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Cloch take
AGM into
Community

It’s that time of year when we
hold our
Annual General Meeting to pro
vide
information on how we performe
d during
2014/15 and an outline of up
and coming
projects for 2015/16. This yea
r we are
holding the event at the new Gib
shill
Community Centre, Lansbury
Street,
Greenock at 7:00p.m. on 17th
September
2015.
This year our AGM will be preced
ed by
a Special General Meeting to allo
w the
membership to consider a Rule
change that is
being implemented across the
housing sector.
Anyone can attend these meetin
gs but it is
only members that can vote at
them.
Being a member of the Associ
ation allows
you to vote at General Meetings
on issues
that concern the Association’s
tenants
and residents; to join all you hav
e to do is
complete a short application for
m and pay
£1 joining fee. Fur ther informatio
n can be
obtained from your Housing Off
icer or by
calling the office on 783637.
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Soft
Play

And
lots
more

www.clochhou

The Launch of
“Superhero
neighbour
Award”
this includes young

people, “Do you know
someone who goes above
and beyond to help
others?”

Monday & Tuesday: 9.00 – 5.00pm
OFFICE
Wednesday: 9.00 – 5.00pm (closed 9-12noon
OPENING
on the last Wednesday of the month)
HOURS
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UPDATE ON GARDEN
COMPETITION
Due to the late arrival of summer,
we have extended the closing date
for our garden competition to
Friday 31st July 2015.
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.
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.
The gardens will be judged
on their appearance, care and
attention and originality. ISS who
currently provide our landscape
maintenance services have agreed
to sponsor our garden competition
and will be providing the prizes to
be presented at our AGM.

Future Skills
The internet is a big part of our daily lives as we now do so much
online, such as applying for jobs and benefits, banking, shopping and
accessing information and advice.
Some people don’t have computer skills or access to the internet, and
Future Skills can help the people of Inverclyde, thanks to the Big Lottery
Fund. Future Skills is being funded by the Big Lottery until November
2015 and have a team of experts who can offer one to one training, in
your home or at a local venue.

KEEPING THOSE LANDINGS
CLEAN AND CLUTTER FREE
The Association carries out
regular checks to all stock in
relation to Estate Management.
During the visits, staff check the
following areas:
• Landings
• Gutters
• Close doors
• Fencing
• Pathways
• Drying areas
• Bin stores
• Roof tiles
• Building fabric
• Any health and safety issues
In relation to closes in particular,
it is most important that landings
are kept free of items especially
bikes, as the Association has
been advised by Strathclyde
Fire and Rescue that items on

landings pose a health and safety
risk, should there be a fire in the
close. In particular, bikes pose a
greater risk as the rubber tyres
are extremely combustible and
are toxic when they burn.
In addition, it is extremely
important that tenants ensure
their properties are kept clean
and tidy. Residents living in closes
are asked to clean their landing
and stairs weekly on a rota basis
with their neighbour, ensuring
that all common areas, bin areas
are also cleaned.
If you would like a free
Fire Safety check or further
information at your property
to keep you right you can
contact the Association by
phone 01475 783637, email
office@clochhousing.org.uk or
twitter @clochHA,

Swimathon Success!
On 18th April 2015 Richard Browning, our
resident swimmer here at the office, took
the plunge swimming 5 Kilometres in aid of
Marie Curie Cancer Care. The swim was in the
afternoon and took Richard a total of 1:31:40 to
complete, raising a grand total of £381. Thank
you to all who generously donated.
The Swimathon event is held annually, if you
would like more information on how you can
get involved in next year’s swim - please visit:
www.swimathon.org

Richard Browning Social Media & Web
Development Assistant

ANNUAL TENANCY VISIT UPDATE
All single tenants have had their Annual Tenant Visit carried out
by a member of the Housing Services team. We are now contacting
all remaining tenants by telephone and/or in writing to arrange an
appointment for their Annual Tenancy Visit. If the date given isn’t
convenient for you, please get in touch and we will rearrange this
appointment with you.
Cloch Housing Association have introduced Annual Tenancy Visits
because we want to meet with all our tenants at least once a year to help
improve the service you receive, understand any issues or difficulties, and
carry out a property inspection.
Please remember during your Annual Tenancy Visit we will need to see
identification for each of the named tenants of the property.

