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

£1 MILLION INVESTMENT
IN GREENOCK
Cloch Housing Association has just started
external upgrade works to the 36 flats at
blocks 1,15 & 18 Aberfoyle Road Greenock
in conjunction with the appointed contractor
Everwarm. The total cost of the project is in
the region of £1 Million. The refurbishment
of the three blocks of flats mainly involves
insulation improvements, including the
rendering and re-roofing which will also
enhance the overall appearance of these
buildings. Other works include close painting,
new bin storage areas and improved drying
greens, as well as external doors and ramps.
The work will see a significant improvement
to the insulation of the buildings and it is
anticipated that tenant’s heating bills should
reduce as a result of these improvement works,
as well as ensuring that these homes will

comply with energy efficiency targets set by
the Government. An open evening was held
recently for the tenants at the beginning of the
contract and a private Facebook site has been
set up to allow tenants and staff to keep in
touch.

Move to Gas Heating is Great Success
Following years of breakdown
and inconvenience the
Association is nearing
completion of the CHP
replacement project at a cost
of just under £1M. This has
included the installation of 85
Combi-Boilers and Heating
systems at MacGilliveray
Avenue, Leitch Street,
MacGregor Road and MacGowan
Way. The project also saw
the houses connected to the
national grid for their electricity
and the gas supply installed
and connected to a new gas
supply network. The work was
completed on time and with
great success. This replaced
the Combined Heat and Power

(CHP) system that was installed
when the houses were built in
2003. The old CHP system
was proving inconsistent in its
performance. The new heating
systems mean tenants are in
warm, energy efficient homes.
Mr & Mrs Lepick, tenants who
have benefitted from the work
said, “This new heating system
is brilliant. No fear of cold
nights anymore and we are
looking forward to a very warm
Christmas. The workers were
first-rate and we could not fault
them on the installation works.”
Paul McColgan, Property
Services Manager thanked all the
tenants for their patience during
the work. “We realise that the

upheaval during the work was
quite intense as we dug up roads
and replaced radiators in houses
and we are grateful that tenants
and residents in the area worked
with us on this project.”
The last of the boilers and
heating systems were installed
on 12th November. The next
stage is to decommission the old
system.

Office Christmas Closure
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The Association will be closed for the Christmas holidays from:4pm on Friday 23th December 2016
and re-opens on
Thursday 5th January 2017 at 9:00am
The Board & Staff of the Association would like to wish everyone a happy & safe
Christmas and best wishes for the New Year.

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

EMERGENCY CALLOUT NUMBER
BIELD RESPONSE 24 (0800 783 7937)
•

Unsafe power sockets or switches

•

Carbon Monoxide detector activation
(which is not due to a low battery
warning)

•

Severe water leaks within your property
that cannot reasonably be contained
and/or is dripping into light fittings or
switches

Typical Emergency Repairs include:
•

For no heating or hot water – if
reported prior to 4pm, the contractor
will attend same day. If reported after
4pm the contractor may still attend
same day, however the latest will be by
12 noon, the following day.)

•

Gas leaks within your property

•

Complete loss of electrical power to
your home which is not as a result of a
local area power failure or where your
meter requires a credit top up

•

Blocked sink, bath or drain that you
have been unable to clear yourself

•

Complete loss of water supply
throughout your home which is not a
local area problem

•

Insecure property i.e. (broken windows,
door locks or break-ins)

•

Loss of keys. In the interest of security
if you are calling to request a forced
access to your home as a result of
losing your keys then, if possible, you

LET’S STOP
FLY TIPPING
Roadside Dumping

Fly Tipping is unsightly and
harmful to the environment
and a major burden on Council
Tax Payers who have to foot
the bill for removal. This issue
is becoming more and more
common especially within the
Inverclyde area.

So, who are these
Illegal Dumpers?

•

Dump trade waste in gap
sites or verges.

•

Carry out gardening or
building work and dump
illegally instead of paying for
it to be disposed of properly.

What can you do about it?
•

Rubbish should be kept off
the pavement until refuse
collection day.

•

Garden waste can be
deposited in your brown
wheelie bin (or your black
bin if you don’t have a brown
bin).

Thoughtless Householders who:

•

Leave bags of household
rubbish on the pavement
days before collection
day. These get burst and
scattered, creating a street
sweeping headache.

•

Dump household and garden
waste over their garden
fence, on common land or
verges.

•

Drive to quiet back roads
to dump unwanted fridges,
furniture etc.

•

Dump waste that can’t be
recycled at Neighbourhood
Recycling Points.

•

Unwanted household
appliances and furniture
can be left, free of charge,
at one of the Council’s Civic
Amenity Sites or the Council
will arrange a Bulk Uplift for
a moderate fee.

should firstly contact the local police
station requesting a crime reference
number which you should refer to when
reporting the call to Bield Response 24.
If possible have a form of ID available
to show the tradesmen when he arrives
at your home
•

Severe storm damage to your home
that has the possibility of causing
further damage or injury

Should you find that you require to use the
service then please call Bield Response 24
on the number above. We do ask however,
that only genuine emergency calls are
reported. All the calls are screened by
Bield Response 24 and should your repair
not be deemed an emergency, you will be
advised of this and be contacted the next
working day by Cloch staff. This will also
help reduce non-emergency repairs being
re-charged back to the tenants.

