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It is with great pleasure that I welcome you to 
our Annual Report in this, our 50th Year.  On 
16th January 1968, Christian Action (Greenock) 
Housing Association was set up as a charitable 
non-profit making organisation to provide suitable 
and affordable rented housing in the area.  In 
1979, there was a name change to Cloch Housing 
Association and here in 2018, 50 years on, we 
remain a charitable non-profit making organisation 
with the same purpose.  

This is my 2nd Annual Report since being elected 
as Chairperson in September 2016, The year has 
flown by and it is always rewarding to look back 
on the year and acknowledge all that has been 
achieved and improvements that we’ve made.  
Throughout the report you will find details and 
news of how we have performed in the last year.

I am fortunate to chair such an enthusiastic and 
committed Board who do a fantastic job of helping 
to steer the Association keeping on top of the key 
strategic, financial and governance issues that 
come our way.  In 2017, following a recruitment 
exercise, the Association were delighted to co-
opt Heather Thomson onto the Board.  Heather 
brings with her a wealth of experience in housing 
and community engagement and has proven to 
be a valuable addition to the Board.  Following 
departures from the Board at the end of the year, 
a fresh recruitment exercise was undertaken, and 
this too has resulted in some excellent additions 
to the Board.  As we end the 17/18 financial 
year, we are on the cusp of having a full Board of 
12 members.

The year started in April 2017 with the launch of 
our new Business Plan 2017 – 2020 and Executive 
Summaries were provided for members at our 
AGM in September 2017.  The year saw Cloch 
enter into a partnership arrangement with Oak 
Tree HA and secure the services of a new reactive 
repairs contractor, Novus.  It is fair to say that 
the contract is still in its early stages and all 
parties are working hard to ensure it performs for 
our customers.

The Board backed proposals to change our service 
delivery model and establish a customer hub 
whereby customers would be dealt with more 
efficiently and effectively.  This was on the back 

of our Customer Excellence 
project which focuses on 
making things better for 
customers.  Our role is to 
ensure that whatever we 
do as an Association, it 
represents added value for 
our customers.  The turn of 
the year kicked off significant 
planning and re-design 
to ensure we were in a 
position to launch Customer 
Connections in April 2018. 

As mentioned above 2018 is the Associations 
Jubilee Year and events and celebrations will go 
on throughout the year marking this achievement.  
Many things have improved in the 50 years, in 
terms of what we provide both in terms of housing 
and support, and also service.  However, it is 
striking that 50 years later there are still people in 
Inverclyde facing poverty, poor housing conditions 
and having to rely on foodbanks and other forms of 
charity.  Cloch and our partners will continue to do 
all we can to help alleviate these situations where 
we can.

Our Annual Report provides details of how we 
perform against the Scottish Social Housing 
Charter which we report annually to the Scottish 
Housing Regulator.  I am pleased to report that 
Cloch perform well across the board as you will 
see throughout the report.  We are committed to 
improving our performance in all areas and will 
focus on this in the year ahead.  

I would like to thank our staff for delivering 
such a high level of service and finally, I would 
like to thank my fellow board members.  Our 
board consists of voluntary members, including 
tenants, who give up their time to work tirelessly 
for Cloch making informed decisions about the 
strategic direction of the Association.  This is a big 
responsibility and commitment.  I would like to 
thank each one of them for their efforts throughout 
the year, it is hugely appreciated.

Julianne
Julianne Scarlett, Chair
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Over the past 12 months our Housing 
Services Section has continued 
to provide our tenants and other 
customers with a management 
service which covers rent account 
management, voids and allocations 
administration, estate management 
and dealing with anti-social behaviour. 
 
 
 

The Housing Services team’s main focus was 
responding to the many changes that welfare reforms 
have presented for our tenants and helping those 
affected by these reforms to maintain their tenancy.  
In addition, the team has been focussed on making 
changes to internal processes and systems to allow 
the Association to introduce an electronic self-service 
system for our customers which wil be introduced 
during 2018/2019.

The team continue to implement changes brought about 
by the introduction of the new Housing (Scotland) Act 
2014. The Act introduces several changes to the rules 
regarding the allocation of properties, and gives more 
power to social landlords in dealing with anti-social 
behaviour; these changes will be fully implemented by 
the Scottish Government during 2018/2019.

Housing Services Housing Services

Our Stock
At 31 March 2018, the Association owned 1368 self-contained properties, 17 non-self-contained units, 4 
garages and we held an interest in 19 shared ownership properties. Our self-contained stock profile at 31 
March 2018 is detailed below:

  House High 
Rise

Tenement 4 in a 
block

Other flat / 
maisonette

Total Average 
Weekly Rent

1APT 0 0 6 0 0 6  £67.91

2APT 0 0 319 8 51 378  £78.86 

3APT 393 0 257 32 32 714  £85.70 

4APT 212 0 27 0 11 250  £97.29 

5APT+ 20 0 0 0 0 20  £121.99 

TOTAL 625 0 609 40 94 1368  £86.39
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Housing Services Housing Services

160 Self-Contained Lettable Properties 
Allocated during 2017/2018
A total of 160 self-contained properties 
were allocated during 2017/2018, of which 
all were re-lets as there were no newbuild 
properties developed during the year.  This 
represents 11.50% of our lettable stock.

