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provide services to Renfrewshire and 
East Renfrewshire Council also. Some 
staff were transferred into roles with 
Bridgewater for 1/4/2019.

We launched our first Corporate Social 
Responsibility Policy which has a range 
of delivery arms, from charity and fund 
raising, through to giving staff time to 
participate in our Volunteering Scheme.  
This has allowed staff to work with 
Belville Community Garden, the Bee 
Corridor Project and the Foodbank at 
Christmas.

Finally, our governance arrangements.  
I was re-elected for a 3rd year as 
Chairperson of the Association following 
the AGM in September 2018 and 
Monica Sheekey continued as Vice 
Chair.  We were fortunate to be joined 
by 3 new Board Members in Spring 
following a recruitment exercise, and 
also the return of Jackie McKelvie as an 
Oak Tree HA nominee.  The Board work 
with a Training & Development Plan and 
receive training and awareness sessions 
throughout the year.  We finished our 

Governance Self-Assessment project 
where consideration and evidence 
is provided as to how informed and 
compliant the governing body are 
against the regulatory standards outlined 
by the Scottish Housing Regulator.  This 
was successful and we are looking to 
start afresh in 2019 with the new revised 
regulatory standards.

In December 2018, we held a Business 
Strategy Day which involved looking at 
our progress with the 2017-20 Business 
Plan and exploring areas which we 
need to prepare for in the months and 
years ahead.  One of these areas was 
the current relationship with our parent 
organisation, Oak Tree HA and in 
2019, there will be further work taking 
place between both governing bodies 
and senior teams to outline what the 
future relationship could and should 
look like.  All tenants and members 
will be kept informed should there be 
any proposed changes to our current 
arrangements.  

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 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

Looking back on the previous year it is 
amazing how much we have achieved 
and throughout this report you will 
find details of our achievements and 
improvements made during the year. 

We focussed heavily on our 50th year 
during the course of 2018, which 
included a heritage project resulting in 
the Cloch Souvenir Book, a short film 
about the Association, our Big 50th 
Gala Day which involved hundreds 
of people, young and old, from our 
communities having a special day at the 
Town Hall. Having raised over £1,500 
for charitable causes throughout the 
year, our anniversary was topped off 
with an event at the Scottish Parliament, 
sponsored by Stuart McMillan MSP.  

Along with speeches, the Association 
received 2 awards which we had been 
working towards – Investors in Young 
People Award and Customer Service 
Excellence Award.  

We launched our Customer Connections 
team in April 2018 which was our 
response to a significant customer 
service project highlighting that our 
customers wanted and deserved a more 
responsive customer focussed range 
of services.  The set-up of this team 
ensures that we now have a team who 
answer calls and enquiries on a range of 
services, first time.  

Our commitment to two Modern 
Apprentices has continued and we have 

two local young people in 18-month 
apprenticeships, gaining relevant 
qualifications and learning about 
careers and jobs within the Housing 
Sector.  They have taken part in our 
wider role activities, including the Short 
Film and Parliament visit.  In partnership 
with Oak Tree and Larkfield, the Energy 
Activator Project was launched which 
sees 3 Energy Activators working with the 
Associations and the communities and 
helping people measure and improve 
their carbon efficiency and fuel usage.  
This project is funded by the Climate 
Challenge Fund and operated through 
Keep Scotland Beautiful.  

Our teams have been working hard on 
replacing our previous contractor with 
MPS Housing, who are settling in well 
and we have also continued to deliver 
our planned maintenance programme 
which has included our Painting 
Contract with JS McColl’s (16 closes 
and 6 houses), our Kitchen Contract with 
CCG (66 kitchens completed in Year 2), 
and our boiler replacement contract with 
CMBS replacing 17 boilers. In addition, 
we have started a 3-year bathroom 
replacement contract with CMBS and 
replaced 62 bathrooms.    

It was with regret that 2018 – 19 was 
the final year of Cloch providing the 
Inverclyde Care & Repair Service.  
Following severe budget cuts by 
Inverclyde Council and an inability to 
attract additional funding Cloch could 
not meet the service demands based 
on the available budget. Bridgewater 
Housing Association has now taken 
over the service, and their team 

CHAIRPERSON’S 
WELCOME

Following a really successful celebratory 50th 
year in 2018, it gives me great pleasure to 
present our Annual Report, in my 3rd year as 
Chair of Cloch Housing Association.   

This edition of the Annual Review celebrates Cloch turning 
50.  The year was full of events and celebrations of an 
organisation that has grown from the nugget of an idea by 
a few worthies of Greenock to what we have today.  These 
citizens wanted to improve housing and stop the migration 
of its families out of Greenock by providing good quality 
affordable family homes.  So, in 2018/2019, we could 
hold our heads up and acknowledge our founders, safe 
in the knowledge that we are continuing their vision and 
safeguarding their legacy.

We started the year with launching a 6 month long heritage 
project funded by the Heritage Lottery 
Fund.  With the help of Paul Bristow 
of the Magic Torch, we worked with 
staff, Board Members and customers 
to find stories about working at 
Cloch and living in a Cloch house.  
We also looked further back at the 
history of some of the areas we have 
houses.  The outcome was our 50th 
Anniversary Souvenir Book, packed 
with stories, history and comic strips.  

