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CHRISTMAS AND NEW
YEAR OFFICE CLOSURE

As in previous years, we will be closing the
office between Christmas and New Year.
This means that the office will be closed from:

12 noon on Tuesday 24th December
and will re-open on:

Monday 6th January 2014 at 9.00am
Rents and other payments will be taken
up until 12 noon on Tuesday 24th
December. You can make payments
in the office by cash cheque. Debit
and credit card payments can also be
made at the office or over the phone.
Remember that if you have your Allpay
card you can continue to pay your
rent even when the office is closed,
payments can be made at local pay
points e.g. Post office and Spar.
You can also make payments over the
telephone using Allpay’s Interactive

Voice Response Service (IVR) simply
call 0844 557 8321 from any landline
or mobile phone and have your allpay
card and credit card to hand.
It is particularly important that you
continue to make payments towards
your rent if you have an arrangement in
place.
If you have any concerns about making
payments when the office is closed,
then please speak to your Housing
Officer right away.

EMERGENCY CONTACT
NUMBERS FOR TENANTS
WHILE THE OFFICE IS CLOSED

FOR ALL EMERGENCY GAS HEATING AND . . . . . . . . . . GASSURE
HOT WATER REPAIRS . . . . . . . . . . . . . . . . . . . . 01294-468-113
FOR ALL OTHER . . . . . . . . . . . . . . . .MITIE PROPERTY SERVICES
EMERGENCY REPAIRS . . . . . . . . . . . . . . . . . . . 0845-600-8624

OTHER EMERGENCY CONTACT NUMBERS
IF YOU SMELL GAS OR DETECT A GAS LEAK CALL
THE NATIONAL GAS EMERGENCY SERVICE ON . . 0800 111 999
SCOTTISH POWER (for power cuts) . . . . . . . . . 0845 27 27 999
SCOTTISH WATER
(for loss of water or major water leaks) . . . . . . 0845 600 8855
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This years Annual Report and the 2014 Diary enclosed.

RASHIELEE
NORTH OPEN/
FUN DAY - 2ND
AUGUST 2013
To celebrate the completion of our new
development, consisting of 92 flats
and houses for social rent, at Barholm
Crescent/Drive, the Association held a
fun day for the new residents.

Winners of the colouring competition were
invited along to our AGM in Bargarran
Community Centre to be presented with
their certificates and prizes

There was a variety of events throughout
the day including:• Beat the goalie
• Kids colouring competition
• Bouncy castle
• Face Painting

Rebecca
Irving won
first prize

• Popcorn and candy floss
• Soak the Director
A good day had by all and the weather was
kind to us too.

Amy
Pickering
won second
prize

And Jade
McCreadie
won third
prize in the
colouring
competition

All proceeds from the day were donated to
the Help for Heroes charity and all together
we raised a grand total of £300. Suzie
Scott from Help for Heroes came along
to the Association’s Offices to accept the
cheque from our Chair, Hugh Cameron
and previous Chair, Angela Westrop and to
meet some of the staff who were involved
in organising the day.
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We would like to take this
opportunity to thank our
contractors James Frew and Mitie
Property Services as well as The
Pandamonium Play Centre and Alan
Thomas Hair and Beauty who kindly
provided us with donations and
raffle prizes.
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BRIDGEWATER HOUSING
ASSOCIATION IMPROVES ITS
HOUSING SUPPORT SERVICE
Bridgewater Housing Association, which is the
main provider of social rented housing and the only
provider of housing support services to tenants in
Erskine, has received a “very good” report following
the recent Care Inspectorate Inspection of its
Housing Support Services.
The Association provides housing support to 95
households in its three sheltered housing developments
at Bargarran, Cullen and Rashielee and works with a
number of partners in supporting and looking after our
older and more vulnerable tenants.
The report confirms that the Association “continued
to support tenants in a respectful friendly manner,
whilst maintaining their independence. Tenants
told the Inspector that they valued the support and
the opportunities that the Association provided for

The Inspector went on to say that, “a motivated
Management and Support Team demonstrated great
knowledge of tenants support requirements. The service
has a history of strong tenant involvement, evidenced in
the work done to improve support in finance and welfare
rights and wider social housing issues for the tenants.