Painter work
programme for 16/17
As part of Cloch’s
Maintenance Programme
for 2016/17, homes in the
Whinhill estate have been
identified for inclusion on our
Painterwork Contract.
The properties involved are:
Auchmountain View,
Clydeview Road, Whinhill
Crescent, Gareloch Close,
Garleoch Road, Glenbrae
Road, Lomond Road and
Riverside Road.
The work to be carried out
involves:
•

Cleaning of gutters and
downpipes

•

Repainting of fascia and
soffits

•

Repainting of windows

•

Repainting of front
and rear doors of the
properties

In accordance with our
procedures for procurement,
Cloch have contracted JS
McColl’s to carry out the
works on the properties.
Work has already started on
the project and the program
will take approximately 12
weeks to complete, weather
permitting.
The Maintenance Officer
during these works is
Kenny McLaughlan who
will be available to answer
any queries during the
programme and he can be
contacted at the Cloch office
on 783637 to assist with any
queries.

To report illegal dumping call
the Dumb Dumpers Hot Line:
0845 230 4090
Or Customer Service Centre
Telephone 01475 717171
and for the hearing impaired
01475 717677

Thoughtless Traders/Shopkeepers
who:

•

2

Leave excess rubbish on the
pavement instead of securely
containing their waste within
a bin.
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TENANT MATTERS
WHAT DO YOU PUT DOWN YOUR TOILET AND SINK?
Did the above heading grab your attention? Well let me explain….
Many of the shops now sell “wipes” for bathroom
use. These wipes can claim to be bio-degradable
and flushable but Scottish Water advise that is not
the case. All these wipes do is collect somewhere
in the pipes and eventually cause a build-up and
blockage that can cause sewerage to come back up
in to your home via plugholes.
IN THE BATHROOM:Never Flush
• any wipe even if the pack says “flushable”
• sanitary products
• cotton wool, buds
• disposable nappies and liners
• condoms, incontinence pads, colostomy bags,
used bandages and contact lenses
• razor blades, syringes and needles, unwanted or
unused medicines

IN THE KITCHEN:Never pour down the sink
• fat, oil and grease – leave to cool and scrape into
a sealable container and put in the bin*
• scrape crockery and utensils into the bin before
washing and use a sink strainer in the plughole
to catch any bits of leftover food
• more surprisingly, soup, stocks, sauces and milk
products containing fat – these can congeal and
harden in your drains. Leave to cool/harden
and scrape into a container and put in the bin*
• peelings – put any waste food and peelings into
your household rubbish

SCOTTIS
H WATER
ADVISE
THAT NO
THING O
THER
THAN TO
ILET PAP
ER
SHOULD
BE
DOWN TH FLUSHED
E TOILET
S.

*Please check with your local Council/waste
contractor for info on how to dispose of used fat, oil
and grease.
Let’s all do our bit to help our drains run clear!

ESTATE MANAGEMENT SCOOP
The Association carries out regular checks to all houses and common areas. During these
visits, staff check the following:

•
•
•
•

Gardens
Close doors
Drying areas
Building fabric

•
•
•
•

Landings
• Gutters
Fencing
• Pathways
Bin stores
• Roof tiles
Any health and safety issues

For closes in particular, it is imperative that
landings are kept free of items especially
bikes and prams, as the Association has been
advised by the Scottish Fire and rescue service
that items on landings pose a health and
safety risk should there be a fire in a close.
In addition, it is extremely important that
tenants ensure their properties are kept clean
and tidy. Residents living in closes are given a
responsibility to clean their landing and stairs
on a rota basis with their neighbour; if any
residents are experiencing problems with the
rota they can:
1. Contact the Association and speak to
Lorraine who will be happy to assist.
2. Ask for the rota’s to be re-issued.
3. Ask that Cloch consult with residents
about the introduction of a close cleaning
service (doing this means a charge will be
introduced for this service). This would
be charged to all residents on a monthly
basis on top of the rent charge. The close
cleaning charge is an effective way to
ensure that the close is cleaned regularly
and means residents do not have the worry
of when they need to take a turn. Similarly,
if the Association inspects a property
and finds that residents are not cleaning
the close we have the powers to enforce
a close cleaning contract. This is a final
solution and would only be implemented
when residents have had the opportunity to
ensure the close is cleaned and maintained
regularly to a satisfactory standard.
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THE POOP
It is an offence for any person in charge
of a dog to fail to immediately remove
and dispose of appropriately any
excrement after a dog has fouled without
reasonable excuse or the consent of the
landowner. This applies to all land to
which the public have access to whether
owned by the local authority or not
and includes common areas of shared
property e.g. back court areas
You can be given an on-the-spot fine if
you don’t clean up after your dog. The
amount varies from council to council.
It’s often £50 and can be as much as
£80.
If you refuse to pay the fine, you can be
taken to court and fined up to £1,000.