Cloch Finds Their
250th Follower!
Got twitter? We’ve been posting regularly on our
Twitter account with the aim to keep our users up
to date with what is going on here at Cloch. We
would like to thank everyone who got involved in
our twitter competition which was published in
our Spring Newsletter of this year. We would also
like to congratulate @PigChillas who was our
250th Follower and received a gift voucher
for £50.
If you would like to join in on the conversations
you can find us by searching “@
ClochHA”, typing the following in
your address bar “www.twitter.
com/ClochHA” or alternatively
you can scan the QR code
provided below.
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The end of the
Inverclyde
Common
Right to Buy
Housing
in Scotland
Register (ICHR)
– Update as at
25 June 2015
The ICHR has recently undergone a period of review in terms
of its Allocation Policy. The policy has been reviewed by staff,
management, committee, services users and applicants and all
comments were taken into consideration. The final, updated
policy is now at the approval stage, and once approved, will be
implemented later on in the year.
We are also looking at moving over to new software later in the
year, this is currently in the initial stage of development. All ICHR
applicants will be written to giving further details in respect of this.
The ICHR has had a busy period over the last 3 months with a
total of 83 properties advertised up to 27 June 2015 and 250 new
applications received from 1 April to 25 June 2015. All properties
can be seen via our website at www.inverclydechr.org.uk or you can
follow us on twitter @inverclydechr, we currently have 154 followers.

The Right to Buy is ending for
all tenants of social housing in
Scotland on 1 August 2016. This
is part of the Housing (Scotland)
Act 2014 and is not affected by
the recent government proposals
contained within the Queen’s
Speech which refer to England and
Wales only.
Tenants who currently have the
Right to Buy now have just over
one year to apply to buy their
homes before the right is abolished
in 2016.
The Right to Buy was brought in
across the UK by the government
in 1980, The Right to Buy rules can
be difficult to understand. Some
tenants do not have the Right to
Buy at all. Only just over 300 of
the Associations tenants currently
have the Right to Buy as a result of
the Association’s charitable status.
These tenants are those who have
transferred from Inverclyde Council
or Scottish Homes as a result of
stock transfers, if you are unsure
if you have the Right to Buy please
contact your Housing Officer.
Right to Buy has driven-up
home ownership in Scotland.
But it has also contributed to an
acute shortage of social housing
and that is why the Scottish
government said it wanted to end
this right.
The time you will have to buy your
home before Right to Buy ends is
called the notice period. The notice

period ends on 31 July 2016. If
you are able to exercise your Right
to Buy, you can apply to do so up
to 31 July 2016. Any application
made after that date will not be
accepted as there will no longer
be a Right to Buy. As long as your
application is submitted by the
end of the notice period, it will be
considered in the usual way.
If you are considering applying
close to the end of the notice
period you may wish to take your
application form personally to
our offices to make sure that we
receive it on time. Your application
has to be valid, so make sure that
all the details on the form are
correct. It would make sense not to
leave your application to the end of
the notice period so that there is
time to resolve any problems that
may arise. If you have arrears of
rent or council tax when you apply
to buy your home, the Association
can refuse to sell it to you. You
should therefore check that all your
payments are up to date in case
this causes a problem.

If you would like more
information about the Right to
Buy or are unsure whether you
have this right please contact
your Housing Officer at the
office or visit www.gov.scot
and search for Right to Buy.

