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In April a group of Housing 
Associations, known as IFLAIR, 
(the Federation of Local Housing in 
Renfrewshire and Inverclyde) met 
with contractors at Linwood’s Tweedie 
Hall to put pen to paper, securing the 
services of 27 Contractors to deliver 
maintenance programmes to homes 
around Renfrewshire, East Renfrewshire 
and Inverclyde until 2020. 
IFLAIR which includes Arklet, Barrhead, 
Bridgewater, Cloch, Linstone, Oak Tree, Paisley 
South and Williamsburgh Housing Associations.  
As part of the deal, any Contactor providing 
work worth more than £100,000 will have to 
provide benefits to the community.  This can 
be anything from doing a presentation at local 
schools, promoting work experience in the 
building trade or hiring a modern apprentice or 
graduate.  

IFLAIR manages more than 8,000 homes 
and contracts include window and door 
replacements, kitchen and bathroom upgrades, 
roofs and gutters, external walls, paintwork and 
electrical and gas maintenance.

The deal follows on from a previous 

collaboration, which involved £23million of 
work.  

This Community benefits packages goes 
beyond the aims of new Scottish Legislation, 
which came in to force in April and requires 
any Contractor with work awarded totalling over 
£4million to consider Community benefits.

Benefits for the organisation itself include 
Senior Staff at the Housing Associations saving 
time, not needing to approach Contractors 
individually and getting quicker quotes for work.  
Contractors are also given guidelines on what 
is expected to them when they access people’s 
homes, a code of conduct to their approach of 
working and complaints handling requirements.

Bridgewater is a founding member of IFLAIR 
and an active participant in developing the 
Framework Agreement. Hugh Cameron, 
the Association’s Chair recently said at a 
conference he was chairing that, “ we believe 
in the benefits it can bring to the efficient 
running of the Association and importantly 
to the Erskine community”.  Our part of 
the framework will deliver around £5m of 
improvements over the next 4 to 5 years.  
Details of the actual programmes will feature in 
future editions of Bridgewater News.

Working together - 
the IFLAIR group of 

Housing Associations 
with Contractors at the 

Tweedie Hall in Linwood.

TEAM EFFORT AS 
£27MILLION HOUSING 
DEAL IS SIGNED

If you’ve been in touch with us 

recently by phone, you’ll have 

noticed some changes to the way 

calls are being handled. We’re 

piloting a new arrangement where 

callers can select the service they 

want by choosing from a list of 

options.  You can choose from one 

of the following options:

Press 1 to report a routine repair or 

if you have a query about factoring 

or landscaping

Press 2 to report an emergency 

repair 

Press 3 to apply for housing; end 

your tenancy; or if you enquiry is 

about a garage

Press 4 to enquire about your rent 

account, estate management, 

antisocial behaviour or any other 

tenancy matter

Press 5 to make a payment

Press 6 for the accounts office

Press 7 for general enquiries 

Press 0 to hear the options again

If staff are dealing with other calls, 

you’ll be able to leave a message, 

and someone will call you back. 

At the end of the 6 week pilot, we’ll 

be reviewing how things have gone, 

and making adjustments if needed. 

We’d welcome any feedback and will 

update you in the next issue.

OFFICE TELEPHONES
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From time to time, residents get in touch 
with us to report “abandoned cars”. This is 
often because a car hasn’t been moved for 
some time and is seen to be taking up a 
valuable car parking space.

There are a number of signs which may 
indicate that a car has been abandoned, 
for example:

• It’s no longer in a road-worthy 
condition, for example, it has flat tyres 
or removed wheels

• Litter or leaves are lying under it (this 
may mean that it hasn’t been moved 
for some time)

• Smashed windscreen or other windows

• Missing number plates

• The car contains items of waste such 
as tyres, old newspapers or general 
rubbish

• Parts, like the bumper, seats or radio, 
have been removed or damaged

• There’s graffiti on the car; or 

• Wires hanging from the dashboard 
because the car has been ‘hotwired’ 
(driven without keys by tampering with 
the ignition).