4. Contact the Community Wardens. The
Community Wardens are now a welldeveloped and essential service within
Inverclyde. They support the Police and
our communities by carrying out patrols
throughout Inverclyde attending any
complaints and witnessing all aspects
of anti-social behaviour. They encourage
youths to behave themselves and be
considerate of their neighbours. There
are many examples of the good work they
provide throughout Inverclyde. If you are
affected by Anti-Social behaviour please
contact either the Association, Strathclyde
Police (01475 429500) or the Problem
Solving Unit (0800 01 317 01). If they are
not advised of the problems within your
community they cannot resolve it.

If you have witnessed offences being
committed or are experiencing regular
difficulties with people allowing their
dogs to foul in your neighbourhood, you
can contact the Council in confidence for
advice and assistance on 01475 717171.
The association offer free “dog poop”
bags for all residents which are available
from reception.

3

Factored Owners Payment Process Reminder
There have been a number of
owners who have made late
payment of their factoring
invoices recently, so we would like
to remind all our customers of
our debt recovery process. The
Association will adopt a flexible
and reasonable approach to ensure
that arrears are minimised and the
outstanding debts are recovered.
Here is a reminder of our procedure:
•

Payment of invoices should be
made within 28 days.

•

If unpaid, a statement letter is
issued.

•

•

If the invoice remains
outstanding, then a further
reminder letter is sent detailing
the next course of action, if
still unpaid within 14 days.
The debt will either be passed
to our debt recovery agency,
or Small Claims Court action
will be raised. Costs incurred
with these procedures will be
passed onto the owner.
A decree recorded in the
owner’s name may also
adversely affect their future
credit rating.

Universal Credit (live service) came into force for any
single person who had a change in their circumstances
from October 2015. Universal Credit (full service) will
apply to anyone of working age from 23rd November 2016.
If you are making a new claim for benefit from the 23rd
November you will automatically apply for Universal Credit
Don’t delay making your claim, you will only be entitled to
benefit from the date you submit your online application
for Universal Credit.
If you need help to submit your claim our Housing Staff
can assist you. Contact your Housing Officer immediately.
If you make a claim for Universal Credit you must be
aware of the following:
•
•
•
•
•

All claims must be made on-line
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. If you make a claim for Universal Credit
contact Cloch immediately and our staff will help you set
up a suitable way to pay your rent.
If you would like to discuss how Universal Credit will
affect your rent account please contact your Housing
Officer as soon as possible on 783637 or email office@
clochhousing.org.uk

BENEFIT CAP
The Benefit Cap affects any single person who claims
benefits, and limits this to £257.69 per week and
any couples or single parent households who claim
benefits, and limits this to £384.62 per week. If you
are affected by the benefit cap, you may be able to
claim back 50% of the housing benefit reduction
through discretionary housing benefit payments. If you
wish to discuss the benefit cap further please contact
a member of the housing services section as above.

•

In addition to the above, the
Association may instruct our
solicitors to serve a Notice
of Potential Liability on the
property which means that the
property will not be able to be
sold without clearing the debt.

As invoices are sent to owners
for work that the Association
has already funded, we would
appreciate prompt payment. If
customers would prefer to spread
the payment of their invoices we
can arrange for owners to set up
Direct Debit / Standing Order
payments either monthly or weekly,

ensuring that the debt is paid
before the next invoice is issued
(within 6 months). Any customers
who wish to set up Direct Debits /
Standing Orders can contact the
Finance section on 01475 783637
to discuss this in further detail.

PROPOSED RENT AND SERVICE
CHARGE INCREASES 2017/2018
The Association is considering
proposals for the rent levels to
be charged in 2017/2018 (from 1
April 2017). We have a legal duty
to consult and involve tenants in
how these proposals are reached.
We have sent you a separate letter
and leaflet that outlines what your
rent and service charges pay for
and what the expected proposals
for the increase are.
From each rent payment made by
tenants a sum is put aside for future
planned maintenance and renewal
works. The Association reviews its
rent charges every year and works
hard to try to keep rents affordable
whilst having enough money to cover
all our current costs and put money
aside for future maintenance works,
such as new kitchens, new boilers,
replacement windows, roofs etc.
The Association is considering
a base rent increase of 2.5%
for 2017/2018; more detailed
information is in the leaflet we
have sent you. The Association
will continue to look at ways of
budgeting to minimise these
increases and future costs; and is
committed to keeping your rents as
low as possible.
Also, we have sent you a survey
that we ask all tenants to complete
and return to us, you can complete
the survey online via this link
if you would prefer: https://

Make y
our vie
ws cou
and ha
nt
ve the
chance
to

WIN A
SHOPP £50
VOUCH ING
ER!

www.surveymonkey.co.uk/r/
clochrent1718 surveys returned or
entered online by Friday 6th January
2017, will be entered into a draw
for a £50 shopping voucher. The
Association’s Board will then review
the responses to the survey at their
meeting in January when the rent
increase will be considered.
A consultation event will be held
on Thursday 5th January 2017 from
2.30pm to 6.00pm at our Office in
19 Bogle Street, Greenock, where
you can pop in and discuss the
increase proposals with a member
of the Housing Services staff.
If you would like to discuss the rent
increase proposals, please come
along on the 5th January or please
contact your Housing Officer.
Remember to make your views
count – Please complete the survey
and return it to the Association by
the deadline of Friday 6th January
2017.