The book became a focal point of our celebrations at the 
Scottish Parliament.  Sponsored by our local MSP, Stewart 
MacMillan, this evening event showcased the best of Cloch 
in front of an audience made up of customers, staff, Board, 
other local housing associations, the Council, the Scottish 
Federation of Housing Associations and Glasgow and West 
of Scotland Forum.

In the summer, a spectacular Gala Day was held at 
Greenock Town Hall.  With a giant T-rex roaming the room, 
700 customers and local people enjoyed almost 30 stalls, 

music from local band, Black Dove and a workshop on 
how to create a comic book hero.

Staff did their part and 
fundraised for local charities 
with a quiz and a Walking 
Football Tournament, 
splitting over £1,500 
between Underheugh Ark, 
Crohns and Colitis Scotland 
and Compassionate 
Inverclyde.

Fifty Years Old

4 5
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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 they would like to be considered for. 

At the end of March 2019, there were 3905 
applicants on the joint list seeking rehousing. 
Inverclyde Common Housing Register processed 1608 
new applications for housing in 2018/2019.

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 anti-social behaviour.

Our Stock
At 31 March 2019, the Association owned 1366 self-contained properties, 21 non-self-contained bed spaces, 4 Garages 
and held an interest in 19 shared ownership properties. Our self-contained stock profile at 31 March 2019 is detailed below:

 House High Rise Tenement 4 in a block Other flat / maisonette Total Average Weekly Rent

1 APT 0 0 6 0 0 6 £70.54 

2 APT 0 0 321 4 51 376 £79.48 

3 APT 392 0 287 32 4 715 £88.74 

4 APT 213 0 23 0 14 251 £100.92 

5 APT+ 19 0 0 0 0 19 £114.64 

TOTAL SC 624 0 637 36 69 1367 £88.70 

7

Existing tenants that were transferred to 
more suitable housing 10

Applicants who were assessed as statutory 
homeless by the local authority  18

Applicants from our housing list (ICHR) 78

Nominations from the local authority or 
Inverclyde HSCP 12

Lets from other sources 0

Total 118

The Association re-let 118 
properties during the year 
compared to 160 in 2017/2018. 
The void rent loss as a percentage 
of rent increased from 0.67% in 
2017/2018 to 0.74%. 

We re-let our vacant properties 
with an average turnaround time of 
33.45 days. This is higher than in 
previous years and up from 20.58 
days during 2017/2018. This is 
an area the association will focus 
on during 2019/2020 to improve 
performance.

18 homeless applicants were 
rehoused; 17 homeless referrals 
were successful resulting in offers of 
accommodation as was a homeless 
applicant who had registered 
on Inverclyde Common Housing 
Register (ICHR). Cloch also allocates 
properties to be used as temporary 
furnished accommodation for 
homeless people.

Re-lets & 
empty homes 

Housing Those 
in Need
In 2018/2019 we met the housing needs of 
118 households;

Housing Services Housing Services

Team Building day winning team
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Actual Arrears (Non-Technical) 2017/2018 Actual Arrears (Non-Technical) 2018/2019

£ % £ %

Current Tenant £75,388 1.21% £72,065 1.11%

Former Tenant £22,913 0.37% £30,296 0.47%

Total Arrears £98,302 1.58% £102,361   1.58%

Rent Arrears
The Association’s rent arrears position at the end of 
2018/2019 for current (non - technical) arrears was 
1.11% against a target of 1.30% for the year. This has 
improved compared to the previous financial year’s 
position of 1.21% and this is against backdrop of the 
effects of Universal Credit on the Association’s cash 
collection and arrears management procedures. 

Our Housing Services Team, along with our partners 
including The Simon Community, Financial Fitness and 
Future Skills; continue to offer support and offer guidance 
to those tenants affected by welfare 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 sustain their tenancies. 

Legal Action
The Association initiated 12 new court actions for 
recovery of possession during 2018/2019. 14 Decree 
for evictions were obtained following court action 
(2 for cases from previous year), with 12 of these 
for non-payment of rent; 6 of these were 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. 

98

Anti-Social 
Behaviour
Despite antisocial behaviour being one of the 
most difficult and complex aspects of our work, 
performance during 2018/2019 was good in that 
over 96% of cases were resolved within the target 
time.

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 issue head 
on. Last year our team dealt with 132 new anti-
social behaviour complaints in the last year. 

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 
carry out close & estate inspections on a quarterly 
basis. Ad hoc inspections to deal with problems 
are carried out more frequently as required. We 
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.

Housing Services Housing Services

Gala day entertainment from Black Dove

Heritage Project
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Property Services

Procuring Works
We successfully procured the following contracts / works:

Contract Successful contractor Value of 
Contract

Reactive & Voids Maintenance – 4 years + 1 year extension 
option

MPS Housing £4.0 Million

Bathroom Renewals (336) – 3 years + 1 + 1 year extension 
options

CMBS £287,000

Aids and Adaptations Contract – 2 years + 1 + 1 year 
extension options

L&D Services Approx 
£100,000 p.a

Gutter Cleaning & Roof Anchor Testing – 4 years Patterson Safety Anchors £240,000

Play Park Upgrades (Clydeview & Lomond Road) Resolution Grounds Maintenance Ltd £13,000

Property Services

The Association spent £829,000 this year 
carrying out reactive repairs to our homes and 
repairing our void properties to bring them to a 
lettable standard.  