• It’s in such a place as to cause 
aggravation or danger to others

If you come across a car (or other vehicle) 
that you feel has been abandoned, then 
please  notify Renfrewshire Council using 
their online  reporting form or call the  
Community Safety Wardens on   0300 300 
0380.  It would be helpful if you could also 
contact your Housing Officer, and pass on 
any information you may have on the owner 
of the car.

If we know who owns the car, then the 
Housing Officer can get in touch with the 
owner. Our staff can’t, however, attempt to 

immobilise or remove a car, as this could 
amount to theft. 

The Council’s Wardens will carry out their 
own procedures for dealing with abandoned 
cars, and will notify us if a car requires to 
be removed from our land.

A car can only be formally classed as 
abandoned by a Renfrewshire Council 
Warden or a Police Officer.

On Thursday 2 June, 25 
sheltered housing tenants and 
residents left Erskine heading 
for the ferry port at Cairnryan 
on a day trip to Belfast. 
Fortunately the sun was 
shining and the sea was calm. 
In Belfast some tenants visited 
the City Hall and others the Titanic 
Exhibition. There was also some time 
for shopping and eating.

Everyone returned to Erskine by 
Midnight and although it had been a 
long day it was a great day out. 

Sheltered Housing 
Tenants - Belfast Trip

ABANDONED CARS
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Nature of complaint Details of complaint What Action did we take Lessons learned and Changes to Policy or 
Procedure

Customer Service. Complainant unhappy with the 
information given to her daughter 
regarding her housing application. 

Acknowledged, investigated and apologised.  It would be useful to give information on the turnover and the 
groups we have let to for the previous year when we send 
priority letters as this may help manage expectations. 

Customer Service. Complaint unhappy with the personal 
questions being asked of her over the 
phone. 

Acknowledged, investigated and apologised.  It was suggested that the letters for next phase of phone survey 
include a named member of staff and telephone number.

Customer Service. Complainant advised that she has told 
us on numerous occasions we should 
contact her for any repairs to be carried 
out at her sons flat. 

Acknowledged, investigated and apologised.  In future we should ensure that BHA and MITIE are passed the 
correct contact information.

Observations following 
Bathroom Replacement. 

Tenant had sent a letter stating that he 
was happy with his Bathroom but he 
had a couple of observations he wanted 
noted.  

Acknowledged, investigated and apologised. TSM agreed with some of the observations highlighted and 
will be taken into consideration for specifications for future 
contracts and service improvements going forward.

Repair timescales/
Customer Service.   
 

Discussed with Resident and explained 
that the delay was due to the 
contractor’s work load.

Acknowledged, investigated and apologised. Letters to residents should be clearer and include timescales. 
This will be raised at the next team meeting. 

Customer Service. Resident made a complaint about the 
way a repair in her common block was 
handled. 

Acknowledged, investigated and apologised. We will focus on improving communication with residents. This 
will be raised at the next team meeting.

WHAT WE DID WITH 
YOUR COMPLAINTS
Complaints received between January and March 2016

The Association uses a number of methods 
to understand what our customers want and 
when things go wrong – so that we can fix 
them for the customer and try and ensure 
that other customers don’t have to experience 
the same.  One of the ways we do this is to 
analyse our complaints both as a whole but 
also individually to see what lessons can be 
learned.  The Chief Executive and Management 
Team look at all complaints that are made to 
the Association once they are dealt with and 
when it’s necessary, change our policies or our 
procedures.

The Association received a total of 18 complaints 
during the period January to March 2016.   During this 
period 12 relatively simple, (Stage 1) complaints were 
dealt with within the 5 working day target, and 6 more 
complicated (stage 2) complaints were concluded within 
their 20 working day target. 

• 67% of Stage 1 complaints and 33% of Stage 2 
complaints recorded were resolved.

• 58% of Stage 1 complaints were upheld or partially 
upheld.

• 50% of Stage 2 complaints were upheld or partially 
upheld.

• 76% of customers said they were satisfied or very 
satisfied with the outcome of the complaint.

• 83% of all complaints received were received from 
Association Tenants and 6% were received from 
Owners and there were no complaints received from 
applicants and 11% of complaints received were for 
multiple issues.