BEDROOM TAX &
DISCRETIONARY
HOUSING
PAYMENT UPDATE

Inverclyde Council is
still
processing Discretio
nary
Housing Payment (D
HP)
applications from la
st year,
after which they will
begin
working on new appl
ications.
If you have a query
regarding
your DHP applicatio
n please
contact Inverclyde Co
uncil on
0800 013 1375.
Tenants already in re
ceipt of
DHP do not need to
reapply.
Tenants who have pr
eviously
been refused or have
never
made an application
for
DHP should apply no
w. Your
Housing Officer can
make an
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application on your
behalf,
if you agree to this ov
er the
telephone. Please co
ntact the
office on 01475 7836
37 as
soon as possible to
make an
application.
Alternatively the new
DHP
application form, wh
ich is
much shor ter and sim
pler to
complete is available
on the
Cloch Housing Associa
tion
and Inverclyde Coun
cil’s
website. A paper copy
can also
be collected from In
verclyde
Council’s Customer
Contact
Centre at Clyde Squa
re.
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Living
Wage
HOUSE
Foundation
EXCHANGE
What is house exchange?
House Exchange enables you
to proactively find a mutual
exchange - both in and outside
your local authority.
Through our simple and easy
to understand website, you will
be able to view the very latest
listings as soon as there’s a new
home available to swap, we list it!
We also offer a unique, 3 way
match service which significantly
increases your chance of finding
a suitable match.
Get started today
1. Simply visit www.
houseexchange.org.uk, choose
your landlord from the drop
down list and register your
details online.
2. Once you have registered,
your details will be approved
and we will send you your login
details by email or post. Your
property will then appear in our
database and you can search
for potential exchanges on
our website.
3. When you have found
someone to swap your home
with, contact your landlord and

they will then go through the
procedures needed to complete
your exchange.
Helpful tips
If you have no internet access
you could visit your local library
or internet cafe, ask a family
member or friend or you can
contact us and we will help you
register and find matches.
Remember any information
entered on the website will be
available to other registered
users. If you do not want people
to contact you directly fill in
the alternative contact details
when registering.
We hope you find this website
useful and wish you every
success in finding your
new home.

The Living Wage Foundation,
in partnership with Poverty
Alliance, is pleased to announce
that Cloch Housing Association
has been accredited as a Living
Wage employer.
The Living Wage commitment
will see everyone working at Cloch
HA, regardless of whether they
are permanent employees receive
a minimum hourly wage of £7.85
- significantly higher than the
national minimum wage of £6.50.
Cloch HA will encourage all third
party contractors and suppliers to
also adopt the accreditation.
The Living Wage is an hourly rate
set independently and updated
annually. The Living Wage is
calculated according to the basic
cost of living using the ‘Minimum
Income Standard’ for the UK.
Decisions about what to include in
this standard are set by the public;
it is a social consensus about what
people need to make ends meet.
“Times are difficult for many
people, but those on the lowest pay
are suffering the most,” said Monica
Sheekey, Chairperson of Cloch.
“Paying a living wage makes a
huge difference to the individuals
and their families and yet does not
actually cost an employer much

Inverclyde Foodbank
Due to the impact of Welfare Reform,
rising cost of living, unemployment
and underemployment more
and more people have to rely on
foodbanks to help feed themselves
and their families in an emergency in
the short term.
Inverclyde Foodbank is a project
which has been set up to provide
emergency food supplies for those
in need. It is located at 64 West
Blackhall Street, Greenock and is
part of the i58 project. It works in
partnership with frontline agencies
that can help identify people in crisis;
Cloch Housing Association is one of
those agencies. When a client has
been identified a foodbank voucher
is issued and when this is presented
at the foodbank three days’ supply
of non perishable, in date food is
supplied. Volunteers at the foodbank
will also sit down with clients over a
cup of tea or a hot meal to flag up
any other agencies they can be put
in touch with to help solve their long
term financial problems.
All food parcels are made up of
food which has been donated by
schools, churches, businesses and
individuals. The main way food is
collected is volunteers will engage
with the public at supermarkets and
ask them to buy an extra item with
their shopping which is then donated
4

to the Foodbank.
Inverclyde Foodbank works on 100%
referral basis and vouchers can be
obtained from the following agencies:
Housing Association:
• Cloch Housing Association
• Oak Tree Housing Association
• Larkfield Housing Association
• River Clyde Homes
Integrated Organisations:
• Integrated Drug Services
• Inverclyde Council on Disability &
Learning
• HSCP
• Social & Voluntary Organisations
• Starter Packs Inverclyde
• Inverclyde Advocacy Group
• Inverclyde Homeless Services
• Inverclyde Carers
Should you wish any further
information Cloch staff will be
pleased to help.
The Foodbank is open Monday,
Wednesday and Friday from 1pm
to 4pm at West Blackhall Street,
Greenock, next to Bank of Scotland.
For enquiries contact 01475
787117, mobile number
07506530638 or email:
Inverclydefoodbank@thei58project.
com