We let 155 general needs properties and 
5 supported housing properties during the 
year; the average time to re-let properties 
was 20.58 days.

15 homeless applicants were rehoused; 12 
homeless referrals were successful resulting 
in offers of accommodation as were 3 
homeless applicants who had registered 
on Inverclyde Common Housing Register 
(ICHR). Cloch also provides properties to be 
used as temporary furnished accommodation 
for homeless people.

In 2017/2018 we met the housing needs of 160 households;

Housing those in need

Existing tenants that were transferred to more suitable housing 23

Applicants who were assessed as statutory homeless by the local authority  12

Applicants from our housing list (ICHR) 113

Nominations from the local authority or Inverclyde HSCP 9

Lets from other sources 3

Total 160

Rental income 
lost due to 
houses being 
empty was 0.67% 
The rent loss from empty houses/voids 
was £41,588 or 0.67% of the rent 
debit. This figure is low in comparison 
with other landlords however rental loss 
is an area where the Association work 
hard to minimise, and we continue to 
seek further improvement in this area.

Housing List - Inverclyde 
Common Housing 
Register(ICHR)
The Association continues to be an active partner in Inverclyde 
Common Housing Register (ICHR).  The ICHR Allocations Policy 
is based on Choice Based Lettings principles so that available 
properties are advertised and applicants note interest in the 
properties for which they would like to be considered. 

At the end of March 2018, there were 3501 applicants on the 
joint list seeking rehousing. Cloch advertised 127 properties 
for let during the year through ICHR this represents 79.4% of 
all lets.  Inverclyde Common Housing Register processed 1342 
new applications for housing in 2017/2018.

Last year, Welfare Reforms continued to be rolled-
out further with the ongoing implementation of 
Universal Credit Full Service in Inverclyde (since 
October 2016). At 31st March 2018 around 19% of 
our tenants were in receipt of Universal Credit.

Our Housing Services Team – along with our partners 
– including The Mungo Foundation, Financial Fitness 
and Future Skills; continued to offer support and 
guidance to those tenants affected by the reforms. 
From closer engagement and support of tenants 
through our Housing Services Team we’ve been using 
the information gained to get closer to our tenants 
and provide the services people want and need to be 
best placed to manage and sustain their tenancies.  

In the coming year, we expect to see more tenants 
who receive benefit transfer across to Universal 
Credit. We are aware from our learning to date, that 
this will continue to be a considerable change for 
many people, but we will continue to be on hand 
to offer support and advice to anyone impacted by 
welfare reforms.

As the table below shows, non-technical arrears 
(actual arrears owed) stood at £78,958 at 31 March 
2017. Of this, £66,708 was due from current 
tenants, with the remainder due from former 
tenants. The current arrears figure represented 
1.09% of the rent due and although above our 
challenging target of 1% it represented a good 
level of performance against a backdrop of the 
introduction of Universal Credit Full Service and the 
difficult financial climate.

Cloch, and its ICHR partners, continues to support 
the Housing Exchange service.  This allows tenants 
to access the free online matching service to find 
a mutual exchange. Tenants can access the service 
directly online and by putting in a few details about 
their home and the type of property they are looking 
for, can be matched to people with whom they 
may wish to exchange locally and further afield. 5 

mutual exchanges took place in 2017/18, which is 
consistent with previous years.  More tenants are 
now meeting their housing aspirations themselves 
and in many cases, more quickly than if they had 
chosen to wait for a transfer. Tenants do require 
permission to exchange, but this is not withheld 
without good reason.

Rent Arrears

Actual Arrears (Non-Technical) 
2017/2018

Actual Arrears (Non-Technical) 
2016/2017

£ % £ %

Current Tenant £75,388 1.21% £66,708 1.09%

Former Tenant £22,913 0.37% £12,249 0.20%

Total Arrears £98,302 1.58% £78,958   1.29%

6 7
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Housing Services Property Services

Estate & Tenancy 
Management
Making the areas that we operate in 
cleaner and safer for all residents 
is consistent with the Association’s 
objectives; this means making sure our 
estates are kept clean and the environment 
in and around them is well maintained. 
The housing team carries out close & estate 
inspections on a quarterly basis. Ad hoc 
inspections to deal with problems are 
carried out more frequently as required. 
Our housing team continue to work with 
tenants and other service providers, such 
as Inverclyde Council, to reduce dog fouling 
in our areas and to ensure that important 
estate matters are dealt with effectively.

The Association spent £782,392 this year carrying out reactive 
repairs to our homes and repairing our void properties to bring 
them to a lettable standard.  

Anti-Social Behaviour
The Association takes the problem of antisocial behaviour 
(ASB) very seriously and by working with partners such 
as Inverclyde HSCP and Police Scotland we have taken 
positive steps to reduce levels of ASB in our area. Using 
a range of measures including firm action, mediation 
and education activities we are tackling the issues head 
on. Last year our team dealt with 147 new anti-social 
behaviour complaints in the last year. 95.24% of these 
complaints were resolved within our locally agreed 
target times.