Investing and Maintaining our Homes
During 2018/19 Cloch invested over £880,000 in our homes.

Works complete Cost

Replaced 17 gas boilers with new “A” rated energy efficient condensing boilers £35,000

Renewal of 66 kitchens £216,000

Cyclical Painterwork to 16 closes and 8 homes. £113,000

Gutter Cleaning & Roof Anchor Testing £56,000

Gas Servicing & Repairs (all our 1358 gas boilers were checked in the year and on time) £224,000

Ground Maintenance £95,000

72 Medical Adaptations (wet floor showers / handrails etc) £99,000

Periodic Electrical Installation Checks £51,000

Reactive & Void Repairs

Average  
Time

2018/19 
Target

Emergency Repair 
completion

5.42 hours 2.5 hours

Non – Emergency 
Repair completion

5.57 days 4 days

Community 
Benefits
The award of the reactive and 
voids maintenance contract to 
MPS Housing Limited has secured 
a four-year full time apprenticeship 
post. It is expected to fill this post 
via the Recruit Programme in 
Autumn 2019. 

• 92% of tenants who 
responded were either very or 
fairly satisfied in general with 
the way the Association deals 
with repairs and maintenance.

• 94% of tenants who had major 
works carried out (replacement 
kitchens, boilers, bathrooms 
etc), also stated that they were 
very or fairly satisfied.

When we receive feedback where 
our customers are dissatisfied with 
any of the services we deliver, we 
discuss these with our customers 
in order to resolve them through 
our complaints handling process. 
We then review these to consider 
where we can improve on our 
delivery, including the service 
provided by our contractors.

Your Feedback
We carried out an independent customer satisfaction survey in 2018.

Visit to Scottish Parliament

Walking Football event

84.23% of non-emergency repairs were completed Right First 
Time against the target of 90%. This compares to 83.66% in 
2017/2018.

We were disappointed that our reactive and voids 
maintenance contractor consistently failed to meet the 
targets on Key Performance Indicators, as can be seen from 
the completion times (shown on left). Despite working closely 
with the contractor we were unable to drive satisfactory 
improvements. We took the decision to agree a contract 
termination. We re-tendered and awarded the contract to MPS 
Housing Services Ltd which commenced on the 1st April 2019. 
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Property Services

EESSH Update
We are currently assessing our housing stock for 
compliance with the Energy Efficiency Standard for 
Social Housing (EESSH) by December 2020 in line 
with Scottish Government`s requirements. At the 31st 
March 2019 and included in the Annual Report to the 

Charter (ARC), 88% (1204 out of 1367 homes met 
the standard). Further analysis of our stock was also 
carried out to consider what works may be necessary 
as we move closer to the 2020 deadline.

Factoring
Cloch Housing Association provided factoring services 
to over 300 owners. The common works carried out in 
2018/19 included Communal Area Cleaning, Ground 
Maintenance, Close Electrical Testing, Gutter Cleaning & 
Roof Anchor Testing and also reactive repairs.

The factoring policy was reviewed in 2018 after 
consultation with our owners, and we also progressed with 
the review of our Written Statement of Services which is 
nearing conclusion. 

We also launched our on-line portal where owners can 
register on line to manage their factoring account, view 
bills and report repairs 24 hours, 365 days a year.

More information is available at: www.myclochhousing.org.uk

What we learned and 
changed because of our 
Complaints Monitoring:
You said/We did
• Helped when we challenged contractors on poor 

performance.  In 2018/2019 we moved away from 
Novus Property Solutions and Allander Cleaning 
Services to new contractors.

• We changed some letters we send to you because 
you told us they were either inappropriate, not easy 
to understand or you felt they were not explaining the 
situation properly.

• We trained staff on communicating with you when 
they are unable to make appointments or are dealing 
with difficult issues.

13

Section Total for Year
General 2
Care & Repair 16
Housing 13
Customer Connections 18
Corporate Services 3
Property Services 25

Apr 
18

May 
18

Jun 
18

Jul  
18

Aug 
18

Sep 
18

Oct 
18

Nov 
18

Dec 
18

Jan 
19

Feb 
19

Mar 
19

Complaint 
Refuted

7 5 4 6 5 11 10 2 2 6 10 19 87

Explanation 14 5 30 11 7 11 16 13 13 19 17 12 168

Upheld - CHA 
Service Failure

2 9 15 16 11 9 6 8 8 7 6 10 107

Upheld - 
Contractor 
Service

32 42 27 34 21 25 25 10 10 21 23 17 287

Work/Inspection 
Required

2 4 2 1 1 0 2 1 1 3 2 1 20

Current 1 3 4

Total 57 65 78 68 45 56 59 34 34 57 58 62 673

Using Complaints to Improve

Compliments

“Sign up process - whole process was top notch 5/5.”

“Delighted 

with standard 

of recent 

grass cut by 

McDermott’s”

“compliment for Tom and team about new bathroom, customer is very happy.”