‘BEDROOM TAX’
The Scottish Social Sector Under-Occupancy Charge,
or the Bedroom Tax as it is commonly known, is
currently being paid through discretionary housing
benefit until 31st March 2017. If you are affected by
the bedroom tax, please contact a member of the
housing services section (see details above) who can
assist with the application for discretionary housing
benefit.
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RENT MATTERS
PAYING HOUSING COSTS SHOULD BE A PRIORITY
FOR EVERY HOUSEHOLD. AT CHRISTMAS
TIME ESPECIALLY, WHEN THERE ARE OTHER
UNEXPECTED COSTS, SOME PEOPLE HAVE
DIFFICULT CHOICES TO MAKE SUCH AS
PRIORITISING CHRISTMAS EXPENSES OVER
THEIR HOUSING COSTS.

All Cloch Housing Association Ltd tenants must pay their rent at least monthly and one
month in advance. As detailed in your tenancy agreement, the rental charge is based on
a 12 month cycle – there are no “free weeks”.
If you are having problems paying, it is important to tell us as soon as possible.
12 WAYS TO PAY?
The Association offers payment facilities that suit your needs, the range of options are
detailed below. Payment can be made using any of the options detailed below and with
any frequency that suits our customers (as long as it is in advance).

OPTIONS FOR MAKING PAYMENTS ARE:
•

•

•

•

•

•

•

•

By Direct Debit – This is our preferred
payment method - If you have a bank
account you can set up a Direct Debit.
You tell us what day or date you want to
pay your rent and we will debit your bank
account with the amount you need to pay.
By Standing Order – If you have a bank
account, you can set up a standing order
to pay your rent. You tell your bank when
and how much you want to pay.

phone and the App is free to download and
use.
•

•

By Cash at your local Post Office or Pay
Point – Using your Allpay.net rent payment
smartcard you can call at any Pay Point or
Post Office and make a payment to your
rent account.
By Post – Cash should never be submitted
by post. If you wish to pay via this method,
payment should be made by cheque.
Cheques should be made payable to ‘Cloch
Housing Association Limited’.
By Telephone to Cloch – During office
hours and using a valid Debit/Credit Card
you can call the Association’s offices.
To make a payment in this way please
telephone 01475 783637.

•

By Telephone to Allpay – Out with our
office hours and using your smartcard
and a valid Debit/Credit Card you can call
Allpay’s call centre and make a payment
to your rent account. To make a payment
in this way please telephone the allpay.net
call centre on 0844 557 8321.
Via the Internet – Using your smartcard
and a valid Debit Card you can make a
payment securely on-line by visiting www.
allpayments.net. You will need to register
if you haven’t used this system before.
The Allpay App – If you have a smart
phone the Allpay App is a mobile phone
application (App) available to download
from the Apple App store and the Android
market place for android smart phones.
This provides all the benefits of using the
Allpay cashless payment system from your
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•

By cash or card – In person at the
Association’s offices - you can also pay by
cash or card in person at the office, just
pop in with your payment during office
hours. (Be aware of our Christmas closing
times)
By Text – You can pay your rent by text
message. Text payment from Allpay is a
secure SMS bill payment option, giving
you even more flexibility in the ways
to pay your rent. To begin texting your
bill payments, you simply need a UKregistered mobile phone, a valid smartcard
and a current debit or credit card. After
a quick registration online at: https://
www.allpayments.net/textpay you can pay
your rent anytime, anyplace, anywhere –
quite literally! All you need to do after
registering is text a simple code and the
amount you wish to pay to a designated
number every time you want to make a
payment.
Rent Direct – From the DWP – only
available for tenants who are in receipt
of Universal Credit, Employment Support
Allowance, Income Support or Income
Based Job Seekers Allowance and are
in arrears. The Department of Work and
Pensions will arrange to retain a fixed sum
from the benefit and submit this frequently
to the Association. Please ask a member
of the Housing Services Section for details.
By Mandate – Some employers are
willing to retain payment of rent off the
employee’s wages / salary and submit
this to the Association on an agreed basis
(please check with your employer initially
before asking the Association’s staff for
details).

If you want more information about how to
pay or need a Direct Debit form, Standing
Order Form or smartcard please contact the
office on 01475 783637.

DIFFICULTY PAYING?
If you are having difficulty paying your
rent, it is important that you contact your
Housing Officer right away.
Although you may find discussing the
issue difficult, our Housing Officers are
there to help you decide how you can best
repay any arrears you have built up in a
manageable way. Our staff can also help
investigate problems you may be having
with Housing Benefit, and suggest other
benefits for which you may qualify.
Housing Officers can also help you work
out a plan to manage your money and
avoid arrears in the future. We cannot help
if you do not contact us.

LAST RESORT CAN HAPPEN
Although we will do our best to help you
if you contact us, we cannot help if you
do not. If you fail to pay your rent, we will,
as a last resort, take legal action against
you to recover the property. We will also
bring legal action against tenants who fail
to stick to plans made with their Housing
Officer to clear their rent debt.