We believe this is due to our recording and monitoring 
system which has allowed us to monitor cases more 
closely. Our housing team have worked hard to achieve 
positive results for as many cases as possible, and were 
successful in getting a decree of eviction for 2 anti-social 
behaviour cases. For every 100 of our homes, 9 cases of 
anti-social behaviour were reported.

The Association initiated 26 new court actions for 
recovery of possession during 2017/2018. 6 Decree for 
evictions were obtained following court action, with 4 
of these for non-payment of rent and 2 for anti-social 
behaviour; these were all enforced resulting in eviction.  
We see eviction as very much the last resort and will 

work very hard to help tenants in difficulty to sustain 
their tenancies. Our average tenancy sustainment 
over the last 5 years indicates this, with on average, 
over 90% of tenants sustaining their tenancy for over 
12 months. 83%

 
of non-emergency 
repairs were 
completed Right 
First Time against 
the target of 95%.

This compares to 96% 
in 2016/2017

We are disappointed that we have not met the targets on these Key Performance Indicators following the 
launch of the new Reactive and Voids Maintenance Contract with Novus which started in October 2017. We are 
working hard with them in order to drive improvement in performance.

Reactive & Void Repairs
Legal Action

Average Time
to complete an 

emergency repair

2.7 
hours

 Target 2 hours

Average Time to 
complete non-

emergency repairs

4.4 
days
Target  3.6 days. 
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Property Services Property Services

Contract Successful contractor Value of Contract

Reactive & Voids Maintenance – 4 years + 1 year 
extension option Novus Property £2.9 Million

Kitchen replacement – 3 year contract CCG £490,000

Boiler replacement– 3 year contract CMBS £112,000

Painter work – 3 year contract with option of two 
single year extensions JS McColl £295,000

Gas Servicing & Repairs – 4 year contract Gas Sure £670,000

Landscape Maintenance – 3 year contract McDermott Contract 
Services £257,000

The Novus contract was procured jointly with our partner organisation, Oak Tree Housing Association

Works complete Cost

Replacement of 39 gas boilers with new “A” rated energy efficient condensing boilers £67,000

Renewal of 26 kitchens £86,500

Painterwork to 300 homes and 8 closes.  The closes were: Adam Street, 125-139 Bawhirley Road, 
Burnhead Street, Cathie Allan Place, Corlic Street, Dalmally Street, Duncan Place, East Street, 
Gray Street, Hillside Road, Irwin Street, Kilmacolm Road, Lansbury Street, Millar Street, Quarrier 
Street, Strone Crescent, Weir Street and Watt Street

£91,000

Gutter Cleaning £29,100

Roof Anchor Testing £2,200

Gas Servicing & Repairs (all our 1358 gas boilers were checked in the year on time) £200,000

Ground Maintenance £88,000

35 Medical Adaptations £71,000

Investing and Maintaining our Homes
During 2017/18 Cloch invested over £630,000 in our homes.

The gas servicing contract was awarded to Gas Sure.  
As part of the contract, we negotiated community 
benefits and this has provided employment 
for a young apprentice gas engineer from the 
Inverclyde Area.

The Ground Maintenance Contract provided 
Community Benefits which resulted in them 

sourcing local part timer labour, as well as 
providing a commitment to work with us on a local 
landscaping project.

JS McColl have also pledged to provide employment 
for an apprentice during the course of the contract 
and have contributed to a small garden planter 
project at Elliot Court.

Community Benefits
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Keeping you involved
During the year we carried out two consultation 
exercises with our customers looking for feedback 
and comment on the Reactive Repairs and 
Factoring Policies.  We are always keen to have 
customers give us their opinion on the policies 
that affect their services. These two policies have 
now been approved.

Procuring Works
We successfully procured the following contracts:

EESSH Statement:
We are currently assessing our housing stock for 
compliance with the Energy Efficiency Standard 
for Social Housing (EESSH) by 2020 in line with 
Scottish Government`s requirements. At the 31st 
March 2018 and included in the Annual Report 
to the Charter (ARC), 72% (991) homes met 
the standard. 

Factoring
Cloch Housing Association provided factoring 
services to 333 owners. The services in 2017/18 
included are varied and include Common 
Area Cleaning, Common Repairs, Common 
Ground Maintenance, Common Close Electrical 
Testing and Common Gutter Cleaning & Roof 
Anchor Testing.

In 2017 we started a review of the factoring 
service including revising the Written Statement 
of Services and the Code of Conduct. This work is 
still ongoing and we will provide details of these 
once complete.

You Said:
When works such as boiler, kitchen or painting works are 
complete we provide our tenants with a survey asking for 
feedback on the works:

Where we have areas of dissatisfaction, we discuss these 
with our tenants to resolve these through our complaints 
handling process and feedback to our contractors so that 
they can improve their service going forward. 

93% 89% 70%
were satisfied 
with the new 

kitchen.

were satisfied 
with the 

installation of 
their new boiler.

were satisfied 
with the 
painting 

contractor.
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Landlord Report Landlord Report

A close scrutiny of our  
Annual Return on the Charter
Housing Associations, like Cloch, are required to report 
their performance in achieving or progressing towards 
the Charter outcomes and local standards by October 
each year.  