more. It is important as a socially
responsible landlord and employer
that we practice what we preach
and also encourage our partners
and other agencies to adopt the
living wage commitment.”
Employers choose to pay the
Living Wage on a voluntary basis.
The Living Wage enjoys cross party
support, in both the Scottish and
Westminster parliaments.
Living Wage Foundation
Director, Rhys Moore said: “We
are delighted to welcome Cloch
Housing Association to the
Living Wage movement as an
accredited employer.”
“The best employers are voluntarily
signing up to pay the Living Wage
now. The Living Wage is a robust
calculation that reflects the real
cost of living, rewarding a hard
day’s work with a fair day’s pay.”
“We have accredited over 1,200
leading employers, including Cloch
HA, ranging from independent
printers, bookshops and breweries,
to well-known companies such as
Nationwide, Aviva and SSE. These
businesses recognise that clinging
to the national minimum wage is
not good for business. Customers
expect better than that.”

Cloch embraces
commitment to Equalities
& Diversity – Policy Review
Cloch Housing Association
is reviewing our policy and
approaches to Equalities
and Diversity. We are
bringing our policy into
line with the most recent
legislation and recognising
the nine protected
characteristics covered in
the 2010 Equalities Act.
As a landlord, employer
and a service procurer and
user, we seek to embrace
diversity, promote equal
opportunities for all and
eliminate any unlawful
discrimination in all areas
of our work.
Our plan is to revise our
current policy and approach
to Equalities and Diversity
– and to start the process
we held a short life working
group to consider and
research equalities and
outline areas where we fell
short. We then revised
the policy, action plan and
impact assessment and

sought feedback from some
external organisations,
before our Management
Committee considering a
draft. The next stage is
external consultation with
our residents and other
equalities based groups
such as Inverclyde Council
on Disability (ICoD) and Your
Voice, before finalising the
policy with our Committee.
Training will then follow on
for all staff and committee
members at Cloch to
ensure that everyone is
aware of our commitment
and responsibilities and
that we can practice what
we preach.
Should you wish to see a
copy of our draft or meet
with someone from the
Association to talk through
the policy, or find out
more, please contact either
Shonaid or Kelly in Office
Services who will be happy
to assist.
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ARE YOU READY FOR
UNIVERSAL CREDIT?
Universal Credit is the biggest
change in the welfare system in a
generation and will have a huge
impact on housing associations
and their tenants.
Single people that are changing
to a new benefit in October 2015
will be the first residents in
Inverclyde to receive Universal
Credit.

Universal Credit aims to:
• Simplify the benefits system by
replacing six existing benefits
with a single monthly payment.
The six benefits being:
1.
2.
3.
4.
5.

Working Tax Credit
Child Tax Credit
Housing Benefit
Income Support
Income-based Jobseeker’s
Allowance
6. Income-related Employment
and Support Allowance.
• And increase work incentives for
those who are unemployed or
working part-time.

How will it be paid?
Universal Credit can be awarded
to a single person or to a couple
jointly – where a couple makes a
joint claim they will have to decide
who receives the single payment.
For most households Universal
Credit will be paid in arrears as a
single monthly payment, aiming
to replicate the experience of
most people in work. This will
be a change for many people
already receiving benefits who are
used to budgeting on a weekly or
fortnightly basis.
Many current claimants have
their housing benefit paid directly
to the Association, whereas under
Universal Credit, most tenants will
receive the housing element of the
new benefit paid into their own
bank accounts.

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

• under the qualifying age for
pension credit.

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

Need help claiming Universal
Credit online?
Call the helpline if you need help
making your claim online.
Universal Credit helpline
Telephone: 0345 600 0723
Textphone: 0345 600 0743

Since our last newsletter
the Association has lost
a dear friend and valued
colleague. Andrew Cassels,
our Senior Maintenance
Officer, was involved in a fatal
road accident on Saturday
28th March 2015.
Andrew joined the
Association in 2001 and was
responsible for overseeing
many of our developments
and improvements during
this time.
The Association has been
overwhelmed with condolences
and sympathy from across
the housing sector. He will
be sorely missed by his
colleagues and friends. Our
grief and sadness, however,
will be little compared to what
Andrew’s family will be feeling.
Our thoughts and sympathies
go out to them.
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FREE Home Fire Safety Visit
and FREE Smoke Alarms

Fire can happen to anyone.

Visits are easy to arrange.