Tenants who do not pay their
rent can be evicted.
As a tenant you have an obligation to pay
the rent, in full and when it is due. If you
are having difficulties paying your rent or
have built up rent arrears, it is important
that you don’t ignore the matter. It is
advisable to inform your Housing Officer
at the earliest point possible to allow
them to assist you in finding a solution.
If you do negotiate a repayment plan, be
realistic about the amount that you can
afford to pay each week/month.
Unfortunately tenants who fail to maintain
their payments can be evicted, therefore it
is important that anyone facing financial
difficulties works with their Housing
Officer to resolve the issues
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RESPONDING TO COMPLAINTS

Our approach to complaints handling is a positive one. We look to our complaints to learn
Stage 1 Pie
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STAGE 1 COMPLAINTS: Day to Day Complaints
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relation to estate management issues. In all cases,
an explanation was provided to the complainant
about the conditions of their tenancy.
In some cases, complaints related to inaction
by staff. For example, a tenant expecting a
phone call or visit which didn’t take place. These
customer service complaints have been dealt with
directly as well as being analysed to assist in the
Association’s customer focussed project to work
towards achieving excellence in customer service.
When Property Services cases were closed with
an explanation, this was usually to give advice
to tenants on the Association’s policy on certain
repairs issues, or to explain the processes involved
in the gas servicing contract. Where complaints
were made by factored owners this resulted, in
most cases, in an explanation of the factoring
service and owners obligations within the title
deeds being explained.

STAGE 2 COMPLAINTS:Outcomes	
  
More Serious Complaints
Outcomes

Outcomes	
  

ANALYSIS
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Complaints within this category have largely involved explanations of
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SCOTTISH PUBLIC SERVICE
OMBUDSMAN (SPSO)
COMPLAINTS
One complaint dealt with by the
Association was referred to the
SPSO during the reporting period.
Customers have the right to make
such a referral if they remain
unhappy with the outcome of a
Stage 2 complaint.
In this case the complaint related
to the introduction of the close
cleaning at one of our properties.
The SPSO refuted the complaint as
they agreed that the Association
had acted reasonably and in
accordance with the Tenancy
Agreement and legislation in dealing
with this issue. However, the SPSO
highlighted some inaccuracies
in relation to a letter issued by
the Association. Staff have been
provided with feedback in this
respect.
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have the right to have the complaint escalated. There are
some cases which are deemed serious enough to be progressed to Stage
2 immediately and these are handled by the relevant section manager in
the first instance.

LEARNING FROM COMPLAINTS
The opinions of our customers are important to us!
Our service can only improve by being responsive and
acting on the points which are made.
During 1 April 2016 – 30 September 2016 the changes
made to our working practices were:
Staff were reminded of the complaints process to
ensure that all complaints are logged correctly to avoid
time delays.
Customer service complaints have been collated and
in addition to addressing these with the relevant staff
members, the data will feed into our overall customer
service review project.
The rechargeable repair process is under review.
Staff were reminded to ensure that all correspondence
issued to customers is accurate and dated correctly.
Close cleaning letters have been reviewed and the
voting process amended.
In general, all staff will be reminded of our approach
to complaints, adherence to procedure and timescales,
ensuring we adhere to our core values of integrity,
customer focus, communication and respect.

COMPLIMENTS!
The Association also aims
to collect expressions of
satisfaction. Staff are reminded
that if someone calls to say
thank you or well done that
this should be recorded. Many
of these relate to the speed
or efficiency of staff and
contractors in responding to
repair reporting as well as being
happy with the service received
from individual staff members.
Overall, the Association aims to
offer a good quality service to
our customers, this can only be
improved by learning from our
complaints and responding to
the issues they raise. Within the
year to date, 22 compliments
were recorded, 5 within
Property Services, 12 within
Housing Services and 5 within
the Care and Repair service.
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PERFORMANCE
All other Complaints - Stage 1’s
Service Area

Number

% resolved in
timescale

Average time to resolve
(working days)

Target
(working days)

Property Services

85

100%

2.42

5

Housing Services

47

100%

3.02

5

ICHR

0

0%

0.00

5

Management Team

0

0%

0.00

5

Office Services

0

0%

0.00

5

Care & Repair

2

50%

4.50

5

Finance

2

0%

0.00

5

Total

136

99%

2.64

5

Owners may be aware that Cloch
changed their billing process
for participation in our Block
Buildings Insurance Policy
this year. We now invoice for
insurance cover separately from
factoring invoices.
We offer our factored owners the
option to be included in our Block
Policy in March of each year for
the period 1 April to 31 March
of the following year. Previously
it would have been charged on
your December factoring invoice,
9 months after the cover began.
Invoicing in March/April means
that you are paying for your
insurance at the beginning of your
cover, which is normal practice for
insurance companies.

Outcomes - Stage 1’s
Outcome

PS

HS

C&R

FINANCE

TOTAL

Explanation

27

24

2

2

55

Other

3

0

0

0

3

Pending

0

0

0

0

0

Refuted

16

7

0

0

23

21

10

0

0

31

11

6

0

0

17

7

0

0

0

7

0

0

0

0

0

85

47

2

2

136

Upheld - Contractor
service issue
Upheld - CHA service
issue
Work/Inspection
Required
Complaint Pending

The insurance premium is
competitively priced based on the
high number of properties being
insured by the Association and
therefore owners have the option
to benefit from being part of the
group policy. The annual cover
for the year 1 Apr 2016 to 31 Mar
2017 was £54.62, and covers the
full rebuild value of the property.