This is our second “report card” and we would 
encourage you to focus on our performance and consider 
how we compare to last year and to the national average 
for Scottish social housing landlords.

Want to know more?

Tenant Satisfaction

Value for Money

Neighbourhoods

Quality & Maintenance of Homes

Your Weekly Rents

Profile of Cloch

1,368 £6.23m
Greenock,  

Port Glasgow,  
Inverkip

No. of self-contained 
houses

Total rent due  
in year

Areas of operation

Cloch increased your weekly rent on  
average by 3% during 2017/2018.

Average Weekly Rents (including service charges) for self contained units

Size
No of self  
contained units 
Owned

Cloch HA  
2017/2018

Cloch HA 
2016/2017

Scottish  
Average

1 apt 6 £67.91  £68.34  £67.44 

2 apt 378 £78.86  £75.25  £73.33 

3 apt 711 £85.70  £83.20  £74.94 

4 apt 250 £97.29  £94.35  £81.37 

5+ apt 20 £121.99  £118.23  £90.39 

Of the tenants who responded to our recent tenant satisfaction survey:-

For every 100 Cloch homes, 9 cases of anti-social behaviour were reported in the last year.

Cloch HA 
2017/2018

Cloch HA 
2016/2017

Scottish 
Average

Satisfaction with overall service 91.07% 91.07% 91.1%

Good at keeping them informed of its services and 
outcomes 95.77% 95.77% 91.7%

Satisfied with opportunities to participate in  
decision making 92.36% 92.36% 85.9%

Cloch HA 
2017/2018

Cloch HA 
2016/2017

Scottish 
Average

Out of our total rent due in the year, the amount 
collected for current and past rent was equal to 99.77% 100.95% 99.4%

Rent not collected because homes were empty 0.43% 0.13% 0.7%

Average re-let times 20.58 days 19.25 days 30.7%

Cloch HA 
2017/2018

Cloch HA 
2016/2017

Scottish 
Average

Cases that were resolved within targets agreed locally 95.24% 98.06% 87.9%

Cloch HA 
2017/2018

Cloch HA 
2016/2017

Scottish 
Average

Homes that met the Scottish Housing Quality  
Standards 100% 100% 94.2%

Average time to complete emergency repairs 2.77 hrs 1.93 hrs 4 hrs

Average time to complete non-emergency repairs 4.48 days 3.64 days 6.4 days

Reactive repairs completed “right first time” 83.86% 95.05% 92.2%

Satisfaction with the service received for tenants who 
had repairs or maintenance carried out in last 12 months 77.25% 91.88% 92.1%

If you want to find out more about our performance, contact us directly.  
Alternatively, the Scottish Housing Regulator’s website has lots of further 
information about Cloch and the work of the Regulator.  You can:

• Compare Cloch’s performance with other landlords’;

• See all of the information we report on the Charter and;

• Find out more about the role of the Regulator and how they work.

 
Or, visit either website at     www.scottishhousingregulator.gov.uk
 www.clochhousing.org.uk



Care & Repair Care & Repair

Adaptations 
Completed 
2017/2018

Cloch Housing Association has been providing the 
Care and Repair service since May 2000 and were 
successful in retaining the contract into 2017/2018.

The Care & Repair team work in partnership with 
Inverclyde Council’s Grants Team and Inverclyde 
Centre of Independent Living to assist older or 
disabled owner occupiers and tenants of private 
landlords to carry out adaptations to their 
properties. This ensures their homes meet their 
changing needs and allows them to maintain 
their independence. 

Clients of the service receive advice and information 
on a variety of property related issues and we can 
provide practical assistance in terms of managing 
the process of having repairs, improvements and/

or adaptations carried out to homes in response to 
identified need.

Although the main focus of our service is to assist 
with the adaptation process, our Technical Officers 
also provide impartial advice about any repairs 
needed to clients’ homes. 

They assist with helping them through the maze of 
organising major repair work, liaising with the local 
authority over building warrants or other approvals 
and handling the many queries and issues which 
arise during the process of the work being done.  

During financial year 2017/2018, 170 adaptations 
were completed in client’s homes. The chart below 
illustrates the type of work completed.

Care and Repair also provide a Small Repairs Service.  
This service provides older and disabled home owners 
and private tenants with practical help and advice 
in undertaking small repairs and handyperson jobs 
within their homes. Our Small Repairs Service is 
delivered by two full time officers who are able to 
carry out a variety of small electrical, joinery and 
plumbing repairs and household tasks ranging from 
boxing in pipes, replacing tap washers, and fitting 
phone sockets for the community alarm system. 

This service is also offered to older and disabled 

Cloch tenants to carry out repairs which are not the 
landlord’s responsibility.

The cost of membership increased in 2017/18 to 
£45.00 per year and there is no restriction on how 
many repairs that can be carried out for a client for 
this charge.  

If clients do not wish to become a member, there is 
a charge of £15 inclusive of VAT per visit from one 
of our Small Repairs Officers. In all cases, clients 
will still be responsible for the cost of any materials 
required to carry out the repair.