But it is our job to help make sure your home is as
safe from fire as it can be. This is why we provide
free Home Fire Safety Visits. Our staff can help
you spot a possible fire hazard, offer advice and
guidance and fit smoke alarms free of charge if your
home requires them.

A Home Fire Safety Visit can be organised at a time
that suits you, day or night. The Service would also
like community members to think about anyone
they know who could be at risk from fire. It could be
a friend, relative, or neighbour.

A Home Fire Safety Visit only takes around 20
minutes. And that 20 minutes might just save your
life.

To book a free Home Fire Safety Visit for you, or for
someone you know:

CALL 0800 0731 999
or visit www.firescotland.gov.uk
Always ask for official identification - all employees
of the Scottish Fire and Rescue Service will be happy
to produce this on request.

Fact.

Every hour of every day
there’s a house fire in Scotland.
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CHP SYSTEM UPDATE...
Existing CHP system
Both the boilers have now been replaced.
This was done to ensure that residents still have heating until
the new individual heating system can be installed.

Where we are with the new installation
Cloch have now appointed a consultant to assist with tender
documentation and this has been sent out to interested parties.
The returned tenders will be scrutinised and the successful
contractor appointed. All residents will be lettered as and when
the project develops.
5

PEST CONTROL
How to deal with insects and vermin

Every year we receive many calls from tenants in our areas requesting
help and advice on dealing with many annoying insects and pests. This
article offers tenants advice on how to tackle an infestation of these
pests and confirms the limited circumstances where we will instruct
work to remedy the problem.
Cloch Housing Association will only assist with pest control in the
following circumstances:
• where the action we suggest in this leaflet has clearly been tried by the
tenant and this has not resolved the problem, or
• where we have specifically stated we would take action in this leaflet.

The thinking behind our policy is based on the following:
• Pest problems are very common and in most cases of a very minor
nature.
• People have different levels of tolerance and different views of whether
wildlife should be harmed or encouraged in areas where people live.
• It is easy to buy cheap products which will deal with common
infestations.
• Lifestyles and habits can affect whether an infestation occurs or how
hard it is to treat.
• Only a small number of pest problems could affect your health or
safety. Most are completely harmless to humans.

Wasps and bees

Ants and other insects
Garden ants, although not classified as a
‘Public Health’ threat, are a nuisance and can
be difficult to get rid of. Inverclyde Council
Pest Control Service will not deal with ant
problems, however the following advice may
be useful.
Garden ants usually nest outdoors in grass,
under slabs and in flowerbeds. Although they
live outdoors they can and do find their way
indoors through gaps in brickwork, at windows
and doors etc. in search of foods. Removing
any spillages of foodstuffs and by making
sure that sweet foods in particular are stored
securely in containers will discourage ants from
entering your home.
You can treat areas affected by ants and
other crawling insects, however you have to be
thorough in your methods. Apply a residual
insecticide for crawling insects that you will be
able to buy at DIY stores and garden centres.
This insecticide should be applied to the
entrance to the nest, if you know where it is, or

at the areas where you
find ants entering your
home. You should
also apply the
insecticide
where waste and other
service pipes enter and leave
the building, for example at
your kitchen sink waste pipe.
The same advice and information can be
applied when dealing with spider mites or any
other crawling insects such as cockroaches and
dermestes beetle.

Vermin

Action by Cloch Housing Association

Pigeons

Other animals and birds

Discouraging these
creatures from gathering
by limiting their access
to food is the best
preventative action that
you can take. While we
appreciate that it has been
a custom for many people
over the years to feed birds,
this unfortunately can
cause serious problems with bird fouling
and other damage to the building. Pigeon
droppings can also present a health hazard to
children in particular.

We occasionally receive reports of other
creatures setting up home in our buildings.
Squirrels and birds in loft areas are a fairly
common scenario.