Complaints – Stage 2 – 20 day Target Response Time
No. Reported / C/Fwd

% resolved in timescale

Average time to resolve
(working days)

Property Services

16

100%

13.93

Housing Services

4

100%

11.25

ICHR

0

0%

0.00

Management Team

0

0%

0.00

Office Services

0

0%

0.00

Care & Repair

1

100%

10.00

Finance

0

0%

0.00

21

100%

13.20

Service Area

Total

Block
Buildings
Insurance

Please be aware that if you source
your building insurance cover
elsewhere you must be insured
for the 9 risks specified under the
Tenements Scotland Act listed
below:
•

a) fire, smoke, lightning,
explosion, earthquake;

•

b) storm or flood;

•

c) theft or attempted theft;

•

d) riot civil, commotion,
labour or political disturbance;

•

e) malicious persons or
vandals;

•

f) subsidence heave or
landslip;

•

g) escape of water from water
tanks, pipes, apparatus and
domestic appliances;

•

h) collision with the building
caused by any moving object
originating outside the
building;

•

i) leakage of oil from fixed
heating installations; and

•

j) accidental damage to
underground services.

Outcomes – Stage 2
Outcome

PS

HS

C&R

TOTAL

Explanation

6

1

0

7

Other

0

0

0

0

Refuted

3

1

1

5

Upheld – Contractor service issue

2

1

0

3

Upheld – CHA service issue

3

1

0

4

Work / Inspection Required

0

0

0

0

Complaint Pending

0

0

0

0

15

4

1

20
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If you would like to speak to someone
regarding our buildings insurance cover,
please contact the Finance section
on 01475 783637 or by email office@
clochhousing.org.uk.
7

ANNUAL GENERAL MEETING
Our new office bearers are as follows
The Association held its AGM on 15th
September 2016 in the Gibshill Community
Centre.
With a large turnout of members, along with
some tenants and residents, the proceedings
got underway. Presentations were made
by Monica Sheekey in her last AGM as
Chairperson, Paul McVey (Cloch’s Director)
and Alan Kennedy (Knowledge Partnership).
Our auditors gave Cloch a clean bill of
health and recognised financial stability
and improvement in the Association. Our
satisfaction results were presented and
showed high levels across our tenant base.

Julianne Scarlett
(Chair)

Monica Sheekey
(Vice Chair)

Alison Greenhill
(Secretary)

Winners of the Association’s annual
garden competition were handed over
their prizes on the night. We’d like
to thank Harry Couper for sponsoring
this event.
The Association also held a prize
draw for members who attended the
AGM and the lucky winners were:-

Rosemary Gavin
£50 Tesco Voucher

Marion Strachan
£25 Tesco Voucher

Janet Stewart
£25 Tesco Voucher

GREEN FINGERS PAY OFF!
Our judging panel were out and about once
again to view the entries for our annual garden
competition and after deliberating over the high
standard of entries, they agreed the following
to be the best:
1st prize: £50 B&Q Voucher Mr & Mrs Stewart of
Corlic Street, Greenock

1st

8

2nd prize: £30 B&Q Voucher Mr Williams of
Corlic Street, Greenock
3rd prize: £20 B&Q Voucher Mr & Mrs McGhee
of Irwin Street, Greenock
The vouchers were presented to the winners at
our AGM.

2nd

The Association would like to congratulate the
winners and also thank all our green-fingered
tenants for taking part and keeping their
gardens looking lovely.
Look out for how to enter your garden into next
year’s competition in our first newsletter of
2017.

3rd
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Moving On Inverclyde
Moving On Inverclyde have launched a
new service called CRAFT (Community
Reinforcement And Family Training)
which is designed to equip family
and friends with a range of effective
strategies for helping their loved one
change their substance use as well as
helping themselves to feel better and
regain control of their own emotional
health.
At Moving On we understand that we
cannot be there all the time to help people
- but the fact is many family members
and friends ARE there all the time and are
ideally placed to bring immediate support.
Using the CRAFT programme Moving On
will support, train and partner those closest
to the issue.
CRAFT is a programme presently being
used successfully across the world
to affect the loved ones behaviour by
changing the way family and others
interact with him/her. It is designed to
accomplish three goals:

•

•

•

When a loved one is abusing
substances and refusing help, CRAFT
trains families in ways to help move
their loved one towards seeking
treatment.
On its own CRAFT helps reduce the
loved one’s alcohol and drug use
whether or not the loved one has
engaged in treatment as yet.
CRAFT improves the lives of the
concerned family and friends by
helping them grow the skills and the
confidence to deal with the substance
user and their behaviours.

Ways Home Energy Scotland can help
householders, regardless of tenure
• Energy saving tips to help you starting
saving money and energy
• Options to make your home more energy
efficient – e.g. insulation, upgrading your
boiler
• Help with benefit and tax credit checks

Moving On Inverclyde offer support for anyone
concerned about a loved ones substance use.
To find out more about CRAFT training
Contact Us:

For further information or a confidential
chat contact Alex at Moving On
Inverclyde on 01475 735200, text
on 07767167389 or email contact@
movingoninverclyde.co.uk

Are you worried about your fuel bills?
Do you struggle to heat your home?
Did you know there is a free service available to help you?