“Tenant thanked Lynne for her help with the foodbank referral”

“delighted with 

work carried out 

by MPS joiners”

93.3% 98.1%
stage 1 
complaints 
resolved on 
time

stage 2 
complaints 

resolved on 
time

Complaints Raised & Completed

Total number of 
complaints raised

Total number of 
complaints raisedTotal Upheld Total Upheld

686 458394 244

2018/19 2017/18

Gala Day
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Cloch HA 2018/2019

Cloch H A 2017/2018

Scottish Average

14 15

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.

Cloch Housing Association 
Ltd – Report Card 2018/19

Profile of Cloch

No of self-
contained houses

1,367

Total rent due  
in year

£6.44M

Areas of 
operation

Greenock, 
Port Glasgow, 
Inverkip

Cloch 
increased 
your weekly 
rent on 
average by 
3% during 
2018/19.

Your Weekly 
Rents

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

Tenant Satisfaction

1 apt 3 apt2 apt

4 apt 5 apt Key

No of self contained 
units Owned 6

No of self contained 
units Owned 715

No of self contained 
units Owned 374

No of self contained 
units Owned 251

No of self contained 
units Owned 9

£70.54 £88.74

£114.64

£79.48

£100.92

£67.91 £85.70

£121.99

£78.46

£97.29

£70.22 £77.70

£93.49

£76.10

£84.44

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

Satisfaction with 
overall service

Good at keeping them 
informed of its services 
and outcomes

Satisfied with opportunities 
to participate in decision 
making

Cloch HA 
2018/2019
96.69%

Cloch HA 
2018/2019
91.49%

Cloch HA 
2017/2018
95.77%

Cloch HA 
2017/2018
92.36%

Scottish 
Average
91.6%

Scottish 
Average
86.5%

Cloch HA 
2018/2019
91.25%

Cloch HA 
2017/2018
91.07%

Scottish 
Average
90.1%

Quality & Maintenance of Homes

Homes that met the 
Scottish Housing 

Quality Standards

Average time 
to complete 
emergency repairs

Average time to complete 
non-emergency repairs

Reactive repairs completed 
“right first time”

Satisfaction with the service received 
for tenants who had repairs

Cloch HA 
2018/2019
99.78%

Cloch HA 
2018/2019

0.7%

Cloch HA 2018/2019
33.45 days

Cloch HA 
2018/2019
84.23%

Cloch HA 
2018/2019
86.8%

Cloch HA 
2018/2019
100%

Cloch HA 
2018/2019
5.42hrs

Cloch HA 
2018/2019
5.57days

Cloch HA 
2017/2018
99.77%

Cloch HA 
2017/2018
0.43%

Cloch HA 2017/2018
20.58 days

Cloch HA 
2017/2018
83.86%

Cloch HA 
2017/2018
77.25%

Cloch HA 
2017/2018
100%

Cloch HA 
2017/2018
2.77hrs

Cloch HA 
2017/2018
2.77days

Scottish 
Average
99.1%

Scottish 
Average
0.9%

Scottish Average
31.9 days

Scottish 
Average
92.5%

Scottish 
Average
91.7%

Scottish 
Average
94.1%

Scottish 
Average
3.6hrs

Scottish 
Average
6.6days

Neighbourhoods

Value for Money

Want to know more?

For every 100 Cloch homes, 9.7 cases of anti-social behaviour were 
reported in the last year.

Cases that were 
resolved within targets 
agreed locally

Cloch HA 
2018/2019
96.21%

Cloch HA 
2017/2018
95.24%

Scottish 
Average
87.9%

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

Rent not collected because 
homes were empty

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

Average re-let times
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TENANT SATISFACTION SURVEY
This is our 3 yearly survey, when a researcher visits you at home.  We spoke to about 60% of 
our tenants and this is a summary of what you told us.

Care & Repair

2018/2019 was the last year of 
Inverclyde Care & Repair at Cloch.  
Inverclyde Council budget cuts left 
the funding so low that Cloch could 
not keep the service running.  The 
better news was that staff who did 
not retire or move to other jobs, 
moved to the Care & Repair run by 
Bridgewater Housing Association 
in Erskine.  This has meant that 
in 2019, they can now offer an 
adaptations and Small Repairs 
Service in Inverclyde and as at 1st 

August 2019, they can run a Small 
Repairs Service for Cloch tenants.

The year was a busy one, despite the 
distraction of its future. Outcomes 
from the year included.

• 185 Practical assistance 
(adaptations) provided by Care 
& Repair Officers 

• 193 referrals were made during 
this financial year

• 84 Open cases were transferred 
to Bridgewater HA with 84 open 

cases (67 of which are now 
complete)

• 1582 small repairs were carried 
out.

• 1755 Leaflets and information 
were sent out to households

• 230 people received Telephone 
advice 

• 38 people received repairs 
advice through visits to their 
home.

satisfied with the quality  
of your home

satisfied with 
management of the 

neighbourhood

rated rent as good  
value for money

81%87% 92%

What did we do? 
We spoke to 846 Cloch Housing Association tenants to find out 
how satisfied they were with the Association and the services we 
provide. This is done to help us improve our services and listen to 
our customers.

