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

ANNUAL
GENERAL
MEETING
ur diary!!

Date for yo

The Association’s Annual General Meeting
will be held on Thursday 15 September 2016
at 7pm in the Gibshill Community Centre,
Lansbury Street, Greenock.

While the meeting is mainly for share members
of the Association residents are welcome to
come along to hear about the work that we
do or to talk afterwards to staff who will be
present.

Being a member of the Association allows
you to vote at General Meetings on issues
that concern our tenants and residents. To
join all you have to do is complete a short
application form and pay a £1.00 joining fee.
Further information can be obtained from
your Housing Officer or by calling the office on
(01475) 783637.
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Thursday: 9.00 – 6.00pm
Friday: 9.00 – 4.00pm
Saturday & Sunday: CLOSED
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ABERFOYLE
ROAD UPGRADE
(Blocks 1, 15 & 18)

The main focus of the upgrade works
is to remove the existing external
render, install a new external wall
finish and to also renew the roofs
to these three blocks. We are also
looking at possibly improving the
drying greens and bin store areas.
There are other incidental works
identified including the approaches
to the front and rear close doors,
external lighting, a new communal
television system and also internal
close decoration.
This project and the work involved
represents a major investment to our
stock in this area and the benefits
include not just extending the life and
the appearance of these properties,
but also improves the standard of
these properties for our tenants who
live in these homes. By installing a
new external render system we are
also fulfilling our commitment to
ensuring that our stock will meet the
Energy Efficiency Standard for Social
Housing (EESSH) as outlined by the
Scottish Government with a target
date for 2020. It is also expected
that once completed residents will
be able to heat their home more
economically.

these works will have an impact on
the residents living in these blocks,
and in particular the residents on
the top floor flats will at some stage
require to be decanted for a period of
time. We arranged a drop in session
which was held in Auchmountain
Halls on Tuesday 19th July where
members of staff and the architect
were available to show residents
proposed plans of the new designs,
as well as providing feedback on
colour choices for the render and also
the internal close decoration. Staff
were also able to provide information
on the nature of the works, as well as
information on the decanting process.
Overall this was felt to be a very
useful and informative event which
has provided the residents who
attended with an overview of the

project. As the project progresses
and more information is known,
for example, start dates, length of
works etc we would look to arrange
further meetings, similarly we will
ensure that residents receive update
letters etc.
Part of this process is to make
a building warrant and planning
application. Tenders are due to be
sent out to suitable contractors
on our approved framework in
September. Works are tentatively due
to start in November with a contract
period running until May 2017. At
this time these dates are notional
and may be subject to change after
the contract is awarded or due to
adverse weather conditions. The final
completion date may be prior to or
after May 2017.

Cloch are currently working with
the recently appointed design team
in determining not just the works
identified for these blocks but also
suggested designs. We are aware that
2
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Changing the FACE of Cloch
One of the main pieces of work which we are starting
this year is a project to examine how good or bad
our services are and how easy and effective is the
customer journey. The vision of the project is “to
improve the way we work and the services we provide
and to exceed expectations.”
We are referring to our project as FACE – or to give it
the proper title – “Focussed on Achieving Customer
Excellence”. The idea is to improve what we do
and how we interact with customers – whether it be
tenants, owners, applicants, contractors or other
agencies and individuals.
The Association’s Director, Paul McVey commented
“While we were pleased with the satisfaction levels
reported in the recent Tenant Satisfaction Survey,
we appreciate that there is more that we can do to
improve the services we offer and the way in which
we engage with our tenants and other customers.
We need to constantly question why we do things
a certain way, and whether things can be done in a
better and more streamlined fashion. This all sounds
pretty simple but there are so many different areas of

work to be considered and interactions to explore that
disentangling them will not be straightforward,
but that is what we intend to do. We have
kicked off with some customer service
refresher training for all staff which has
whetted the appetite and the hard
work can now commence.”
This project will take some time
to go through the various stages,
however it will involve user groups –
both staff and customers. We will
be looking to involve our customers
in this project at different stages to
explore what is good, what is not and
what could and should we do better.
Should anyone be interested in taking part
in any of these user groups please contact
Kelly MacLean at our office for further details.
We will post further information either in future
newsletters or on our website at www.clochhousing.
org.uk and will keep you posted with developments
and improvements.

MORE THAN A LANDLORD
As most of you will know Cloch Housing Association is not just about
being a landlord, a factor or an employer. We are about helping others
within the community and promoting other initiatives in any we can.
Whether that is health or education, financial or digital awareness or
exploring environmental improvements.