Home Energy Scotland

With Their Substance Use Is in Your Hands.

As with all activities at Moving On
CRAFT is free and confidential.
Childcare costs can be supported where
required and public travel costs are
reimbursed

The key to a warmer home with lower
fuel bills or Take steps now to a warmer
winter, with bills you can afford

As we enter the colder months Cloch Housing
Association want to ensure you are aware
of the support available to help you keep
warm this winter at a cost you can afford.
Cloch Housing Association is working in
partnership with Home Energy Scotland - the
free, impartial energy advice service from the
Scottish Government. You may recall their
adverts on television and radio that feature
energy mascot Doug the Draught Excluder
Caterpillar.

The Power to Support a Loved One Get Help

•
•

•

Help to access the lowest cost energy
rates from your energy supplier
Information about UK and Scottish
Government funding and grants available
to help install new boilers, insulation and
heating systems
Free Home Visit if you prefer to speak in
person

The Home Energy Scotland advice service
is open Monday – Friday, 8am – 8pm and
on Saturdays 9am – 5pm, and has already
helped over 800,000 homes across Scotland

To find out how Home Energy Scotland
can help you, call the free advice service
on 0808 808 2282.Alternatively, email
adviceteam@sc.homeenergyscotland.org
or speak to a member of Cloch Housing
Association staff who can also refer you.

Phone: 01475 735200
Text: 07767167388
www.movingoninverclyde.co.uk

Inverclyde Foodbank
The foodbank is open on
a Monday, Wednesday and
Friday from 1pm to 4pm and
is located at 64-66 West
Blackhall Street, Greenock.
The Inverclyde Foodbank is a project founded by
local churches and community groups and provides
emergency food supplies to people in need within the
community.
The foodbank provides 3 days of nutritionally
balanced emergency food to people in crisis and is
part of a nationwide network of foodbanks supported
by The Trussell Trust.
All the food from the foodbank is donated by schools,
churches, businesses and is sorted into boxes by a
team of volunteers.
The foodbank can also provide support to people
by making referrals to specialist agencies to help
address issues such as debt.
The foodbank works on 100% referral basis and
vouchers can be obtained from the following
organisations:
Housing Associations
•

Cloch Housing Association

•

Oak Tree Housing Association

•

Larkfield Housing Association

•

River Clyde Homes

Other organisations
•

HSPC

•

Inverclyde Council on Disability

•

Inverclyde Advocacy Group

•

Inverclyde Homeless Services

The foodbank is also launching two new projects in
Inverclyde, CAP Debt Centre and The Trussell Trust
Fuel Bank, these projects will further compliment the
work carried out by the foodbank. Further information
on these projects can be obtained on the contact
information below.
For more information or enquiries
contact 01475 787177 or email:
inverclydefoodbank@thei58project.com
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GUIDING THE WAY – IT’S A LOCAL SERVICE
Financial Fitness are a charitable company
providing free, independent and impartial
welfare benefit and money advice services to
the residents of Inverclyde.
This organisation provide advice services
at no cost to our clients and can provide
home visits where necessary. All clients are
treated with the upmost respect and receive
a free, professional service for as long as is
necessary to ensure their financial status is
improved wherever possible.
Financial Fitness provide the following key
services:
• Advice on all Welfare Benefits
• Assistance with form filling, where

•
•
•
•
•
•
•

appropriate
Comprehensive Benefit Checks
Better Off In Work Calculations
Money Advice
Support to access bank accounts and other
financial products
Training programmes
Signposting clients to other services and
agencies
Home visits and community based
surgeries

Financial Fitness carry out a full income and
circumstances assessment for each client.
From this assessment the advisor will be
able to identify any unclaimed benefits

NEW MESSAGING SERVICE
FROM INVERCLYDE COMMON
HOUSING REGISTER
The ICHR team has introduced a
new way for applicants to contact
us with the launch of our new
messaging feature.   You may
have noticed that you have a new
inbox when you log into your ICHR
account, this is your own personal
inbox which will allow the ICHR
team and our partner landlords to
send you messages direct. You can
also send the ICHR team messages
using this new feature.

Make sure you check your inbox for
any new messages.
Please note that the ICHR team
will only check our message inbox
during office hours.
You can also still contact us by
telephone: 01475 807011,
email: info@inverclydechr.org.
uk or in person at 41 High Street,
Greenock.

InverclydeCHR

Now available!

and complete necessary claim forms, if
appropriate. Financial Fitness will offer the
money advice service to people requiring debt,
budgeting or financial product advice and can
also carry out a social wellbeing assessment.
Thanks to continued funding support from
Cloch Housing Association, Financial Fitness
offer these services to all of our tenants.
Tenants can contact Financial Fitness directly
on 729239 or email finfitteam@yahoo.co.uk
or visit at 29 West Stewart Street, Greenock
PA15 1SH.
Alternatively contact Cloch on783637 for a
referral to be made.