846
INTERVIEWS

Housing Services

Inverclyde Care & Repair

91%97%91%

satisfied overall with 
service provided by Cloch 

Housing Association

rated the Association 
as good at keeping you 

informed

satisfied with the 
opportunities  
to participate

What did you tell us?

satisfied with repairs  
and maintenance
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Cloch Housing Association continues to manage its finances 
with a long term focus.  Ambition to develop new homes 
for tenants is a key focus over the next year and we have 
secured £4.2M of loan funding to build 57 new homes at 
the Kings Glen site, (estimated for completion in 2020/21).  
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 2018/19 relating to replacing kitchens and bathrooms.  
Cloch Housing Association made an annual surplus of 
£1.49M in the year to 31st March 2019, which is down 
from £1.64M in the previous year, with the reduction 
relating to higher expenditure on planned and cyclical works, 
reactive and void repairs, housing property depreciation 
and running costs named as management and maintenance 
administration costs.

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

Statement of Comprehensive 
Income  - 2018/19 2019 2018 A Non-Accountants Guide to the Accounts

REVENUE 8,574,320 8,186,042
Rental income, grant income & income from other 
activities

Less operating costs (6,601,589) (5,972,114) Cost of management and maintenance of properties

OPERATING SURPLUS 1,972,731 2,213,928

Exceptional Item 35,754 0
Care and Repair service liability write off, as no longer 
required as the service has ceased

Interest receivable and other income 30,219 15,105
Interest earned from money invested in bank accounts 
– higher rates received in 2018/19

Interest  payable and similar charges (489,631) (507,223) Interest paid on loans, (mortgage payments) 

Other finance charges (61,402) (84,506)

SURPLUS FOR THE YEAR 1,487,671 1,637,304
Leaving this amount to fund future planned 
maintenance

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

Statement of Financial Position – As at 31-3-2019
Housing properties, less 
depreciation

71,725,436 73,684,623
This is the cost to build our houses and replace items 
such as kitchens and bathrooms

Other fixed assets 544,039 565,741
This is the value of our office accommodation, IT and 
office equipment

72,269,475 74,250,364

Investments 2 2 Share in our subsidiary
Assets and Liabilities
Receivables 349,014 381,380 Money owed to us

Cash held 4,145,988 3,592,245 Money in the bank 

Creditors due in 1 year (2,370,783) (3,060,486)
Money we owe to others, e.g. maintenance contracts, 
etc.

Creditors due after 1 year (13,925,418) (14,954,680)
Money owed on loans, (secured by specific charges 
against our properties)

Pension Scheme (1,452,000) (592,199)
Value of pension liability – increase in 2018/19 due to 
new accounting method to value this

Deferred Income

Social Housing Grant (45,933,638) (47,223,414)
Grant provided by the Government to help fund 
building new homes

Other Grant (557,435) (577,969)

12,525,205 11,815,243
Capital and Reserves
Share Capital 53 53 Represents shares at £1 each
Reserves 12,525,152 11,815,190 Sums built up in previous years and this year’s surplus 

12,525,205 11,815,243

The charts below show the Income and 
Expenditure broken down into categories:

The Association’s total income has increased by 4.75% from the 
previous year, increasing to £8,574,320 from £8,186,042. This 
mainly relates to higher grant funding for medical adaptations and 
wider action, in addition to the inflationary rent increase.  Most of 
our income comes from the rent and service charges (£6,438,380); 
however, grant released from deferred income and Government 
grants was 19% of total income and this was £1,617,313 in the 
year.

The Association’s operating expenditure in 2018/19 
was £6,601,589 (2017/18 £5,972,114). The main 
expenses were running costs named as management and 
administration costs (£1,848,842), reactive maintenance 

(£886,339), planned and cyclical maintenance, 
(£693,375) and housing depreciation (£2,524,237). 
Housing depreciation is the reduction in value of our houses 
due to the increase in age and wear and tear.

Finance Finance

Income

Expenditure
Management

Maintenance

Depreciation

Interest Paid

Care & Repair

Wider Action

Service Costs

Other Finance Costs

Common Housing Register

Bad Debts

Rent & Service Charges 

Deferred Grant Released 

Care & Repair 

Wider Action 

Medical Adaptations 

Factoring 

Interest Received 

Common Housing Register 
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75% 
Rent &  

Service Charges

19% 
Deferred 

Grant 
Released

26% 
Management 22% 

Maintenance

35% 
Depreciation

7%
3% 2% 2% 1% 1%1%

1.29%

Medical 
Adaptations

Interest 
Paid

Care & 
Repair

Wider 
Action

1.56%

Wider 
Action

Service 
Costs

Other 
Finance 
Costs

Common 
Housing 
Register

Bad 
Debts

0.06%

Common 
Housing 
Register

0.35%

Interest 
Received 

0.27%

Factoring

2.86%

Care & 
Repair



£0.24 on delivering the services, e.g. staff costs, 
office accommodation, IT, general overheads & 
maintenance overheads

£0.21 paying for our £15M loans, (interest and 
repayments)

£0.13 went on planned and cyclical maintenance, 
e.g. new kitchens, bathrooms, painting, 
landscaping and gutter cleaning

£0.12 went on day to day repairs

£0.09 paying the previous year’s supplier 
invoices, less money received for the previous 
year’s rent charges 
 

£0.06 on other activity costs, e.g. wider action, 
factoring, care and repair service, with the majority 
of costs covered by income

£0.04 went on planning and design costs for the 
new development at Kings Glen, with this offset by 
grant income

£0.02 went on service costs, e.g. common 
electricity, close cleaning and lift maintenance

£0.01 went on buying new computer equipment 
and refurbishing our reception area

We also saved £0.08 in the pound into our cash 
reserves for future planned maintenance work, as 
we need to maintain our properties over the long 
term.