Hugh Cameron, Chair of the Association congratulated
the staff on achieving grade 5 (Very Good) in: the
quality of care and support; the quality of staffing and;
the quality of management and leadership. He said,
“Given the current challenges facing the Association
in terms of welfare reform and the economy generally,
this is a magnificent achievement for our staff and well
deserved”.

Caroline Meek, the Association’s Housing Support
Service Co-ordinator who has been with the Association
for less than a year and who is responsible for managing
the service said, “On behalf of the staff I am very
pleased with the outcome of the inspection. We work
very hard to provide the best possible service to our
Sheltered Tenants and this report means that we seem
to be getting it right”

Ian McLean, Director of the Association said “we are
particularly proud of our housing support service and
of the staff who provides that service who regularly
go beyond their job descriptions to support vulnerable
people. We believe that the Care Inspectorate’s report
is a fair reflection of the work that we actually do and we
hope to build on the inspection to continue to improve
on our service in the future”.

engagement and social activities and that they felt safe
and secure.

STAFFING

UPDATE

MacMillan
Cancer
Charity Event

Goodbye to Anne

On Thursday 26th September the
Association Staff held a coffee
morning on behalf of the McMillan
Cancer Charity.

got involved when the cake trolley
was taken outside, some even putting
money in the box without taking any
cake.
At the end of the day we raised a total
of £250.00 for the Charity and would
like to thank everyone who took part
and helped raise this money for such a
worthwhile cause.

Anne was particularly well known to our sheltered tenants, and a familiar face to
those who regularly attend our Tenants’ Conferences and AGMs.

All staff took part, either by paying
for the privilege of not wearing their
uniform on the day or by baking cakes
or just paying and eating the cakes.
All our customers on the day treated
themselves to some coffee and cake
as well as the local school kids who

Many of you will be sad to hear that Anne Cunningham left the Association
on 26 November. Anne started work with Bridgewater in 2002 in the post
of Project Co-ordinator for the former Renfrewshire Common Housing
Register. She then took on the role of Housing Support Co-ordinator,
managing and developing our housing support service from 2005 to 2013.

As a colleague and friend, Anne will be very much missed, and we all wish her well
in her new ventures.

Hello to Caroline

Caroline Meek is our new Housing Support Coordinator, taking over from Anne last month.
Caroline comes to us with a wealth of experience
in managing housing support services, and we are
delighted to welcome her to the staff team.

WINTER 2013
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HOW WE PERFORMED
IN QUARTER 2 , 2013/14
KEY

We are committed to making sure that our customers
know how well we are performing. The following
tables’ show how we have performed in Quarter 2,
(July to September 2013) compared against targets
set by our Board.

REPAIRS

All of our properties with a gas central heating system have a Safety
Certificate and although our repair response times have consistently
remained at 96%, this is only a fraction short of our target.
Repairs

July

August

September Our target

% of properties 100%
with a valid gas
safety certificate

99%

99%

% of repairs
completed
within target

96%

94%

96%

100%

98%

ARREARS

We have seen our arrears levels reduce this quarter after having taken
steps to intensify our efforts to assist tenants to pay their full rent and on
time. Our efforts in relation to supporting tenants to pay their full rent
have intensified over this quarter as has our efforts to ensure that tenants,
who are eligible, receive Discretionary Housing Benefit. Our target,
however remains challenging.
Rents

July

August

September

Our Target

% of rent
arrears of
current
tenants

1.9%

1.7%

1.6%

2.6%

£60,922

£45,000

Total actual £71,880 £64,800
arrears in £

LOST RENT DUE TO PROPERTIES
BEING EMPTY

Following poor performance during last financial year, we have made
efforts to improve our turnaround time and therefore minimise the amount
of rent lost due to properties lying empty.
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Lost Rental July
Income

August

Average
16 Days
total
turnaround
time

20 Days 14 Days

13 Days

Void Loss

£1,504

£2,700

£1,363

Excellent Performance with no
improvement needed
Very good performance with some
improvement needed
Poor performance with significant
improvement needed.