New housing
apprentice at
Cloch Housing
Cloch housing has employed
a new housing apprentice,
Jamie McAleese who started in
September this year.
Jamie has been involved already in
a variety of tasks within Cloch:
•

Estate Management

•

Annual tenant visits

•

Updating tenant data

•

Reception duties

•

Assisting with the winter
newsletter

Jamie has also been involved with
training in Housing Practice (CIH
Level 2 Certificate) at SHARE in
Glasgow. SHARE is a learning
& developing organisation for
Scotland’s Housing Associations.

DOWNLOAD OUR APP TODAY!

“I am finding the course very
interesting and insightful as it
gives a glimpse of all areas of
housing. Every visit to SHARE I

have been
issued with an
assignment
that covers
a specific
element of
housing. I
have enjoyed
every visit
to SHARE’s
offices and
have even
made friends with the others on
the course which has made the
experience even more enjoyable.
Every single person at Cloch
housing has been amazing in
helping me when I’ve been unsure
and making me feel like part of the
team.
Overall I hope to learn and
experience as much as possible
with Cloch housing and further
develop my skills and knowledge of
housing”.

Staff Changes
We have had a few changes to staff and
Board members recently.
We would like to say thank you to Danny
McMillan and Mike Schirwing for their hard
work and contribution to the Association
as they retire as Board members.
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VIEW PROPERTIES

APP STORE

GOOGLE PLAY

PLACE BIDS

CHECK BID STATUS

We would also like to welcome Liz Bowden
who secured the position of Corporate
Services Manager and joined Cloch in
October 2016. Liz brings a lot of skills
and experience to the Association having
worked previously for Dunbritton HA in a
similar role, and latterly as an IT Trainer
and Consultant.
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A VISIT FROM
ST. NICHOLAS
By Clement Clarke Moore

‘Twas the night before
Christmas, when all
through the house
Not a creature was stirring,
not even a mouse;

The stockings were hung by the chimney with care,
In hopes that St. Nicholas soon would be there;
The children were nestled all snug in their beds;
While visions of sugar-plums danced in their heads;
And mamma in her ‘kerchief, and I in my cap,
Had just settled our brains for a long winter’s nap,
When out on the lawn there arose such a clatter,
I sprang from my bed to see what was the
matter.
Away to the window I flew like a flash,
Tore open the shutters and threw up the sash.
The moon on the breast of the new-fallen snow,
Gave a lustre of midday to objects below,
When what to my wondering eyes did appear,
But a miniature sleigh and eight tiny rein-deer,
With a little old driver so lively and quick,
I knew in a moment he must be St. Nick.
More rapid than eagles his coursers they came,
And he whistled, and shouted, and called them by name:
“Now, Dasher! now, Dancer! now Prancer and Vixen!
On, Comet! on, Cupid! on, Donner and Blitzen!
To the top of the porch! to the top of the wall!
Now dash away! dash away! dash away all!”
As leaves that before the wild hurricane fly,
When they meet with an obstacle, mount to the sky;
So up to the housetop the coursers they flew
With the sleigh full of toys, and St. Nicholas too—
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And then, in a twinkling, I heard on the roof
The prancing and pawing of each little hoof.
As I drew in my head, and was turning around,
Down the chimney St. Nicholas came with a bound.

He was dressed all in fur, from his head to his foot,
And his clothes were all tarnished with ashes and soot;
A bundle of toys he had flung on his back,
And he looked like a pedler just opening his pack.
His eyes—how they twinkled! his dimples, how merry!
His cheeks were like roses, his nose like a cherry!
His droll little mouth was drawn up like a bow,
And the beard on his chin was as white as the snow;
The stump of a pipe he held tight in his teeth,
And the smoke, it encircled his head like a wreath;
He had a broad face and a little round belly
That shook when he laughed, like a bowl full of jelly.
He was chubby and plump, a right jolly old elf,
And I laughed when I saw him, in spite of myself;
A wink of his eye and a twist of his head
Soon gave me to know I had nothing to dread;
He spoke not a word, but went straight to his work,
And filled all the stockings; then turned with a jerk,
And laying his finger aside of his nose,
And giving a nod, up the chimney he rose;
He sprang to his sleigh, to his team gave a whistle,
And away they all flew like the down of a thistle.
But I heard him exclaim, ere he drove out of sight—

“Happy Christmas
to all, and to all a
good night!”
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Kid s Corner
Christmas
Snowman
WordSearch
For a chance to win one of the following prizes listed below.

Find the 10 hidden words shown below within the word search and
then colour in our snowman.
Complete entries must be returned to us by Tuesday 31st January
2017, good luck

1st Prize: £15 Voucher
2nd Prize: £10 Voucher
3rd Prize: £5 Voucher
Disclaimer: Committee, staff and their family members are not
permitted to enter.

SNOWMAN, WREATH, SANTA CLAUS, REINDEER, LIGHTS,
BULBS, STAR, CANDY, STOCKINGS, SNOWBALL
Name: ........................................................................................

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

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

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

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

SUMMER KIDS CORNER COMPETITION WINNERS
Thanks to everyone who entered our “What is out of place” competition in our Summer Newsletter, the winners were

3rd Place
Zara Homer
cher
£5 Argos vou
1st Place
Kelsie Smith
voucher
£15.00 Argos

2nd Place
ld
Zoe MacDona
ucher
£10 Argos vo
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