For every £1.00 of income, we have spent:
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The Corporate Services Team in 2018, expanded as we saw the 
introduction of Customer Connections. At the same time, the 
Corporate Services Team continued to support staff and the Board 
to deliver our services and business plan objectives.  

Finance Corporate Services

Modern Apprenticeship 
and Investors in Young 
People  

Our commitment to having two modern apprentices 
employed at any one time continued this year.  Liam 
McAulay finished and went on to full time employment 
at Inverclyde Council and then we welcomed, 
Rebecca MacIntyre to the team.  We were also successful 
in being awarded Investors in Young People.  This was 
particularly satisfying because it endorsed the work we are 
doing with the Modern Apprenticeship Scheme.  It has led 
to further opportunities in 2019-2020 to work with other 
initiatives with schools.

Developing Staff
Cloch’s proud record of customer service and 
delivering for the local communities is driven by the 
fact that we have a highly skilled and experience 
workforce who have the knowledge and expertise 
to deliver all the plans set out by the Board.  

A Staff Engagement Survey was carried out in the 
summer of 2018.  The survey had very positive 
outcomes but also a few areas where it was 
felt leadership could improve.  So in October 
2018 all the Senior Staff at Cloch took part in 
Leadership Development Training carried out 
by the Social Enterprise Academy and has led 
to everyone attaining the Institute of Leadership 
and Management Level 5 certificate.  In turn, this 
training has led to a culture shift in leadership 
towards “Growth Mindset”, an innovative 
leadership style that encourages members of staff 
to grow and develop in their jobs whilst having a 
positive impact on customer service. 

Modern Apprentice event

The chart below shows where we spent our cash for every £1.00 of income in 2018/19 
and this excludes non-cash items such as depreciation and deferred grant income:

Cash per £1.00 of income

£0.24 
Cost of delivering 

the service£0.21
Financing activities 

£0.13
Planned & 

cyclical 
£0.12

Day to day 
repairs 

£0.09
Change in 

debtor/creditor

£0.06
Other 

activities 

£0.08
Cash 

reserves
£0.04

Investment 
in new 
build £0.01

Investment in 
other assets

£0.02

Service 
charge costs 
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Developing the Board Members

Customer Connections

Customer Connections have implemented a new 
process to make sure that staff in each department 
get back to our customers within the timescale 
set out in our Customer Care Standards.  When 
a customer telephones our office to speak to 
another member of staff they should expect a 
response from that staff member within 24 hours. 
This process has taken some time to adapt to so 
we fully expect to see an improvement with this 
response rate in the year 2019-2020.

Data  
Protection
Having introduced policies and 
processes to deal with the new General 
Data Protection Regulations (GDPR) 
2018, we engaged a consultant to be 
our Data Protection Officer.

No. of minor Breaches 
recorded: 3

No. of Subject  
Access Requests:  1

After 2 year’s hard work on improving the 
customer experience at Cloch, Cloch put itself 
forward for the Customer Service Excellence 
Award.  The Award has a stringent assessment 
over 56 different elements of customer service.  
It was testament to the work that all our staff 
have put in to our FACE (Focus on Achieving 
Customer Excellence) project and it has 
ensured that customer service stays high on our 
agenda in every part of the business.

Three new Board Members and a second co-optee from 
Oak Tree H.A. joined us this year, adding strength to an 
already strong Board. Although volunteers, the Board 
have to be able to interpret documents ranging from 
Annual Accounts through to Void Reports and Complaints 
Outcomes, so it is important that no new members feel left 
behind.  Robust training is in place along with high quality 
reporting to the Board to ensure they have the knowledge to 
make decisions.

Each year the Board have an appraisal to tease out training 
needs and also highlight expertise that can be brought to the 

Board.  In 2018, we jointly tendered with Oak Tree H.A. for 
a new independent Consultant to carry out the appraisals 
and Arneil Johnston were appointed. The process was 
slightly different and more robust to what would be regarded 
as a normal Board Appraisal so it was enjoyably challenging 
for the Board members.  The exercise was finished at end of 
March 2019 with the results being set out in an Action Plan 
for 2019-2020.  These include a programme of Bite Size 
Training Events which are now a regular event 
before Board Meetings.

Customer Service 
Excellence Award

During our first year the team 
have been introduced to 
using the new MyCloch 

tenant portal, 
Facebook social 
media platform 

and online web 
chat. We are constantly 

embracing new ways for 
our customers to engage 
with us.

Our customers have complimented the service we are 
providing:

“Your service 
is always 
first class, 

everything you 
do.”