COMPLAINTS HANDLING

The Association has adopted the model complaints handling process
introduced by the Scottish Public Sector Ombudsman, including
timescales for handling complaints, the figures show the Association
improving in its complaint handling timescales.
Complaints
Handling

July

August September

Our Target

No of stage
1 complaints
responded to
within target

80%

81%

90%

100%

No of stage
2 complaints
responded to
within target

100% 100%

100%

100%

GOVERNANCE

Our Board comprises volunteers, who have busy lives outwith the work
they do with Bridgewater, however the figures show that attendance at
Board meetings is improving.
Governance

July

August September

Our Target

% attendance at
Board Meetings

91%

55%

64%

80%

% attendance at
100% 100%
Audit and Scrutiny
Sub Committee
Meeting

100%

80%

% attendance
at Housing
Support Services
Sub Committee
Meeting

N/A

33%

80%

% attendance at
100% N/A
Land and Property
Management Sub
Committee.

90%

80%

66%

September Our Target

£1,439

CONCLUSION

The tables show that generally the Association performs either excellently or
very well in relation to these Key Performance Indicators. Although we have
improved on our rent arrears performance during this quarter performance
continues to be challenging for a variety of reasons, not lease welfare
reform and the high level of arrears at the start of the current financial year.
Although we remain focussed on our target we know that it is a difficult one
to meet. The Association will continue to monitor our progress in relation
to these, and other Key Performance Indicators, and where necessary and
possible aim to improve our performance.
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Tenants’ Conference
- Date for your Diary

We will be writing to you in Januar
y to invite you to the
Tenants’ Conference, which will
take place on Saturday
25th January 2014 in Bargarran
Community Centre.
Every year, we try to come up with
new topics and new ideas
so that the Conference can be as
enjoyable as possible.
It really helps if people come forward
with suggestions or
recommendations to help us plan
the event, so if you have
any ideas or a spare hour to talk to
us, then that would be a
big help.
If that sounds like something you
would be interested in,
then please contact Lesley Hughes
, our Office Administrator,
on 0141 814 5158 or email lhug
hes@bridgewaterha.org.uk

CUSTOMER
SERVICE
STANDARDS
In previous editions of
Bridgewater News, we told you
about the Governments Social
Housing Charter which aims to
help tenants access excellent
housing services from their
landlord at a consistently high
standard – whoever their landlord
is. With tenants and tenants
representative groups, the
Government developed a range
of outcomes and standards which
they hope will help improve the
quality and value of the services
that social landlords provide and
support the Government’s longterm aim of creating a safer and
stronger Scotland.

The Board of Bridgewater Housing
Association has considered the
Government’s Charter outcomes
and standards and has developed
its own Service Standards linked to
the Scottish Social Housing Charter.
These standards cover: equalities;
communication, complaints and
appeals; housing quality and
maintenance; neighbourhood and
community; access to housing and
support; getting good value from
rents and service charges and; factoring
The Board of the Association would now like to
hear what our customers think about our draft
service standards and so for the next month we
are consulting on them.
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Alison Smeaton, Finance Assistant along with her family
helped to raise money by Walking over the Erskine Bridge
on Sunday 8th September 2013.
My cousin Mark Stewart who is 41 was diagnosed with NonHodgkin’s Lymphoma in March 2013 he has been receiving
medical treatment along with fellow sufferers in portacabins in
the grounds of South Tees Hospital. Whilst he was undergoing
his treatment he had seen the efforts made by the medicals
teams to help lift his and the spirits of other sufferers in this
undignified environment.
So along with a fellow patient they decided that action had to be
taken to help raise money for a better environment and facilities for
the Haematology Unit and they set a target to raise £40,000 which
would help to get this facility underway. Mark arranged a Purple
Walk at Tees Barrage on 14th September to raise money and this
hit the local papers and radio station in Darlington in which he
managed to have around 600 people who kindly took part.
So far he has managed to raise around £17,000. Most of my
family were unable to attend this event on 14th so we had our
own Purplewalk over the Erskine Bridge and we raised approx.
£1,100 on 8th September. I would like to thank family, friends
and colleagues who donated.

