only get works 
carried out by Gas Safe 
approved engineers. 
Further information on all 
issues surrounding gas 
safety can be obtained via 
the Gas Safe website  
www.gassaferegister.co.uk 

GAS SAFETY - 
YOUR SAFETY
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GARDENING 
COMPETITION
It’s that time of year again when all you 
green-fingered gardeners get to show off your 
handy work by entering our annual gardening 
competition.
Do you have a prize winning garden, or know 

someone else who does? Anyone living in a 
Cloch property can enter the competition.  

THE PRIZES ARE AS FOLLOWS:
Best Garden 
1st Prize £50.00 Gardening Vouchers
2nd Prize £25.00 Gardening Vouchers
3rd Prize £15.00 Gardening Vouchers

The success of  the annual Garden Competition 
has shown that many of  the Association’s 
residents take a pride in their surroundings and 
put a great deal of  time and effort into looking 
after their gardens.  We are expecting the 
usual high standard throughout the estates the 
Association covers.
We know that most people tend to their 

gardens for personal pleasure and not for 
reward, but recognition for imagination, skill, 
time and effort allows the Association to 
appreciate our residents endeavour.  It is in 
everyone’s interest to keep the area looking 

attractive and hopefully the good work many 
people carry out has a knock-on effect on those 
that are possibly not as community conscious.
If  you want to nominate yourself  or a 

neighbour please contact the Association 
i.e by phone 01475 783637, email office@
clochhousing.org.uk or twitter @clochHA, you 
can tweet your pictures/nominations. 
The gardens will be judged on their 

appearance, care and attention and originality.

The closing date for nominations 
is:- Friday 22nd July 2016
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Name:  ...........................................................................................

Address: ........................................................................................

......................................................................................................

Name:  ...........................................................................................

Address: ........................................................................................

......................................................................................................

PLEASE ENTER YOUR DETAILS BELOW: PLEASE ENTER THE OTHER TENANTS DETAILS BELOW:

NOMINATION FORM:

I wish to nominate: My own garden: I wish to nominate: The Garden of  another Tenant:

PLEASE RETURN COMPLETED FORM TO THE ASSOCIATION OFFICE
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Changes to Housing Benefit 
Entitlement for New Tenants
The Government have announced that people 
who start new tenancies in social housing 
from April 2016 will have their Housing 
Benefit capped to Local Housing Allowance 
(LHA) rates (the amount payable to people 
who rent from private landlords) from April 
2018.  This means that the government will 
apply the relevant Local Housing Allowance 
(LHA) rates as a maximum level for Housing 
Benefit payments in the social rented sector 
(including the Shared Accommodation Rate 

for single claimants aged under 35, pension 
age tenants and supported accommodation). 
The cap will apply from 1 April 2018 

but only to tenancies signed after 1 April 
2016. You may be able to claim additional 
Discretionary Housing Payments should you 
be deemed vulnerable or live in supported 
accommodation.  These changes will apply 
to tenancies signed after 1 April 2016, with 
Housing Benefit entitlement changing from 1 
April 2018 onward. Current LHA rates can be 

found on Inverclyde Council’s website www.
inverclyde.gov.uk.  
We are still waiting for clarification on 

the details of  how this policy will work in 
practice, and we will keep tenants advised 
when we have more information.  However 
this will only apply to tenancies signed after 
1 April 2016.  
If  you would like to discuss this further 

please contact your Housing Officer at this 
Office.

Cloch residents are fed up with dog owners who 
do not clean up after their dog(s). Dog fouling in 
this area has been the number one issue raised 
with the Association by tenants.
The Dog Fouling (Scotland) Act 2003 S1(1)

(a) clearly requires any person to remove faeces 
deposited by their dog(s) on “any place to which 
the public or any section of the public” have 
access.
Inverclyde Council under certain circumstances 

will deal with irresponsible dog owners who break 
the law by not picking up faeces as required. 
Staff  from the Association work closely with 
Inverclyde Council to try and deal with this issue 
in common property. We are aware that several 

local dog owners have recently been issued with 
Fixed Penalty Notices, which from 01 April 2016 
will increase to the sum of: £80.00. Fines of  up 
to and including £500.00 can also be incurred 
upon conviction in the Justice Court Greenock.
Unfortunately Enforcement Officers cannot 

be here all the time, and that is why you and 
your neighbours MUST call Cloch Housing 
immediately if  you are unhappy with anyone that 
is still not cleaning up after their dog(s). 
The area can only improve if  you and other 

residents phone and report any person(s) 
responsible. Staff  will also be doing this.
Help us to make Inverclyde a cleaner and safer 

place for all to enjoy.

Dog Owners

Changing 
the face 
of Cloch
We want to make sure that the 
services we offer are constantly 
improving and carried out in the 
best possible way.
In order to properly focus on our 

current approaches to customer 
service and internal processes 
we have set up a working group, 
initially comprising of  staff  from 
throughout the Association.  This 
project is using the term FACE 
as we are Focussing on Achieving 
Customer Excellence.
We are using the quality model 

“Customer Excellence” as our 
basis for assessing ourselves and 
developing an action plan for 
improvement.  
As part of  our project we will be 

examining the following themes - 

• Customer Insight
• The Culture of  the Organisation
• Information and Access
• Delivery
• Timeliness and Quality of  

Service

Throughout this process we 
will be involving other staff  and 
customers to help with the review 
process and report on things that 
matter to them as well as carrying 
out a much more analytical 
breakdown of  our complaints and 
compliments.
Improvements we have made 

in recent years have included 
keeping the office open longer, 
adding new payment methods, 
launching social media and 
setting up a portal for tenants.  
We hope to build on this in the 
months ahead and will update you 
with changes and improvements 
as they are implemented.
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Name:  ....................................................................

Address: .................................................................

...............................................................................

Age: ........................................................................

Parent or Guardian: .................................................

Contact Number: ....................................................

Follow the dots and colour in to win one of  the following prizes:

1st Prize                £15 voucher
2nd Prize               £10 voucher
3rd Prize                £5 voucher
Completed entries must be returned by Friday 29th April 2016, 
good luck!
Disclaimer: Committee, staff  and their family members are not permitted to enter.

Well done to our finalists for such vibrant colours of santa – selection boxes have all been eaten so there is an 
Easter theme to the prizes!!! The winners are as follows:

Winter Competition Winners

Kids CornerKids Corner

1ST PLACE  

Kyla McCartney 

8yrs 

£15 voucher/ 

Easter Egg

2ND PLACE 

Kaysie Hamill 

7yrs 

£10 voucher/ 

Easter Egg

3RD PLACE 

Kelsey Smith  

8yrs 

£5 voucher/ 

Easter Egg

4TH PLACE 

Nieve McKay  

5yrs  

Easter Egg