Bridgewater Housing Association continues to welcome 
feedback from all our customers who receive services 
from us and our Complaints Policy continues to highlight 
where you can help to make improvements in our service 
to you. 

Detailed below are some of the actions we have taken 
to resolve some of the problems which were highlighted 
through the complaints we received. 
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Congratulations to:-
Miss Farmer - May Winner 
Mrs Evangelista - April Winner 
Miss Johnston – March Winner

Thanks to everyone who 
returned their surveys.  

We are planning to carry out Resident Led 
Inspections in your area shortly.  Would 
you be interested in taking part?

These inspections will be arranged by our 
Factoring Officer and attended by the Area’s 
Housing Officer, Bridgewater Board Members 
and Bridgewater Residents. The aim of the 
inspections is to look at and discuss the quality 
and standard of the environment, within each 
management area, with local residents and 
improve the maintenance and development 
through resident involvement and consultation.

We are hoping these inspections will provide 
local Residents with the opportunity to show us 
first-hand any areas of concern and consider 
any aspirations they may have for their area.

The inspections will provide us with the 
opportunity to discuss with you - our 
contractor’s performance, the specification of 
works, our priorities and funding availability.

Overall we would like the inspections to 
encourage Residents’ ownership and 
involvement in managing and improving the 
area in which they live. 

We intend to carry out these inspections on 
an annual basis and the first of these will take 
place at the end of July, beginning of August 
2016. There will be 9 inspections in total; 2 
in Bargarran, 2 in North Barr, 2 in Park Mains 
(areas 1 & 2) and 1 in Rashielee North and 
they should last 2 hours at most.

If this is something you would be interested 
in taking part in, please contact Catherine 
Scott on Tel: 0141 814 5171 or email: 
CScott@bridgewaterha.org.uk. 

PAYING YOUR RENT
Here are a few of the 
payment methods we 
offer which you can use 
from the comfort of 
your own home.
Your allpay payment card 
enables you to pay your 
bills in a convenient way 
at a time to suit you. Your 
payment card contains a 
unique identification number 
linked to your account.  The 
card itself has no value. If 
you have an allpay card you 
can easily use one of the 
following services to pay 
your account.

PAY BY PHONE – 
DIAL 0844 557 
8321
Have your payment card 
and a pen handy with your debit or 
credit card, available 24/7.  Each time 
you use this automated service you will 
be given an authorisation code as proof 
of payment, which you should note for 
safe keeping.  

SETTING UP A 
DIRECT DEBIT – 
Paying your account by 
Direct Debit offers a 
hassle-free solution to those who worry 
about paying their bills on time.  You will 
need to have a bank or building society 
current account before you can set up 
this facility.

ALLPAY PAYMENT 
APP FOR YOUR 
SMART PHONE
Debit or Credit card 
payments can be made 
at your convenience 24/7 
through the allpay payment 
app, available to download 
free for Apple, Android and Windows 
smartphones.  You will need an AllPay 
card to set up this service.

PAYPOINT OR POST 
OFFICE PAYMENTS
Alternatively, you 
can use your 
payment card to 
pay at any outlet 
displaying one of the following signs: 
Pay by cash at any store displaying the 
PayPoint logo. Pay at any Post Office 
with cash, cheque or debit card.

WEBSITE PAYMENTS
www.bridgewaterha.org.uk
Did you also know you can now
• Pay your rent
• Report a Repair
• Print out a Housing Application
All online 24 hours a day.
If you pay your rent online you will receive 
an automatic receipt for your payment.

MORRISON’S 
£10 VOUCHERS 
We will chose one tenant/owner 
occupier each month who pays 
through our website and another 
that has paid using their All Pay card to 
receive a Morrison’s £10.00 voucher in 
our monthly prize draw. You can also

• Post a cheque to the office
• Pay by debit/credit card on 

tel 0141-812-2237

If you have any concerns about making payments 
please speak to your Housing Officer right away.

Resident Led 
Inspections

MONTHLY PRIZE 
DRAW

Kay Walker 
who works for 
the Association 
as the Welfare 
Rights Office 
completed a 10 
mile walk in aid 
of St Andrews 
Hospice and raised 
a total of £425.     