In the main we manage to do a lot of this through funding and the
support of other partner agencies. We also contribute a portion of our
own resources for what is sometimes referred to as “wider action” – that
is, non-housing related activity.
In the last year, along with other local landlords, we have worked on a
number of key projects which are highlighted below –

Supporting Inverclyde - Future Skills (SIFS)
This project is delivered in conjunction with Inverclyde Council and
the other Inverclyde Housing Associations and assists with digital and
financial inclusion, running classes and helping people use technology
to become more financially aware and open the doors to more choices.

Starter Packs Inverclyde
During 2015/16 Starterpacks were given out to 385 homes; which
includes 436 adults and 225 children. 33% of all packs were specifically
to Housing Association tenants. Cloch has helped to support this and
our tenants have benefited directly.

Inverclyde Housing Support Services (IHSS)
The Mungo Foundation delivers this service which received a total of
130 referrals over the course of 2015/16. More than half of these were
through Cloch HA.
Some of the work that has been done and the outputs achieved by the
Mungo Foundation are as follow:
• Provided regular 1:1 support and
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guidance in finances, independent living skills, budgeting, health
and addictions, accessing specialist support where appropriate
• Supported individuals to engage with and attend health services,
activities and support groups
• Support provided to sustain new tenancy and reduce rent arrears
• Provided regular 1:1 support to improve motivation, self esteem,
confidence and access to local support networks and groups
• Helped to gain an employment or educational/training placement
• Signposted and accompanied clients to appointments and
interviews with local education, training and employability
agencies
• Provided information to access local addiction resources and
accompany to appointments as required
This project is also delivered to tenants of Oak Tree and Larkfield
Housing Association.

Credit Union Feasibility
Cloch is the lead Association with regards to a feasibility project, funded
by the Big Lottery, to explore the various credit union options open to
Inverclyde residents and the best way forward for accessing banking
services etc within the area.

Financial Fitness /Work Pays
Work Pays is delivered by Financial Fitness as an addition to their
Welfare Rights service – and aims to move local people from a situation
of crises towards greater financial stability and towards employment.
Should anyone wish to get more information about any of these services
please contact your housing officer who will provide you with more
detail.
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CHEQUE HANDOVER
Gerry McCoy (Policy and Engagement
Manager) from Alzheimer Scotland
popped into the office to receive a cheque
for £250.00.
The monies were raised by staff at
Christmas time. We had a “pay-to-wear”
your Christmas jumper day, find the joker
and an auction.
This great cause was picked from a list of
charities put forward by staff.

New mail
services DNDP

The Association will shortly be trialling
the services of a company called DNDP for
its mail delivery service. DNDP offer mail
delivery services and same-day courier
services.
Mail would be collected from our offices
(exactly in the same manner as with our
existing contractor) and then sorted at their
distribution centre based in East Kilbride. The
mail is then delivered by employees who have
a disability from within that community. Their
community postmen pick up the mail and
deliver the same day.
The company’s founder started the company
following his own experience of disability. He
was passionate about creating a company to
help disabled people (or those with long-term
health conditions) to work for as many or as
few hours as possible in a flexible, supportive,
working environment.
DNDP hope to increase employment
opportunities within a community, keep the
money in that community whilst reducing costs
for its clients.
After its trial the Association will evaluate
the service undertaken by DNDP to ensure
that value for money has been achieved. If
successful then we’ll consider moving all
our mail delivery services over to
DNDP who will then recruit local
disabled people from our
communities.

4

CHP Heating Renewal Works Update
(Weir St, MacGillivary Avenue, Leitch St, Alpine Grove,
MacGowan Road & MacGregor Road)
Our installation of new gas and electrical
networks and replacement of our Combined
Heat and Power System is progressing well.
The first phase of the works, which is the
excavation works, is well under way and was
due for completion in mid July. We appreciate
this is behind schedule and this is due to the
excavation of the ground being more difficult
than was first anticipated around the estate.
We also understand that this has not been
without some difficulties to the residents
getting around the estate due to the amount
of contractor vehicles in the street at any one
time.
The second phase of the project, which is the
actual boiler installation, is also underway
with around a third of the houses on the
estate having the boilers installed to date.
Initial feedback from those who have had
the installation completed is that they were
delighted with the contractor and, most
importantly the boiler installation, and having
their own heating and hot water to regulate
when they require.
It is anticipated that the works will be
completed in all homes by late August.
The final element of the project is the change
in electricity supplier which will commence in
early August. This will require access to your
home to wire up the new meter from outside
to the consumer unit in your home. While they
are there they will also remove the old prepaid
card meter.
On the 21st July we invited all the residents to
attend a drop in session at Craigend Resource
Centre where Home Energy Scotland were
available to speak with the residents to provide