Thank you

If you wish to make a donation http://www.justgiving.com/Purplewalk.

WINTER 2013

We have developed a booklet which provides
more detail of the standards and this can be
obtained from the Reception Desk at our office.

Alternatively if you would like a copy e mailed
to you, please e mail lhughes@bridgewaterha.
org.uk and Lesley, the Association’s Office
Administrator will send you a copy electronically.
If you would like to meet with a member of the
Association’s Management team to discuss the
standards in more detail, please contact Lesley
Hughes at 0141 812 2237 and she will be
happy to arrange a meeting.

LET’S BE CLEAR
If you watch Freeview,
you need to read this.
What’s happening and why?
New 4G mobile services at 800MHz have been
launched in Glasgow and over the coming months
and years networks will expand across the UK.
More masts will be activated in 2014, and beyond,
as 4G coverage is extended nationally to meet the
requirement for 98% indoor coverage, in terms of
UK populations, by the end of 2017.
These operate at 800MHz, similar frequency to
Freeview, and so may cause problems to your
Freeview service such as loss of sound, blocky
images or loss of TV channels.
If you experience problems with Freeview, you may
need an at800 filter which connects between your
TV aerial and your television, set-top box or signal
booster. It is straightforward to fit and can enable
you to continue watching Freeview as normal.

Only those who watch Freeview are expected to be
affected, you are unlikely to experience problems if
you watch cable of satellite TV.
The Association is proud to announce that Care
& Repair Renfrewshire (for whom we are the
managing agent) have been appointed as the local
agent for Renfrewshire and East Renfrewshire, to
install the filters for people who are older or have a
disability and are not able to do so themselves.
If you need help or advise whether the problem
could be due to 4G at 800MHz and get help to get
it fixed.
Visit – www.at800.tv
Call – 0333 31 31 800* (cheapest from mobiles)
or on 0800 13 13 800 (free from landlines)
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Frost

ARE YOU
READY FOR
WINTER?
ARE YOU
Don’t get caught out this winter INSURED?

Precautions

Many weather experts are predicting a severe winter this year. Last winter was
a lot harsher that many residents have seen in a long time and we may be in
for more snow and freezing weather this year. Freezing weather affects all of
us, including our relatives, friends and neighbours, and particularly older and
vulnerable people in our community.
The houses and flats that we live in need looking after in cold weather too, so we’re
taking this opportunity to provide some winter weather advice to all our residents.

KEEP YOURSELF WARM

Try to keep your home reasonably warm day and night.
Wearing several layers of thin clothing made from wool,
cotton, or fleecy synthetic materials is better than wearing
one thick layer of clothing.

IF YOU GET A BURST PIPE
• Turn off the water at the stop valve

• Switch off the electricity at the mains
• Switch off any electric showers or immersion heaters

If you’re an older or vulnerable person, try and eat at least
one hot meal a day and sip hot drinks throughout the day.
It’s important to be as active as possible, if you are able to.
Spreading household chores throughout the day is a good
way of staying mobile. Remember to stock up on some
provisions in case it’s too cold or snowy to go to the shops.

• Switch off central heating systems

Get a flu jab if your doctor recommends it.

• Call our office during working hours on 0141 812 2237
or the emergency call out number 0845 600 8624 when
the office is closed.

If you think your heating is not warming up your house
enough or if you’re feeling any cold draughts please let
us know. It’s better to sort these things out before it gets
really cold.

• Open all taps to sinks and bath to let the water drain
away
• If possible, collect water in the bath for flushing the toilet
and for washing

• Warn neighbours who might be affected by leaks and
burst pipes.