Unfortunately, in March 2018, Inverclyde 
Council opted to end the current arrangement 
and deliver a grant support service in-house 
and also look at establishing a new form 
of Small Repairs/Handyperson Service.  It 
therefore looks likely that Cloch will cease 
providing these services from April 2019.
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Small Repairs service

1701 
jobs

100%
Small Repairs Job 

carried out:

completed on time.

330 
Members

in 2017/2018

The chart below illustrates the type of jobs carried out.

0 20 40 60 80 100 120

Wet Floor shower

Stairlift

Ramp

Platform

Over bath shower

Other 

Level access shower

Internal Alterations

Feasability Study

Extension

Access 1

1

1

4

2

1

5

9

2

112

32

Total

Types of work completed 2017/18)

Electrical

Other

Joinery

Plumbing

ICIL Grabrails

563
33%

301
18%

419
24%

101
6%

317 
19%

Total 1701



Finance Finance

The following table highlights the main sources of annual income and expenditure for Cloch Housing Association:

Statement of Comprehensive 
Income for the year ending 31 
March 2018

2018 2017 A Non-Accountants Guide to the Accounts

REVENUE 8,186,042 8,207,126 Rental income, grant income & income from 
other activities

Less operating costs (5,972,114) (6,138,820) Cost of management and maintenance of 
properties

OPERATING SURPLUS 2,213,928 2,068,306

Profit on sale of houses 0 7,539 Profit from the sale of houses through the 
Right to Buy scheme, (now ended)

Interest receivable and other income 15,105 20,523 Interest earned from money invested in bank 
accounts – lower rates received in 2017/18

Interest  payable and similar charges (507,223) (551,604) Interest paid on loans, (mortgage payments)

Other finance charges (84,506) (80,733)

SURPLUS FOR THE YEAR 1,637,304 1,464,031 Leaving this general surplus to fund future 
planned maintenance

The charts below show the Income and Expenditure broken down into categories:Cloch Housing Association continues to manage its 
finances with a long term focus. Our ambition to 
develop new homes for tenants is a key objective 
next year and we have secured a £4.2M loan funding 
facility to support building 58 new homes at the Kings 
Glen site, (estimated for completion in 2019/20).  We 
have continued to successfully manage the financing 
of our day to day operating activities, e.g. providing 
housing services, reactive and cyclical maintenance 
and also made further investment in our properties 
with the main projects in 2017/18 relating to replacing 
kitchens and boilers, as well as finishing the upgrade 

project at Aberfoyle Road.  Cloch Housing Association 
made an annual surplus of £1.64M in the year to 31st 
March 2018, which is up from £1.46M in the previous 
year, with the increase relating to changes to the 
planned and cyclical programme of works and lower 
depreciation charges relating to our housing stock 
and office premises.  The surplus achieved from our 
2017/18 operating activities will be held in reserves 
to fund future planned maintenance commitments, 
e.g. replacing boilers, roofs, windows, kitchens and 
bathrooms when they fall due.

Statement of Financial Position
Housing properties, less  
depreciation

73,684,623 75,212,400 This is the cost to build our houses and 
replace items such as kitchens and bathrooms

Other fixed assets 565,741 550,651 This is the value of our office accommodation, 
IT and office equipment

74,250,364 75,763,051
Investments 2 2 Share in our subsidiary

Assets and Liabilities
Receivables 381,380 254,599 Money owned to us
Cash held 3,592,245 2,852,552 Money in the bank 
Creditors due in 1 year (3,060,486) (2,693,081) Money we owe to others, e.g. maintenance 

contracts, etc

Creditors due after 1 year (15,546,879) (16,702,078) Money owed on pension & loans, (secured by 
specific charges on our properties)

Deferred Income
Social Housing Grant (47,223,414) (48,698,881) Grant provided by the Government to help 

fund building new homes
Other Grant (577,969) (598,225)

11,815,243 10,177,939
Capital and Reserves
Share Capital 53 53 Represents shares at £1 each
Revenue Reserves 11,815,190 10,177,886 Sums built up in previous years and this 

year’s surplus 
11,815,243 10,177,939

38%

24%

20%

8%

3%

2%
2%

1%

1%
1%

0%

Rent & Service Charges

Medical Adaptations

Wider Action 

Care & Repair

Deffered Grant Released

Interest Received 

Factoring

Management

Care & Repair

Interest Paid

Depreciation

Maintenance

Service Costs

Wider Action

Other Finance Costs

Factoring

Bad Debts

Common Housing Register

16 17

75%

20%

3%

1%

1%
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The table below shows our long term financial position, taking account of assets and liabilities:

The Association’s total 
income has reduced 
by 0.26% from the 
previous year, reducing 
to £8,186,042 from 
£8,207,126. This mainly 
relates to additional grant 
income of £103k being 
received in 2016/17 to 
upgrade the common 
heating system at 
MacGillivary Avenue.  
Most of our income comes 
from the rent and service 
charges (£6,144,545); 
however grant released 
from deferred income and 
Government grants was 
20% of total income and 
this was £1,617,709 in 
the year.