them with free impartial advice on options
available when selecting a utility supplier for
their gas and electricity charges. This was
a very useful session for the residents who
attended, and we hope to run this session
again nearer the end of the contract when
all residents should be connected to the new
supplies.
When the work is completed in your home
you will be provided with a £200 B&Q voucher
which is being offered to the residents as a
contribution towards the disturbance.
We will continue to communicate with all our
residents as the contract progresses, though
Facebook residents meetings and letters, and
we will also have our Clerk of Works on site
each day. You can still contact the office if you
need to discuss any matter with us regarding
the installation process.
Any residents within the estate who are not
currently on the Facebook page but who would
like to be included should contact Cloch and
provide your e-mail address which will allow us
to add you to the group.

WE WANT YOUR VIEWS
We’re partnering with Larkfield HA and Oak
Tree HA to do some research into how we
can best help our tenants source affordable
credit and other financial services.

We’ve commissioned GAP Communications,
an independent researcher, to find out about
our working tenants’ (full-time, part-time,
zero-hours or self-employed) experiences of
finding, and using, affordable credit and other
financial services.
GAP has put together a brief online survey
which we’d like you to complete – simply
type https://www.surveymonkey.co.uk/r/
Money2016 into your search function . . .
don’t forget the /r/
in the middle! The
survey works across all
devices.

your name/address and email address, you’ll
be entered into a prize draw to win a £25.00
Tesco Gift card.
Take part today at https://www.surveymonkey.
co.uk/r/Money2016
If you can’t complete the survey online,
please get in touch with reception on 783637
and we’ll send you a paper copy.
Thank you for your help.
Terms & Conditions for the Prize Draw can be
seen at www.gapcomm.co.uk/Legal/PDTC

As a ‘Thank You’ for
taking part, if you leave
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Stock Condition Survey 2016
As part of our Asset
Management Strategy
we carry out a stock
condition survey every 5
years. The main aim of
this survey is to get an
update on the condition
of the main internal and
external components
of our properties,
namely roofs, windows,
external doors, kitchen,
bathrooms, and boilers.
The scope of the survey
is to carry out an internal
inspection to 25%
of our stock (approx.
350 inspections) split
across a representative
proportion of properties
by age and construction
as well as an external
inspection to our
complete stock. These
inspections are carried
out by competent
Quantity Surveyors.
The data will then be
analysed taking into
account lifespan of
main components and
expected costs for the
replacement of these
items. We will also be
able to ensure that
our properties are still

Due to the late arrival of summer,
we have extended the closing date
for our garden competition to Friday
19th August 2016.

If you want to nominate yourself
or a neighbour please contact the
Association by phone 01475 783637,
email office@clochhousing.org.uk or
twitter @clochHA, you can tweet your
pictures/nominations.

in compliance with
the Scottish Housing
Quality Standards
(SHQS), and also just as
importantly that we can
work towards ensuring
that our properties
will meet the Energy
Efficiency Standards for
Social Housing (EESSH)
which is a target set by
Scottish Government for
compliance by 2020.
The updated information
will also allow for Cloch
to more accurately
budget for and develop
future major investment
programmes such as
replacing boilers and

RICHARD COMPLETES
SWIMATHON CHALLENGE
It’s another year and for our resident
swimmer that means another Swimathon
challenge. Richard Browning took part in
this year’s Swimathon at Port Glasgow
swimming pool on Friday 18th March,
raising £320 for Sport Relief. On the run
up to the event Richard said “I am looking
for a challenge so I will be trying to beat
my previous time of 01:31:40” and we’re
proud to say he did! Richard set out to
swim a total distance of 5 Kilometres (250
lengths) and completed his swim in a time
of 01:25:25 putting him in 309th Place
overall.
Swimathon is an event held every
year with the aim of raising funds for
charities throughout the UK. To read
more about the work that Swimathon do
or to get involved in #Swimathon2017
visit: https://www.swimathon.org/

kitchens etc.
In April 2016 Cloch
appointed John Martin
Partnerships to carry
out these surveys which
commenced in May
2016. These inspections
are now complete and
we will shortly receive
the reports back from
the surveyors to assist
in updating our stock
information

The gardens will be judged on their
appearance, care and attention and
originality.