Inverclyde Council will deal with wasp
problems. You can take steps to deal with, or
minimise, the effects of wasps entering your
property. Once again, keeping foodstuffs that
will attract these insects properly contained
will discourage the insects from entering your
home. If you discover wasp nests you should
not disturb the nest as you may provoke an
attacking swarm. However, some insecticide
placed at, or near, the entrance to the nest
will kill off the insects inside usually within a
24-hour period.
Extreme care should be taken if you decide
to take such a course of action. Most wasps’
nests are located in isolated areas of buildings
such as in the eaves of a roof. Generally
speaking, the best advice would be to leave
these nests alone if the insects are not causing
any harm or creating a serious nuisance. Bees’
nests, unlike wasps, cannot be disturbed in
any way. If a bees’ nest is causing a serious
nuisance then only a registered Bee Keeper
can remove it. Fortunately instances of bees’
nests being discovered in our properties are
very rare. Early in the season, reports of wasp
nests are usually actually masonary bees and
these cannot be harmed in any way.

Action by Cloch Housing Association

Action by Cloch Housing Association

Should you suspect that you have such a case,
then please contact our office. We will endeavour
to seal off access points to the affected areas
and make good any damage caused. Nesting
birds are protected and cannot be removed.
Once they have finished nesting, the access can
be stopped up to avoid future problems.

If you are experiencing a serious problem with
wasps in your property however, then we will
deal with the problem where the wasps are
causing our tenants harm or creating a serious
nuisance. In such a case, we will visit the
property to determine the severity and cause
of the problem and take action as appropriate.

Inverclyde Council Safer
Communities provide a service to
Council Tax payers for the removal
of vermin (mainly mice and rats)
and in all such cases you should
contact them on 0147
714200 to arrange a visit.

General Advice
If you have any concerns regarding any
creature you discover in your property,
we would advise you to contact Inverclyde
Council Safer Communities for advice.
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If the tenant has attempted to tackle the
infestation and followed all the advice and
guidance given, Cloch Housing Association may
visit the property and decide if it is appropriate
to fill any gaps in brickwork, windows etc where
the insects are coming in.

The Pest Control Officers will usually
lay baits to deal with the rodents
and may identify areas where the
creatures are gaining access. Cloch
Housing Association will assist if
remedial work to access points is
required.

Our repairs team can also give you some
guidelines, but they generally will be using
information from the Council when doing this.
More information and useful advice on all
of the above can be found from Inverclyde
Council.

Safer Communities
40 West Stewart Street, Greenock PA15 1YA,
Tel: 01475 714200
safer.communities@inverclyde.gov.uk
www.inverclyde.gov.uk
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CLOCH’S ANNUAL
COMPLAINTS
PERFORMANCE
STAGE 1 COMPLAINTS

In the Spring edition
of our newsletter we
reported on complai
nts and what we can
learn. In our Summer
edition we report on
our
performance within
the year 1 April 2014
– 31
March 2015. To repo
rt is a requirement of
the
Complaint’s Handlin
g Procedure, followi
ng
the adoption of the SP
SO’s Model Complai
nts
Handling Procedure
by the Association on
1
October 2012.

Stage 1’s

There were 184 Stage 1 complaints during the year from 1 April 2014 – 31
March 2015.
The target for dealing with these complaints is 5 working days. In general
performance has been good in this area. Out of a total of 184 complaints,
only 25 complaints were completed outwith target. This can be broken down
as 19 within the Property Service Department, 5 within Housing Services and
1 within Office Services. It is anticipated that the majority of complaints are
recorded within the Property Services section due to the nature of their work,
however, refresher training has been undertaken in all departments to ensure
that staff are aware of the complaints timescales and that they are met.

Outcome

Property Housing
Office
Services Services Services

No.

141

39

4

184

No. In timescale

122

34

3

159

Pending

0

0

0

0

Late

19

5

1

25

% resolved in timescale

87%

87%

75%

86%

Average time to resolve (working days)

3.76

2.23

3.00

2.71

5

5

5

5

Target (working days)

ANALYSIS

In general, the majority of Stage 1 complaints involve straight forward
issues which are resolved immediately – a contractor not turning up for
example. For complaints where the contractor was at fault, the Property
Services Team will raise this issue with the contractor and use complaints
to monitor performance. Only a small number of complaints require further
action. It is inevitable with the volume of work in repairs, as well as annual
Gas Servicing, that some problems will arise.
Within Housing Services, in areas where explanations were necessary, these
related mostly to complaints of Anti Social Behaviour. The tenant’s perception
had been that staff were not taking action, when in fact tenancies were being
monitored or evidence gathering was underway. When this progress was
reported to the tenants, they were satisfied with this. A Tenant Satisfaction
Survey has now been compiled to collate more specific information on how
well we deal with complaints of anti-social behaviour, this will be sent out
when a complaint reaches its conclusion. We will analyse this information and
use it to monitor and improve our performance.