The Association’s 
operating expenditure in 
2017/18 was £5,972,114 
(2016/17 £6,138,820). 
The main expenses are 
running costs named 
as management and 
administration costs 
(£1,593,741), reactive 
maintenance (£788,954), 
planned and cyclical 
maintenance, (£551,222) 
and housing depreciation 
(£2,473,492). Housing 
depreciation is the 
reduction in value of our 
houses due to the increase 
in age and wear and tear.

INCOME

EXPENDITURE



Finance Corporate Services

The Corporate Services Team were heavily involved in 
our continued work on customer excellence through our 
FACE Project (Focus on Achieving Customer Excellence).  
This work included managing the renovation of the 
reception area that was ready in mid-September 
2017.  Feedback on the new bright, modern reception 
has been positive from customers, contractors, 
Board and staff.  This is the start of a series of minor 
improvement works to the office building that will 
happen over the next few years.

Also, as part of FACE project, the Corporate Services 
Team launched, the new Customer Connections one-
stop shop that has been up and running since the 1st 
April 2018.  The setup work was carried out in early 
2018, after the ground work was covered by the FACE 
project that showed customers wanted a more direct 
phone system (no press 1, press 2) and wanted their 
questions answered by one person etc and not have 
them passed from department to department.  Two 
members of the Corporate Service Reception Team 
have now moved to Customer Connections and one 
member of the Property Services team was recruited to 
a customer connectors post.  Recruitment for a Team 
Leader was also successful.  We will report more fully 
on this new team in next year’s Annual Review.

Corporate Services co-ordinates staff activities such as 
our Healthy Working Lives Scheme.  This year saw an 
array of awareness raising campaigns on topics such 
as dementia and mindfulness, as well as monthly staff 
lunches to promote healthy eating and the creation of a 
small garden at the back of the office.

A successful Board Member recruitment campaign 
has meant that we went into the new financial year 
with a full Board.  We are delighted that the strength 
and depth of the Board has been maintained with the 
addition of the new members.

The Modern Apprentice initiative continues with  
Jamie McAleese finishing his contract in March and 
moving straight to another job in a Glasgow housing 
association.  Jamie was our first recruit to the MA 
scheme and it proved the worth and effectiveness of 
the 18 month contract with Cloch. Liam, our second 
Modern Apprentice continued to improve and learn on 
the job as well as study for his two qualifications.  He 
finishes in Autumn 2018.  In the meantime and to fulfil 
the commitment we made to tenants in 2017 to employ 
2 Modern Apprentices at any one time, we started the 
recruitment of another Modern Apprentice. 

Corporate Services has had a very busy and productive year.  The new team were bedding 
into their roles in Corporate Services and were involved with a variety and varied range 
of projects.  Our biggest policy development works was the production of a Document 
Management Strategy, a People Strategy and the new GDPR Privacy Policies.  The 
Document Management Strategy was part of a company-wide initiative to streamline and 
secure the methods we use to store documents and fed in to the work that subsequently 
took place in early 2018, to ensure we complied with the new data protection 
regulations.  The People Strategy sets out a vision for our staff of our way forward for 
nurturing, leading and recruiting staff.

The chart below shows where we spent our cash for every £1 of rental income in 2017/18 and this excludes 
non-cash items such as depreciation and deferred grant income:

For every £1 of rental income, we 
have spent:

• 26p on delivering the services, e.g. staff 
costs, office accommodation, IT, general 
overheads & maintenance overheads

• 23p paying for our £16M loans, (interest 
and repayments)

• 21p went on planned and cyclical 
maintenance, e.g. new kitchens, 
boilers, painting, landscaping and 
gutter cleaning

• 13p went on day to day repairs

• 2p went on service costs, e.g. 
common electricity, close cleaning and 
lift maintenance

• 2p went on planning and design costs for 
the new development at Kings Glen and 
buying 3 additional properties so that we 
now have 1404 homes for tenants 

• We also saved 12p in the pound into 
our cash reserves for future planned 
maintenance work, as we need to 
maintain our properties over the 
long term.

The Association has invested 
£108,417,145 in properties held as 
at 31 March 2018. 

Depreciation to date against this 
value for wear and tear amounts to 
£34,732,522. 

Additions in the year include 
£798,074 of capitalised major 
repairs, £128,800 to buy new 
properties, (part funded by 50% 
grant funding) and £18,840 towards 
costs associated with the Kings Glen 
development site.

At the year-end the Association’s 
housing properties have a net book 
value of £73,684,623.

The graph below shows the historical cost 
value of our properties over the past few 
years, with the value increasing from £107M 
in March 2015 to £108.4M by March 2018.  
Note the reduction in value in March 2017 
was due to tenants buying their homes 
through the Right to Buy scheme, which has 
now ended:
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Wider Role Wider Role

During April 2017, Community Links Scotland 
prepared an Aspiring Communities Fund application 
for the Community ArtWorks project on behalf of 
Cloch and Oak Tree Housing Associations. This project 
aimed to inspire a sense of place within defined 
communities (Maukinhill, Whinhill, Aberfoyle, and 
Auchmountain- defined as The Strone - (Greenock 
East), and Pennyfern and Bow Farm (Greenock West)) 
by using art as the primary means of engagement, 
supporting these communities to communicate their 
ideas and aspirations in a way they have not been able 
to do before.  