CUSTOMER FEEDBACK SURVEYS – WINNERS
The Association asks its tenants and other
customers to complete surveys related to
various aspects of our work, each response
is entered into a prize draw. Our most
recent winners are:
• Mr Harkins of Millar Street, Greenock
• Mrs Aikman of Lyle Street, Greenock
• Mrs O’Kane of Belville Street, Greenock
• Miss Low of Dempster Street, Greenock
Congratulations to our winners who all

collected a £20 Tesco
Voucher just for filling out a
short survey.
It’s important that we
understand the views of
our customers and by
completing surveys and
feedback forms we are
able to improve, or recognise when we are
doing something well. Help us to help you
and you too could be a winner!

INVERCLYDE CARE AND REPAIR
Inverclyde Care and Repair provides free,
confidential and practical advice and
services for those over 60 and to disabled
homeowners and private tenants in
Inverclyde. The care and repair service aims
to help this sector of society maintain their
independence and live comfortably and safely
in their own homes within their community.

Although these types of jobs are generally
small by nature, they can assist clients in
terms of supporting independent living,
improving the client’s wellbeing, and on
CLOCH HOUSING ASSOCIATION LTD Summer 2016 Newsletter

We know that most people tend to
their gardens for personal pleasure
and not for reward, but recognition
for imagination, skill, time and effort
allows the Association to appreciate
our residents endeavours. It is in
everyone’s interest to keep the area
looking attractive and hopefully the
good work many people carry out
has a knock-on effect on those that
are possibly not as environmentally
aware.

Cloch would like to thank
all of you who provided
access and assistance
to allow us to complete
out surveys – it really is
appreciated.

We also operate a small repairs service, which
may be of interest to Cloch tenants and
home owners, and aims to provide older and
disabled people with practical help and advice
in undertaking small repairs around their
home.

|

UPDATE ON
GARDEN
COMPETITION

occasion, reduce the risk of falls inside and
outside their home.
It should be noted that we will not carry out
small repairs in a Cloch property which is the
responsibility of the housing association.
In April 2014, we introduced a charging
policy for the small repairs service where
clients can become members for an annual
fee of £40 which entitles them to have as
many small repairs visits that they require
per year. However, if clients do not wish to
become a member, there is a charge of £10
plus 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.
5

HOW ARE WE DOING?

PERFORMANCE UPDATE AT 31 MARCH
2016 – END OF YEAR FIGURES
The Association’s staff have been working hard, to improve on last
year’s performance.
Keeping debt to a minimum is important for both the Association and
our tenants and we were pleased to achieve the rent arrears target of
1.0%. We are proposing to keep this target the same for 2016/2017
given the ongoing welfare benefit reforms and the likely impact this will
have on the Associations arrears.
We were unable to let our properties within the target of 9 days.

Performance Area

However, this was due (in part) to supported accommodation voids
where clients normally require a supporting people package which can
take considerable time to arrange. The Association aims to improve
our performance next year having reviewed our existing policies and
procedures to streamline the processes related to re-letting empty
homes where possible, whilst maintaining maximum service to our
tenants and residents.
Below is a snapshot of some of our key performance areas.

Last Year’s
Performance

Performance
Achieved

2014/2015

2015/2016

11.18 days

14.36 days

9 days

This target has not been met and changes have been
made within the Association to help achieve our target
next year.

Rent loss through voids
as a % of annual rent roll
(and actual amount lost)
(Total)

0.23%

0.42%

0.21%

This target has not been met (see above).

Current non-technical rent
arrears as a % of current
rent roll

1.16%

0.97%

1.0%

Emergency Repairs (4
hours)

99.85%

99.26%

100%

Average time to carry out
non-emergency repairs

3.8 days

3.93 days

3.5 days

Right to Repair Jobs on
Time

100%

100%

100%

Percentage of properties
with current gas
certificates at period end

100%

99.92%

100.00%

% of Stage 1 complaints
responded to in full within
the timescales

86.41%

97%

95%

% of Stage 2 complaints
responded to in full within
timescale

90%

98%

95%

Average re-let time
(calendar days) for all
general needs re-letting

Target

Comments

2015/2016

Staff have worked hard to achieve this target in
challenging times and during the implementation of
welfare reforms including Universal Credit.

This equates to one property. This target was not met
due to access issues.