LOOKING AFTER YOUR HOME IF YOU GET FROZEN UP
Burst and frozen pipes in the home can be avoided if some
essential precautions are taken. Help to protect your home
and your belongings with these simple steps:

• Turn off the water at the stop valve
• Open all taps to sinks and bath

• If possible, collect water in the bath for flushing the toilet
and for washing

IF YOU ARE GOING ON
HOLIDAY

If you go away for any length of time, turn off the water at
the main stop valve and drain off both hot and cold water
systems. Contact our Technical Staff at the office if you
are unsure of what to do. If you leave the house empty for
a period, to go on holiday for example, it’s a good idea to
leave the keys with a relative or neighbour and to inform
the Police. You should also contact the Association and tell
your Housing Officer when you will be away.
If you live in a block of flats, check with your neighbours
before turning off the water in case it affects the water
supply to the block.

HEATING THE ROOF SPACE

In the event of very low temperatures it is a good idea
to open the hatch to the roof space, (if you have one).
Although this will add slightly to your heating bill it will give
additional protection to your water tank and pipes in the
roof space.

BEFORE YOUR HOUSE
FREEZES UP

• Find out where your stop valve is located. It’s the stop
cock fitted to the pipe that brings water into your home.
It’s often located under the kitchen sink, but not always.
• Keep this newsletter close by; it has the telephone
number of the office and the Emergency Contractors.
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• Raise the temperature in the house gradually by using
your central heating system

CENTRAL HEATING

If you have installed your own gas central heating system
you may wish to consider adding an anti-freeze additive to
protect the system against frost damage. Ask the installer
or boiler manufacturer for advice.

PATHS AND DRIVEWAYS

Putting grit and salt down on pathways will make them less
slippy and help to melt snow. Bridgewater and Renfrewshire
Council have grit bins located throughout the estates of
North Barr, Bargarran and Park Mains. These are for the
benefit of residents living in these areas so please use
them when necessary.

ARE YOU INSURED?

The next fire, flood or accident could happen in your home.
Have you insured your furniture and other household
contents? Check with your insurer that you are covered
for this type of eventuality. Tenants with no household
insurance could be facing financial disaster so please make
sure that you have adequate insurance.

With winter on its way, a rise in the number of
home contents insurance claims can be seen
as an increasing number of people worry about
the effects of severe weather on their properties
such as storm damage and flooding. Also with
nights getting darker, the risk of burglaries
increases during the winter months. However one
of the biggest dangers of winter to the home is
frozen pipes, which can burst and when thawed,
can flood your home.
The cover – specially arranged by Bridgewater
Housing Association – has been designed to help
tenants and residents insure many of their belongings
against burst pipes and water damage, as well as
theft, vandalism and fire, for the coming winter.
The minimum values of possessions insured are
£9,000 (for those aged under 55) or £6,000 (aged
55 and over). Premiums start from just £1.43 per
fortnight for a £9,000 sum insured or £1.09 per
fortnight for a £6,000 sum insured. A £4,000
minimum sum insured is also now available for
residents of sheltered accommodation from just 87p
per fortnight. All premiums can be paid fortnightly or
monthly by cash, on a monthly direct debit basis or
annually.
Tenants and residents can also increase cover for an
additional premium to include extended accidental
damage cover, cover for wheelchairs/scooters and
hearing aids as well as personal possessions cover
(for items away from the home).
If you are looking to arrange home contents insurance
cover before the winter arrives, please call 0845 601
7007 or 01628 586 187. Alternatively, please email
tenantscontents@jltgroup.com.
Exclusions and limits apply to all covers; further
details are available within the free information pack.
Thistle Tenant Risks is a trading style of Thistle
Insurance Services Ltd. Lloyds Broker. Authorised
and Regulated by the Financial Conduct Authority. A
JLT Group Company. Registered Office: The St Botolph
Building, 138 Houndsditch, London, EC3A 7AW.
Registered in England No 00338645. VAT No. 244
2321 96.

REMEMBER

Whether you are in your house or flat or away on holiday,
you are responsible for making sure that avoidable damage
does not occur. You may be liable for the cost of repairing
any damage that could have been avoided.

Bridgewater Housing Association Newsletter

A special home contents insurance
service for Scotland's tenants
* Flexible regular pay-as-you-go payment options, fortnightly or monthly cash, monthly by
direct debit or annually
* No excess (you don't pay the first part of the claim)
* Covers theft, water damage and fire, and much more
* No minimum home security requirements
* Additional cover available for extended accidental damage, wheelchairs and mobility scooters,
hearing aids and buildings cover for sheds, greenhouses and garages.