Community Links Scotland supported the project 
start-up and the recruitment of staff across Cloch 
Housing Association and RIG Arts. A Community 
Development Officer was employed on a temporary 
contract by Cloch Housing Association to support the 
delivery across both Cloch and Oak Tree’s stock, and 
two community artists were employed by RIG Arts to 
support and deliver the arts based elements. 

The project was only 6 months long and although 
some good community connections were made it 
was agreed that any further art activities need to be 
planned and executed differently.

All the Associations in Inverclyde contribute 
towards Starter Packs Inverclyde which helps 
provide new tenants with a pack to get started 
in their new tenancy.  Referrals come from 
various bodies including Women’s Aid, Mental 
Health Team, Action for Children and the 
Homelessness Service.  

In 2017/18 packs were distributed to 57 
Cloch households.

Along with Oak Tree HA and Larkfield HA we fund a 
Tenancy Support Officer from the Mungo Foundation. 
This was added to Scottish Government match 
funding. This has resulted in numerous referrals 
throughout the year to ensure that those who need 
some support or assistance are receiving it from an 
independent specialist advisor.  This type of support 
includes financial advice, referrals to other support 
groups to improve mental health, motivation, 
independent living skills and any issues associated 
with addiction.

During 2017/18, The Mungo Foundation have 
received 66 referrals, 62 individuals received an 
initial visit and 33 of these engaged with some 
form of support be it short term or more regular. In 
relation to referrals Cloch had the majority which was 
44 referrals.

The Tenancy Support Service will be continued into 
2018 with the service provider changing to the Simon 
Community, however our Tenancy Support Worker, 
Tracey Blair, will remain in post.  

Community ArtWorksStarter Packs

Housing Support Service

Housing Support Service

Work Pays is a shared project with Oak Tree HA, 
Larkfield HA and Financial Fitness, and with grant 
assistance from Scottish Government of £40,000 
for 2017/18, the project aimed to move people from 
a situation of crises, to greater financial stability 
and towards employability. This approach offers 
a holistic financial advice and training service for 
vulnerable individuals and families to ensure that 
they have the maximum financial and practical 
opportunities to move from benefits dependency to 
education, training and employment. The project 
aims to help people avoid falling deeper into 
poverty and avert further negative consequences 
such as benefit sanctions, accessing high-cost 
credit, increasing debt levels, bankruptcy, eviction 
and homelessness. 

Through funding secured for the Work Pays 
programme, Financial Fitness have

• Engaged with and supported 634 clients 

• Delivered 15 Life Skills training courses, 
in conjunction with delivery partners - 43 
participants attended

• In addition, Cloch, Oak Tree and Larkfield 
Housing Associations provided direct funding to 
Financial Fitness, to the value of £28,000. With 
this, Financial Fitness have:

• Provided 1,460 appointments to Housing 
Association tenants

• Supported 44 tenants with emergency, same day 
appointments to alleviate their financial crises 
situation, and provided 25 home visits

• Engaged with 612 clients on a one-to-one 
basis (306 Oak Tree Housing Association, 218 
Cloch Housing Association and 88 Larkfield 
Housing Association),

• Provided ongoing support to a further 150 
existing tenant from the previous financial/
funding years.

• Secured £1,293,085 worth of unclaimed benefits 
for these tenant, an average annual financial 
increase of £2,112 per tenant

More than just 
housing…
Our role at Cloch goes beyond just being a 
landlord.  We want to help communities 
and the people who live in them.  We see 
ourselves as part of the community and 
pride ourselves in helping others.  Some 
of the work which we have been involved 
with or helped fund in the last year are 
highlighted below.
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An application was prepared and submitted 
to the Heritage Lottery Fund, under their 
Sharing Heritage programme for £9,000 in 
November. This application aims to work in 
partnership with Magic Torch Comics and 
Inverclyde’s Heritage Hub to engage with 
local people to create a visual and anecdotal 
history of Cloch’s community and to prepare 
a Comic Book/Graphic Novel that documents 
this and the changing landscape of these 
communities. Application was approved in 
January 2018, and delivery is being led by 
Cloch Housing Association.

Tale o’The Bank – Cloch Book – 
50th Souvenir Edition

The Association sets aside a small donations budget 
to help groups in the local area.  Last year, the 
following groups received donations to their very 
worthwhile causes and interests:

King’s Oak Parents Circle  £200

Auchmountain Glen Project  £250

Homeless Christmas Dinner   £150
Initiative

Every request for a donation is considered in 
accordance with our Donations Policy.  Also, this 
year, we were able to donate 11 electronic tablets to 
nurseries through the local area.

Gifts and Donations



In the last year, we have improved a number of our 
systems in Cloch to ensure that we can manage our 
business and your service requests more effectively.  
We also launched our Customer Charter following 
consultation with a focus group of customers, and this 
sets high standards which we will look to surpass.  

Our performance levels in some areas have improved and 
in other areas have suffered and we will focus on this in 

the year ahead.  Our new contract with Novus 
has proved challenging and we are working 
closely with them to make improvements on 
performance and ensure we meet targets.  
This and other elements have resulted in our 
performance on reletting properties taking 

a hit, which we will improve in the 
months ahead.  