Well done Kay!

Walk-er 
Fundraiser

Repairs Service 
Customer Satisfaction 
Survey’s Prize Draw 

Winners of 

£25.00 of 

Morrison’s 

Shopping 

Vouchers!

mailto:CScott@bridgewaterha.org.uk
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SHARE MEMBERSHIP
How to become a member of the Association 
To become a Share Member of the Association you must fill in an application form 
which can be obtained from the Office.  The Application form should be completed and 
returned along with £1.  Your Share application will be considered by the Board at their 
next meeting.  If your application is approved by the Board you will immediately become 
a member and your name and address will appear in the Register of Members and you 
will be issued with a certificate for one share of the Association. 

Who can become a member of the Association
Tenants of the Association or partners or adult offspring (18 or over) of Tenants who 
reside with them, Owner Occupiers and the partners or adult offspring (18 or over) of 
such Owner/Occupiers residing with them or general individuals can become Share 
Members of the Association.  

MEMBERS OF THE BOARD 
We are the largest Social Housing provider in Erskine.  We provide landlord services to 
over 800 Tenants and a Factoring Service to over 2500 Owner Occupiers and we build 
houses for social rent.  The Association, which is a Registered Scottish Charity is run 
by a voluntary Board of Trustees and we are looking for new members to join our team, 
particularly, but not exclusively from people who live in Erskine.

Hot and cold water pipes, taps and showers in 
the home need to be used regularly to ensure 
that harmful bacteria and viruses do not build 
up in them, which can be harmful to you and 
your family. The best way to make sure that this 
does not happen is to flush pipework through 
regularly by making sure that all taps, showers 
and w.c. cisterns are used at least once a 
week. We recommend that you identify any 
taps, shower heads and other water outlets 
within your home that may not be used very 
often, and then make sure that you run water 
through them for a good 10 minutes at least 
once a week. It may seem like a chore but it 
does reduce the risk of possible infection.

If you have not been using a shower in your 
home at least once a week, we recommend 
that you flush through the shower head with 
the water on a weekly basis. The safest way to 
do this is to cover the shower head with a towel 
and then to run the shower for 10 minutes at 
a hot setting. Your shower will be safe to use. 
Your towel should just be laundered in the 
normal way.  

If you go away on holiday for more than a 
few days, please remember to run your hot 
and cold taps, mixer taps and your shower 
if you have one, for 10 minutes when you 
return home. It will then be safe to use them 
as normal. Again, cover shower heads and 
taps with a towel before running the water. 
Remember to keep plugs out so that the water 
can go straight down the drain. This will allow 
any harmful bacteria that may have built up to 
be flushed away.

We hope you find this advice useful. If you 
would like any more information about 
maintaining the water systems in your home, 
please contact the Association’s Technical 
Department. The steps we advise are just a 
precaution that will help reduce exposure of 
anyone in your household to legionella. Further 
information about preventing infection from 
legionella is available from the Health and 
Safety Executive via their website at: 

http://www.hse.gov.uk/Legionnaires

ANNUAL GENERAL MEETING

Hot and Cold Water in the Home
Carrying out regular maintenance to the inside and outside of a house or flat will 
keep things like roofs, heating systems, doors and windows in good condition 
for longer. But did you know that it’s important for you as a tenant to look after 
the hot and cold water systems in your home too?

WHAT’S IN IT FOR YOU AND WHAT’S IN IT FOR US
WHAT IS IN IT FOR YOU? WHAT DO WE GET?

• 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

• 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, and 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, Chief Executive on 01418122237 imclean@bridgewaterha.org.uk

This year’s Annual General Meeting will take place on Tuesday 23rd August 2016 at 6.00pm 
in Bargarran Community Centre and we encourage all members to come along. 