STAGE 2 COMPLAINTS

Outcomes stage 1
Outcome

Property Housing
Office
Services Services Services

Explanation

52

18

0

70

Other

0

2

0

2

Pending

0

0

0

0

Refuted

27

4

0

31

Upheld – Contractor service issue

21

7

2

30

Upheld – CHA service issue

28

8

2

38

Work / Inspection Required

13

0

0

13

Complaint Pending

0

0

0

0

141

39

4

184

Care &
Repair

TOTAL

Total

Outcome

Property Housing
Services Services

No.

23

7

1

31

No. In timescale

20

6

1

27

Pending

1

0

0

1

Late

2

1

0

3

% resolved in timescale

97%

86%

100%

90%

Average time to resolve (working days)

12.45

6.71

3.00

10.80

20

20

20

20

Care &
Repair

TOTAL

Target (working days)

ANALYSIS

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

In the Spring newsletter we reported specific changes to our working
practices which have been made as a result of issues raised from
complaints throughout the year.
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.

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 too. Many
of these relate to the speed or efficiency of
staff and contractors in responding to repair
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TOTAL

Stage 2’s

There were 31 Stage 2 complaints raised within the year 1 April 2014 – 31
March 2015.
The target for responding to these complaints is 20 working days; again
performance has been good in this area. 27 complaints made to the
Association were responded to within the set timescale, 3 complaints were
not completed on time, 1 in Housing Services and 2 in Property Services.
Property Services also had 1 Stage 2 complaint pending as at 31 March
2015. Staff training has been delivered on the logging and completion of
complaints where the information entered is used to collate our statistics to
ensure accuracy in reporting.

LEARNING FROM COMPLAINTS

TOTAL

Outcomes stage 2’s
Outcome

Property Housing
Services Services

Explanation

3

4

0

7

Other

0

0

0

0

Pending

0

0

0

0

Refuted

8

3

1

12

Upheld – Contractor service issue

3

0

0

3

Upheld – CHA service issue

8

0

0

8

Work / Inspection Required

0

0

0

0

Complaint Pending

0

0

0

0

Total

22

7

1

30

reporting. Overall the Association offers 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 23 compliments were
recorded, 17 within Property Services and 6
within Housing Services.

All compliments
Service Area

No.

Property Services

17

Housing Services

6

Total

23
7

Staff Changes
Since our last newsletter we have
had 2 new permanent members of
staff join the Association.
Within the Care & Repair team
we are pleased to welcome Nigel
Lack who has taken up the post of
Project Officer (part time) who will
be working on a Monday, Tuesday
and Wednesday.
We are also delighted to

welcome Laura Young who
joins the Association’s Housing
section as our Customer Services
Officer. Laura has come from a
background working within the
housing sector and we welcome
her on board.
Our own Craig Patrick was the
successful candidate to the post
of Housing Assistant following an

Nigel Lack

Laura Young

internal recruitment drive.
We were sorry to say goodbye to
Mareta Greig (Housing Assistant)
who left to take up a change in
career and to Helena Tuer (Care &
Repair Project Officer). We wish
Mareta & Helena every success in

Kids Corner:
“Who’s Hiding?”

Mareta Greig

Helena Tuer

their new posts.
The Association also welcomes
Tom Devine and Calum McLeod
who have been employed on a
temporary basis to help cover
staff absences within the Property
Services section.

Six boys and girls came to the picnic, but they are hiding.
Find them, and colour in the picture for a chance to win one
of the following prizes listed below:

1st Prize: £15 Argos Voucher
2nd Prize: £10 Argos Voucher
3rd Prize: £5 Argos Voucher
Complete entries must be returned to us by
Monday 31st August 2015, 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

Thanks to everyone who
entered the “Easter Eg g
word hunt”
competition in our Sprin
g Newsletter, the winners
who will
receive an Argos Gift Vo
ucher are:
First Prize £15
Ruby White age 6
Second Prize £10 Kelse
y Smith age 7
Third Prize £5
Liam Peoples age 9

CLOCH HOUSING ASSOCIATION LTD

WELL
DONE!
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