If you would like to discuss the Association’s performance further or become more involved in helping the Association set targets and service
standards, please contact the office for more information.
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INVERCLYDE COMMON
HOUSING REGISTER (ICHR)
A reminder that the ICHR system has changed. Our new
website and online bidding system is now available.
Applicants can only bid for our properties if they have
completed our online registration and their application has
been activated. Applicants can register for housing, place
bids and manage their account at www.inverclydechr.org.uk In
order to apply all applicants require a valid e-mail address.
Please note for those applicants who require support in
completing the application they can contact the ICHR direct
on 01475 807011 and referrals are also being made to Future
Skills for those applicants with no e‑mail address. Please
note that Future Skills can be contacted on 0800 013 2196
(free from a landline) or 01475 788887 (low cost from a
mobile).
A reminder that there are iPads available in both Cloch Housing
and Oak Tree Housing Association offices which are available
for use if you are unable to access a computer/ laptop etc. to
place bids yourself. You just need to bring in your User ID and
Pin number to be able to log in. Alternatively, if you are unable
to place a bid at all electronically, please contact the ICHR to
arrange for your bid to be placed.
The ICHR has had a busy period over the last 3 months with
a total of 67 properties advertised since our return from the
Christmas break and 427 new applications received from 24
December 2015 to 2 March 2016. In that time the ICHR has
also processed 56 changes in applicant circumstances. All
properties can be seen via our website at www.inverclydechr.org.
uk or you can follow us on twitter @inverclydechr, we currently
have 268 followers.
Mutual Exchanges
A reminder to all applicants that if you are looking to mutual
exchange you can register via www.houseexchange.org.uk. Oak
Tree Housing Association, Cloch Housing Association, Larkfield
Housing Association and Link Housing Association have all
joined the scheme. This means that if you are a tenant of any
of these associations you can register with House Exchange free
of charge. If you need any help with registering please contact
the ICHR team who will be able to provide you with assistance.

STAFF CHANGES
Welcomes!!
The
Association
is delighted
to welcome
new staff
member
Scott
Graham.
Scott has
taken up
the newly created post of ICT
Manager within the company.
This role is shared with our
partner organisation, Oak Tree
Housing Association. He will be
responsible for the development
and maintenance of both
organisations’ ICT systems as
well as business continuity from
an ICT perspective.

Goodbyes!!
Cloch will bid their Office Services Manager
Mary Campbell a fond farewell when she retires
in August following 13 years of service. Mary
started with Cloch in 2003 covering a maternity
leave and then became a permanent member of
staff in 2004 following an external recruitment
process for our Office Services Manager. Mary’s
knowledge and skills will be a great loss to the
Association but we wish her all our very best for
a long and happy retirement.

PLAY AREA UPGRADES
Two play areas were identified in our
2015/16 planned maintenance programme
to be upgraded:
• Weir Street / Leitch Street
• Whinhill (Riverside Road)
The scope of works and the procurement
for these two areas were undertaken by
our Wider Action Consultants: Community
Links. In general the works related to the
renewal of the soft play surfaces, some
new play equipment and seating etc.

We are also
pleased to
welcome
Mareta
Greig as
our Care
& Repair
Project
Officer
(part time).
Many of you will remember
Mareta when she worked
for Cloch as a Housing
Assistant. Since leaving
us Mareta has worked
as an Executive Personal
Assistant within the private
sector and a Housing
Assistant with another
housing association.

After tender the contract was awarded to
Resolution Grounds Maintenance. Works
started in May 2016 and are expected to be
completed by August 2016.
Once complete these play parks will provide
the local children in the area with a safe
and modern environment to play in and a
more pleasant space within the community.

PHOTOGRAPHIC
COMPETITION
Are you a budding photographer or are
you looking for a challenge? Then we
might just have the competition for you.
Each year we produce a calendar which
is sent out to our tenants and this year
we’d like to get our tenants involved. To
be in with a chance of winning a £50
voucher simply send us your best snaps
of Inverclyde to office@clochhousing.org.
uk and we’ll select one winner.
By sending your entry you acknowledge
that if you win you are happy to have your
photo published as part of our calendar
of which suitable attribution will be
given. Entrants must be a tenant of Cloch
Housing Association.
Disclaimer: Committee, staff
and their family
members are not
permitted
to enter.
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Can you find 8 things that are wrong with this
picture, once you have highlighted them colour
the picture in and send it back to us to be in
with a chance to win one of the following prizes.

1st Prize: £15 Argos Voucher
2nd Prize: £10 Argos Voucher
3rd Prize: £5 Argos Voucher
Complete entries must be returned to us by
Wednesday 31st August, good luck.
Disclaimer: Committee, staff and their family members are not
permitted to enter.

Name: ............................................................
Address:.........................................................
......................................................................
Age:................................................................
Parent or Guardian:.........................................
Contact Number:............................................

Spring Competition Winners
Well done to our finalists

1ST PLACE
Ruby Whyte

2ND PLACE
Jay Porter

3RD PLACE
Zara Homer

Argos vouchers go to the winners who are:
1st Prize £15

Ruby Whyte, age 7

2nd Prize £10

Jay Porter, age 6

3rd Prize £5

Zara Homer, age 6
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