Refreshments will be available from 5.30pm prior to the start of the meeting. 
Only Members of the Association will be invited along to the Annual General Meeting.
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IMPORTANT SAFETY NOTICE –
PRODUCT RECALL

Center brand fan heater – product code 105161
We have been made aware of a technical fault in a small number of our Center brand 
2kW fan heaters (product code 105161) that may cause safety issues. There is a risk 
of the plug and/or fuse overheating and could be a fire hazard. You should not use it. 
As a precautionary measure we are recalling this product which has been sold by 
Wolseley since January 2014.

This is a Center FH-06A 2kW portable electric fan heater. It has two heat settings –
1000W/2000W with cool/warm/hot function along with an adjustable thermostat. It is
CE approved.

We strive to provide customer satisfaction and safe quality products at all times and 
therefore would like to apologise to our customers for any inconvenience that this 
may have caused.

For more information, please refer to www.plumbcenter.co.uk/product-recall or 
call our helpline on: 0800 0722 557.  Helpline opening hours:

• Monday to Friday: 7.30am – 8pm
• Saturday: 8am – 5pm
• Sunday: 10am – 4pm 

Getting to the Queen Elizabeth

Royal Hospital for Children

University Hospital and

Straight to the front door 

Glasgow Central 

train station to 

QEUH by bus in 

under 25 mins!

MIS 287621

Partick 
interchange 

to QEUH by bus 
in 10 mins!

Govan interchange to QEUH by bus in 6 mins!

www.nhsggc.org.uk

Plan your journey

Erskine Community Council consists 
of local residents who meet on a 
monthly basis to act in the interests 
of the people of Erskine.  They 
represent the views of residents 
to public authorities such as 
Renfrewshire Council, NHS and 
Police Scotland.

Erskine Community Council need 
more members; we would especially 
welcome young people aged 
16+ and representatives from 
organisations or voluntary groups 
in the area. If you could give just 
a couple of hours each month to 
attend our meetings and help us 
reach our goal: to improve our 
Community?

Please contact the Secretary at 
secretaryecc@hotmail.co.uk or via 
our Facebook page www.facebook.
com/ErskineCommunityCouncil.  
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Many of Bridgewater’s tenants have already registered with 

homeswapper, which is a national home swap and house exchange 

website. 12 of our tenants found a new home last year through 

a mutual exchange and many of these were found through the 

homeswapper website.  This included tenants moving within 

Erskine and some moving further afield.  

Homeswapper has just introduced a phone app giving tenants 

instant access to their HomeSwapper account for quicker matches 

and messaging.  The benefits include:

• Push notifications for alerts

• Instant messaging

• Instant matching

• Swiping function to flick through ads or delete messages

• Facebook log in

As Bridgewater pay a subscription to Homeswapper, our tenants 

are able to register free of charge. If you are interested in finding a 

mutual exchange you can register at www.homeswapper.co.uk 

New Homeswapper 
app available now!

COMMUNITY 
COUNCIL CONGRATULATIONS

Erskine Gala Day 
Saturday 20th August
at Park 
Mains High 
School

Caroline Meek, our Supported Housing Co-
ordinator, has successfully completed the 
SVQ 4 in Social Services and Healthcare. 
The qualification is for managers involved 
in a broad range of complex, technical or 
professional work activities performed with a 
substantial degree of personal responsibility 
and autonomy. Caroline was delighted to 
receive a bouquet of flowers from the Board 
and colleagues to celebrate her success.

mailto:secretaryecc@hotmail.co.uk
http://www.facebook.com/ErskineCommunityCouncil
http://www.facebook.com/ErskineCommunityCouncil
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There was various activities throughout the day 
which included; 

• Guess the famous Baby Photo Competition

• An 80’s Quiz

• And a Raffle – the winner of the raffle was 
Helen who won a fabulous purple 80’s cake 
which was made and donated by Sarah 
Robertson. 

In total we raised £135.00 for Alzheimer Scotland.