For more information or a free information pack contact your housing provider or
email: tenantscontents@jltgroup.com
For immediate cover call This Tenants Contents on lo-call 0845 601 7007
This Tenants Contents is a trading style of Thistle Insurance Services Ltd. Lloyd's Broker. Authorised and Regulated by the Financial Services Authority.
A JLT Group Company. Registered Office: 6 Crutched Friars, London EC3N 2PH. Registered in England No 00338645. VAT No. 244 2321 96

WINTER
GRITTING
The Association has created 12 salt/grit
bin points at various locations within
our estates. These have been provided
by Bridgewater for residents to use on
unadopted footpaths during frosty or
snowy weather. Our contractors, ISS,
already clear snow and put down salt/
grit when necessary on frequently
used footpaths that the Council do not
maintain. The Bridgewater grit bins,
which are green in colour, are an extra
‘self-help’ measure to allow residents
to put down grit on footpaths near their
own homes should they wish to.

The bins are there for everyone to use
and we hope you find them helpful. Our
staff will be making regular inspections
of the salt/grit bins to ensure that they
remain in good condition and that they
have adequate stocks of salt/grit. If you
find that there is not enough salt/grit
or the bins have been damaged or are
being abused in any way, please contact
Douglas Robertson, Ian Munro or Lyndsey
Warrington in Bridgewater’s Technical
Services Department.

Please note that the Council also provides
a number of grit bins throughout
Erskine. These are normally bright
yellow in colour and are not the
responsibility of Bridgewater
Housing Association.

Older Persons’
Housing Advice Service
Are you struggling to cope
with your current home?
Are you 60 years old or over?
Do you live in Renfrewshire?
The Older Persons’ Housing
Advice Service could help you.
We offer one-to-one advice in the comfort
of your home on a range of housing options
including:
• Moving home
• Properties for older people
• Support services
• How you can adapt your current home.

We can put you in touch with agencies
which can help and support you and help
you to fill in forms and apply for a different
home if you need it. We can also provide
practical support to help you move to a
more suitable home.
The service is open to people who own their
homes as well as people who rent them.
For further information or advice, please
contact us on:

0141 812 2237 or

bbreakwell@bridgewaterha.org.uk
Older Persons’ Housing Advice
1st Floor
Bridgewater Shopping Centre
Erskine
PA8 7AA

The Older Persons’ Housing Advice Service is funded
through the Scottish Government’s Reshaping Care for
Older People’s agenda.
Bridgewater Housing Association Ltd is a registered
charity – Scottish Charity number: SCO35819.
Property Factor Register number:PF000105.

WINTER 2013
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HOUSING ASSOCIATION LIMITED

Bridgewater Housing
Association Needs

YOU!

The Association are looking for new members to join our Board,
particularly, but not exclusively from people who live in Erskine.

WHAT’S IN IT FOR YOU
• You get the opportunity to have your say
• Personal development opportunities and training
• Improve your knowledge on how the Association is run
• Use your skills where they are really needed
• Meet new people

&

WHAT’S IN IT FOR US
• Your skills
• Your enthusiasm
• Your commitment
• Your ideas
• Better community representation
• Resident involvement
• Good governance of the organisation
Some of the skills we are looking for are:
Finance, Business Management, Business Planning,
Housing Management, experience of working in or
governing a small sized charity.

If you would like to discuss your possible involvement with the Association, please contact:

Ian McLean, Director 0141 812 2237, imclean@bridgewaterha.org.uk
Bridgewater Housing Association Ltd, First Floor Bridgewater Shopping Centre, Erskine PA8 7AA
Tel: 0141 812 2237 Email: admin@bridgewaterha.org.uk
Bridgewater Housing Association is a Registered Social Landlord Registered with the Scottish Housing Regulator (no HAL 301). Property Factor Registration Number PF000105
The Association is also a Scottish Charity Registered with the Office of the Scottish Charities Regulator (no SCO 35819)