“I always have a 
pleasant conversation 
when telephoning the 

office, very professional 
and helpful. Makes such 

a difference”

“I am delighted with 
the communication 
and service from 

customer connections 
team.”

Customer Connections celebrated its 
one-year anniversary in April 2019.  
The team had an extremely busy year 
settling into the new service.  Customer 
Connectors answer all the incoming 
calls instead of the old automated 
menu system.  Cloch’s Customer Care 
Standards set out that we will answer all 
incoming calls within 5 rings, for 2018-
2019 the stats were as follows:

27,190 
calls

97% 
answered 
within 5 

rings

86.2% 
responded 
to on time

69% 
logged by 
Customer 

Connections

611 
telephone 
messages

The Customer Connections 
Team will try and resolve all 
complaints at the first point of 
contact with customers. Staff 
from across all departments 
will log complaints from our 
customers but the Customer 
Connections team deal with 
the majority.

686 
complaints 

logged

Corporate Services

Gala Day
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Energy Activators is an exciting project to help tenants save 
energy, save money and reduce their carbon footprint. Cloch 
Housing Association, in partnership with Oak Tree Housing 
Association and Larkfield Housing Association, secured 
funding to deliver this innovative project and the Wise Group 
have won the tender to work on the Associations’ behalf.

The project offers a fantastic range of energy efficiency 
initiatives including free home energy advice visits, interactive 
workshops and training in your area, all designed to help 
you make savings on your household energy bills and reduce 
your carbon footprint.

Part of the project is also upcycling workshops, these include 
making draft excluders, slippers and t-shirt bags, all from 
unwanted items. These workshops are aimed to educate 

people that you do not have to always buy new, therefore 
reducing your carbon footprint and environmental impact. 

So far 262 households have been visited and given bespoke 
energy advice, and 2 upcycling workshops delivered. 

The Energy Activators project has been made possible by 
funding from the Scottish Government’s Climate Challenge 
Fund.

The project will run for 2 years and an energy activator works 
out of each of the housing associations’ offices.

Wider RoleWider Role
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Energy Activators 

Along with Oak Tree and Larkfield HA we fund a Tenancy Support Officer from the Simon 
Community.  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 2018/19, The Simon Community achieved the following outcomes: 

Housing Support Service

• 98 support needs assessments and individually 
tailored support plans have been produced

• 63 one to one’s providing support and guidance in 
finances, independent living skills, budgeting, health 
and addictions and accessing specialist support 
where appropriate

• 38 service users report improvement in independent 
living skills

• 36 service users report improvement in motivation, 
self-esteem and confidence

• 33 service users report improvement in financial 
capability and money management

• 34 service users are supported to sustain new tenancy 
and reduce rent arrears

• 18 service users supported to engage with and attend 
health services, activities and sport groups

• 29 service users report an improvement in physical 
and mental well being

• 46 service users are provided with 1:1 support to 
improve motivation, self-esteem, confidence and 
access to local support networks and groups; 

• 7 service users have joined a local support network or 
group

• 2 service user has gained employmentStarter Packs
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 2018/19 60 packs were distributed to Cloch 
households.

Work Pays is a shared project with Oak 
Tree and Larkfield Housing Associations 
and delivered by Financial Fitness. 
With grant assistance from Scottish 
Government of £32,000 for 2018/19, 
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 280 clients 

• Delivered 10 Life Skills training courses, in conjunction 
with delivery partners - 42 participants attended

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

• Provided 960 appointments to Housing Association 
tenants

• Engaged with 484 new clients and 156 existing clients on 
a one-to-one basis 

• Secured £1,172,056 worth of unclaimed benefits for 
these tenants, an average annual financial increase of 
£1,831 per tenant 

At Cloch, we pride ourselves on being part of our communities.  This goes beyond housing where we look to get involved in 
other projects with our partners to improve the lives of the people who live in Inverclyde.  Some of the work which we have 
been involved in or helped fund in the last year are highlighted below.

Financial Support and Advice Service

More than just housing...

Kings Glen future development site
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Julianne Scarlett Chair
Monica Sheekey Vice-Chair
Alison Greenhill Secretary
Eleanor Robertson
Kelly Ferns
Jane Cheshire

Ronny Lee  OTHA Nominee
Heather Thomson 
Jackie McKelvie  OTHA Nominee
Karen Wilson
Brian Corrigan  
Eileen Tamburrini

Board and Staff 2018/2019

Leadership 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)
Louise Carlin Team Leader, Customer Connectors
Kelly MacLean Corporate Services Assistant
Julie McKay Customer Connector 
Julie Hopkins Customer Connector
Gill McKay Customer Connector
Margaret Douglas House Keeper

Housing Services Team
Mary MacDonald Senior Housing Officer (PT)
Nicola Findlay  Senior Housing Officer (PT)
Caroline Orr Housing Officer (PT)
Mick McKendrick Housing Officer 
Maria Durning Housing Officer (PT)
Lorraine Gray Housing Assistant
Craig Patrick Housing Assistant 
Patricia Broom Housing Assistant (PT)
Lynne Stewart  Customer Services Officer
Laura Young Customer Services Officer
Ciaran Marshall Modern Apprentice 