A big thanks to all who took part. 
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Purple Party Fundraising 
Day at Bridgewater - Thursday 

16th June 2016

Staff at Bridgewater decided to have a “Purple Party Day” and staff paid 
to wear something purple to raise money for Alzheimer’s Scotland.
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The ‘Right to 
Repair’ Scheme
As a tenant of Bridgewater housing Association, you have a legal right* to have certain small 
repairs carried out within specific timescales. These repairs are known as ‘Qualifying Repairs’ and 
are listed in the table at the end of this article. The value of the repair must also be estimated 
to be less than £350. If we don’t complete the work within the required timescales you may be 
entitled to instruct an alternative contractor to carry out the work. You may also have a right to 
financial compensation. If your repair is a Qualifying Repair, it will clearly say this on the receipt 
that we send you when we instruct our contractor to carry out your repair.
Although we do our best to ensure that all repairs are carried out within these timescales, some jobs are not 
completed on time. If this is the case, you may want to ask these questions: -

If you have a complaint or a query about the Right to Repair scheme, or any other aspect of the Association’s repairs 
service, please contact our Technical Department on 0141 812 2237 or email us on admin@bridgewaterha.org.uk.

*Under the Scottish Secure Tenants (Right to Repair) Regulations 2002

WHEN CAN I INSTRUCT AN ALTERNATIVE CONTRACTOR?
An alternative contractor can only be used if the repair you requested is a Qualifying Repair - 
this will be shown on your repair receipt. If our contractor does not complete your Qualifying 
Repair by midnight on the ‘Completion By’ date shown on your receipt, you have the right to 
use an alternative contractor.  

HOW DO I USE THE ALTERNATIVE CONTRACTOR?
If you feel you have the right to appoint an 
alternative contractor, please telephone our 
Technical Department and tell a member of 
staff that you wish to appoint an alternative 
contractor, quoting the job number that is shown 
on your repair receipt.  We will first check that 
the job is a Qualifying Repair, and then find 
out whether the original contractor can carry 

out the work immediately.  If he can’t, we will 
give you the name and telephone number 
of an alternative contractor whom you can 
contact and instruct to carry out the qualifying 
repair. Bridgewater will pay for the alternative 
contractor. We will help you through this process 
and do everything we can to sort the matter out 
promptly.

AM I ENTITLED TO COMPENSATION?
If there has been an unacceptable delay 
completing your qualifying repair you may 
be eligible to receive compensation for the 
inconvenience you suffered.  Please note that 
some delays are beyond our control, like bad 
weather or if we can’t get access and it’s not 
our fault, may mean you are not entitled to 
compensation. If we simply haven’t completed 
the repair by midnight on the ‘Completion By’ 
date you are entitled to a flat compensation 
payment of £10.00.  You are also entitled to 
a further £3.00 for each working day beyond 
the ‘Completion By’ date until the repair is 
completed.  Maximum compensation under the 
scheme is £100.00 per repair.  

Please note that if you have any rent or other 
arrears with us, any compensation due to you will 
be used reduce these arrears and anything left 
over would then be sent to you.  An alternative 
contractor is given the same amount of time 
to carry out the work as the original contractor 
was given.  You may be entitled to additional 
compensation if our alternative contractor fails to 
complete the repair by the new completion date.

LIST OF QUALIFYING REPAIRS Timescale
Blocked flue to open fire or boiler 1 day
Blocked foul drain or soil stack. 1 day
Blocked toilet pan if there is no other working toilet in the house 1 day
Leaking foul drain, soil stack or toilet pan. 1 day
Blocked sink, bath or drain 1 day
Total loss of electric power 1 day
Partial loss of electric power 3 days
Insecure external window 1 day
Insecure external door 1 day
Insecure lock 1 day
Unsafe access path or step 1 day
Leaks or flooding from water or heating pipes, tanks, or cisterns 1 day
Loss or partial loss of gas supply 1 day
Loss or partial loss of space or water heating where no alternative heating is available 1 day
Toilet not flushing where there is no other toilet in the house. 1 day
Unsafe power or lighting socket or electrical fitting 1 day
Loss of water supply 1 day
Partial loss of water supply 3 days
Loose or detached banister or handrail 3 days
Unsafe timber flooring or stair treads 3 days
Mechanical extractor fan in kitchen or bathroom not working 7 days

WHAT IF I HAVE A COMPLAINT 
OR QUERY REGARDING THE 
RIGHT TO REPAIR SCHEME?

mailto:admin@bridgewaterha.org.uk