Our performance in keeping 
rent arrears low continues 
to outperform most other 
Associations in the country.  
Given the negative impact 
of Universal Credit, we are 
still managing to keep on 
top of arrears and this is 
down to the relationships 
and communication that our 
staff have with our tenants 
– supporting them where 

required and helping 
them manage their 
account.  

During the year we 
entered into a new 
£4.2m loan facility 
with the Bank of 
Scotland, to ensure 
that we have the 
appropriate funding 
in place for our 
impending Kings 
Glen Development 
Project.  Progress 
on the project 
has not been 

as quick as we would have liked and final agreement to 
develop is still to be made, however it’s vital that all risks 
are thoroughly explored where possible to ensure that the 
development is viable and value for money.  A site start is 
not likely until early 2019.

We were delighted that our first Modern Apprentice left 
the Association after his apprenticeship with housing 
qualifications and a real understanding of working in our 
business and managed to secure a permanent full-time 
post with another Housing Association.  Our commitment 
to having two Modern Apprentices employed continuously 
will ensure that this is the first of many good news stories 
with Inverclyde’s young people benefitting from Cloch 
opportunities.  

The Board have provided the staff with the direction, 
leadership and support to deliver the business plan and 
work towards offering an excellent level of service.  
There have been difficult decisions along the way 
which are never taken lightly regarding issues such 
as employment, loan funding and strategy, however 
with training coupled with their knowledge, skills and 
experience, the Board perform at a highly professional 
level,  Julianne has proven to be a first-class Chair and 
thanks go to her and the rest of the Board and our staff 
team for their contributions and commitment over the 
last 12 months.

Finally, I am proud to be only the 3rd permanent Director 
of Cloch Housing Association as we celebrate 50 years 
of service in the community.  It has been interesting 
looking back on the first minutes of Association 
meetings, and noticing how things have changed in many 
ways, but in other ways, the challenges of helping and 
supporting people and improving the lives of those in our 
communities are as relevant now as they were in 1968.  
It is that which will drive the team at Cloch to always 
explore ways to improve what we do and what we offer to 
our tenants and customers.  

Many thanks

Board and Staff 2017/2018 Director’s Closing Comments

As you will have seen throughout this report, there has been a lot 
going on at Cloch.  As we enter 2018/19 we are ready to launch 
our new Customer Connections Team which will enhance our 
service offer – talking to our customers the way they want to be 
talked to with no answer machines or transferring calls can only 
lead to increased satisfaction.

Paul
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Paul McVey, Director

Julianne Scarlett Chair

Monica Sheekey Vice-Chair

Alison Greenhill Secretary

Eleanor Robertson
Kelly Ferns
Jane Cheshire

Ronny Lee  OTHA Nominee

Heather Thomson Joined September 2017

Jackie McKelvie  OTHA Nominee

Eddie Coogans Left July 2017

Jim Anderson Left November 2017

Peter Galbraith Left March 2017

Senior Management Team
Paul McVey Director

Alana Durnin Finance Director

Andy Thomson Housing Services Manager

Paul McColgan Property Services Manager

Liz Bowden Corporate Services Manager

Corporate Services Team
Shonaid Musgrove Corporate Services Officer (PT)

Kelly MacLean Corporate Services Assistant

Julie McKay Customer Services Assistant

Julie McGonigle Customer Services Assistant

Jamie McAleese Modern Apprentice

Liam McAuley Modern Apprentice

Margaret Douglas House Keeper

Housing Services Team
Mary MacDonald  Senior Housing Officer (PT)

Nicola Findlay  Senior Housing Officer (PT)

Caroline Orr Housing Officer (PT)

Kathleen Wingate  Housing Officer (PT)

Mick McKendrick Housing Officer  
 (Secondment)

Lorraine Gray Housing Assistant

Craig Patrick Housing Assistant

Patricia Broom Housing Assistant (PT)

Lynne Reid  Customer Services Officer

Laura Young Customer Services Officer

Property Services Team
David Burrows Senior Maintenance Officer

Charlie Conaghan  Maintenance Officer 

Kenny McLaughlan Maintenance Officer 

Tom Devine Maintenance Officer

Gillian McKay Maintenance Assistant

Lynn McConnachie Maintenance Assistant

Katrina McNeill  Maintenance Assistant (PT)

Finance
(Shared Resource with Oak Tree HA)

Graeme Shields  Senior Finance Officer

Gwen Mills Senior Finance Officer

Claudia Ennemoser Finance Officer 

Anita Hunter  Finance Assistant

Cheryl Gault Finance Assistant 

Lynne Joyce  Finance Administrative   
 Assistant 

Board

Staff (as at 31st 
March 2018)

Care & Repair Team
Alison McManus  Project Manager

Allan Locke Technical Officer (PT)

Jim McFarlane  Small Repairs Officer

John Magee Small Repairs Officer

Kimberley Johnston Project Assistant (PT)

Mareta Greig Project Officer (PT) 

IT Department
(Shared Resource with Oak Tree HA)

Ewan Barr  IT Manager, joined   
   September 2017

Richard Browning IT Assistant
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