Property Services Team
David Burrows  Senior Maintenance Officer
Mark Dunsmore Maintenance Officer 
Tom Devine Maintenance Officer
Lynn McConnachie Maintenance Assistant
Rebecca McIntyre Modern Apprentice 

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)
Sandra Millar Project Officer

Finance
(Oak Tree Housing Association – Shared Resource)

Gwen Mills Senior Finance Officer
Claudia Ennemoser Finance Officer 
Anita Hunter  Finance Assistant
Cheryl Gault Finance Assistant 
Lynne Joyce Finance Administrative Assistant 

As you will have seen throughout this report, this has been a 
really busy year, and an immensely enjoyable one celebrating 
our jubilee.  Key highlights have included the launch of 
our Customer Connections Team in April 2018 following 
considerable planning and design of this service.  Other areas 
to be proud of include the award of our Customer Service 
Excellence Award and the Investors in Young People.  

We were delighted that our second 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 job with the local authority.  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.  In 2019, the Association intend to be 
involved in “The Recruit” programme in Inverclyde which will 
see a couple of posts being offered to young people following 
participation in the programme.  

We have now experienced two full financial years with 
Universal Credit (full service) being in place in Inverclyde 
and this continues to have a significant impact on our service 
and resources.  We spend much more time now helping our 
tenants navigate the welfare benefits system and the Housing 
Services team along with our partners at Financial Fitness, 
Future Skills and other support services have been working 
hard to assist our tenants dealing with this transition and 
the financial impact it causes.  Despite this Cloch continue 
to report the lowest rent arrears in Inverclyde with our non-
technical arrears at 1.1% at 31 March 2019 – this continues 
the trend of reducing rent arrears in Cloch.

Voids has become our No.1 risk at present due to the days 
taken to let empty properties and the issues surrounding 
that.  Although there was a reduction in the number of empty 
properties (voids) returned to Cloch during this year, our days 
taken to let increased significantly and void loss increased 
also.  There were a number of reasons for this which included 
a poor performance from our main contractor, the condition 
of returning voids, reduced demand for certain properties and 
other issues such as utility delays.   

Following the launch of a new Reactive Maintenance and 
Void Repairs Contract with Novus in October 2017 (in 
partnership with Oak Tree HA) it had been hoped that the 
initial problems experienced with interfacing, processes and 
communication could be ironed out.  However, in 18/19 
these problems increased and both Associations commenced 
performance action with the contractor.  Ultimately, there was 
mutual agreement to terminate the contract with effect from 
31st March 2019 and on 1st April 2019 after a rigorous 
procurement process, Cloch appointed MPS Housing to carry 
out a full repairs and maintenance service including voids 
management.  Early in the new financial year, benefits and 
improvements are already being recognised.  

We have had two disappointments in the year, the first of which 
was the loss of Care & Repair from Cloch.  Having built the 
service and managed it for some 18 years, it was difficult to 

“let it go” after Council cuts in spending proved impossible 
for Cloch to continue managing the service.  Thankfully, 
Bridgewater HA who provide Care & Repair Services to two 
other local authority areas, stepped in to deliver the service on 
behalf of Inverclyde Council.  On a positive note, following 
discussions with Bridgewater HA, there has been agreement to 
extend the Small Repairs Service to Cloch tenants with effect 
from Autumn 2019.  

The other disappointment was the lack of progress on the 
potential Kings Glen Development – it was hoped that we 
would be in the middle of the build phase at present, however 
following considerable delays, the earliest possible start 
date will now be November 2019.  It is important however 
to ensure that all risks are managed and the appropriate 
consents are complied with prior to moving forward.  

A significant amount of my own time is spent focussing on the 
resources we have to deliver the services to our customers.  
That is not always about finance or processes or even houses, 
it is about people.  Following a staff satisfaction survey in 
2018 and 360 feedback sessions for all senior managers, 
a group of staff have carried out Leadership Development 
Training, which took place over 6 days and resulted in all 
senior managers and senior officers submitting and achieving 
ILM Level 5 accreditation.  We are now working on various 
projects following on from our development training including 
changing how we recruit, job descriptions and working with 
our teams internally.  The culture within the Association is a 
positive and open one where communication and engagement 
is promoted every day, and the investment in our people will 
result in better services and outputs for our customers.

The Board have continued to provide the staff with the 
direction, leadership and support to deliver the business plan 
and work towards offering an excellent level of service.  Our 
board operate at a high level and take decisions to support 
and direct the Association on behalf of its membership.  The 
role of a board member cannot be underestimated, however 
there is no doubt that their input is hugely appreciated.  
Julianne has continued 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.

As we move forward in 2019 there are 
many challenges and opportunities 
on the horizon for Cloch.  We 
will embrace these as we do with 
everything else - with openness, 
respect, honesty and professionalism 
and ensure that we strive to deliver 
the best services for our customers at 
all times by going the extra mile.

Many thanks

Paul
Paul McVey, Director

Directors Closing Comments

Board (as at 31st March 2019)

Staff (as at 31st March 2019)

ITC Department
Ewan Barr ITC Manager
Richard Browning ITC Assistant
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