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TENANT
PARTICIPATION
STRATEGY
This year’s tenant participation
strategy and action plan was
approved at the Committee of
Management’s meeting in
May. This year’s action plan
includes:

•  Continue to provide
new tenants with a
welcome pack

•  Carry out a tenant
satisfaction survey

•  Continue to support a
range of community
projects

•  Carry out Annual Tenancy
Visits to our tenants

If you would like a full copy of
our tenant participation
strategy and action plan,
please contact the office.

Office Closure
Our Office will be closed for
the September weekend on
Friday 4th September and
Monday 7th September
2015.

Name ............................................................................................

Address ........................................................................................

......................................................................................................

Tel...................................................................................................

Would like to go Yes  / No 

My Preference:
1. People’s Palace  2. Riverside Museum/Tall Ship 
3. Kelvingrove Art Gallery  4. Braehead  5. Largs 

6. Your Suggestion ........................................................................

Summer Trip
Some of you will remember last
year’s successful summer trip to
Clydebank. The Association has
decided to host another over 60s
bus trip this summer. Once again,
we thought we would ask your
views of where you would like to
go on a summer trip. Below you
will find a tear off slip with five
choices of places we can go and

if you are interested in attending then please complete the tear-off
slip and return to the office no later than 24th July 2015. The
provisional date for the summer trip is Wednesday 29th July 2015.

Welcome to the Summer edition of Larkfield News.
Inside this issue you will find details of this year’s
Summer Trip, our Techy Tea Dance event in
September, an update on our tenancy participation
strategy and much more. On behalf of the
Management Committee and all the staff at Larkfield
Housing Association I wish you a happy summer. 

Frances Beattie, Acting Chairperson.
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UNIVERSAL CREDIT
This is the biggest change to benefits
for over 50 years. A number of
different benefits will be abolished
and replaced by a single award called
Universal Credit. 

These include: 

•  Income Support
•  Job Seekers Allowance
•  ESA
•  Tax Credits and
•  Housing Benefit

From September 2015, all new claimants of
working age will claim Universal Credit. If you are
already in receipt of any of the above benefits, from
October 2015, should you have a change in your
circumstances, you will move to Universal Credit 

By 2017, all claimants should have been moved
over to Universal Credit. For pensioners, Universal
Credit will NOT replace Pension Credit. However,
when Universal Credit is introduced, if either
member in a couple is under qualifying age for

Pension Credit then the couple will be treated as
‘working age’ and be expected to claim Universal
Credit. Due to the abolition of Housing Benefit, the
Department for Work and Pensions is updating
Pension Credit to enable pensioners to claim for
their housing costs (including rent) as part of their
Pension Credit claim.

What else do I need
to know?
From October 2013, new claims for Universal
Credit will need to be made online. Universal Credit
will be paid monthly, by direct payment into a
suitable account. This means you will need to have
a basic building society or bank account, which
allows you to receive money. 

Universal Credit will include money for your rent
which you need to pay to Larkfield Housing
Association. This is your responsibility. 

If you need help or advice with your claim
for Universal Credit please contact one of
the housing management team on
01475 630930.
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Financial Fitness was established in
1999 to provide free welfare benefit
advice on an outreach basis to the
residents of Inverclyde, Scotland. The
key services we provide are:

• Advice on all welfare benefits 

• Assistance with form filling where
appropriate 

• Comprehensive benefit checks 

• Better Off In Work calculations 

• Money Advice 

• Support to access bank accounts
and other financial products 

• Signposting clients to other services
and agencies 

• Home visits and community based
surgeries

Since 1999 we have supported over 30,000
Inverclyde residents and generated over
£35,000,000 worth of benefits for some of the most
disadvantaged members of society.

Thanks to continued funding from Larkfield
Housing Association, Financial Fitness are able to

Financial Fitness Services for Housing
Association Tenants

offer these services to Larkfield Housing
Association tenants. Tenants can contact us
directly or be referred to us by a Larkfield Housing
Association member of staff.

Initially, Financial Fitness will carry out a full
income and circumstances assessment for each
tenant. From this assessment, our Adviser will be
able to identify any unclaimed benefits and
complete the necessary claim forms if appropriate.
Our Adviser will also offer access to our money
advice service (for people requiring debt,
budgeting or financial products advice) as well as
carrying out a social-wellbeing assessment to
identify any additional unmet needs. Aftercare
support will be provided following the initial
appointment to ensure that all advice work reaches
its natural, satisfactory conclusion. 

Based on previous experience we can
sometimes generate up to £1,500 worth of
additional unclaimed welfare benefits for each
tenant that we support, each year. This extra
money can help tenants to pay their rent and can
also improve a tenant’s quality of life as it provides
a higher disposable income to spend on life-
enhancing products and services such as care,
transport, food, heating and social opportunities. 

To make an appointment for advice from
Financial Fitness, please contact us on:

(01475) 729239 or
email finfitteam@yahoo.co.uk

Alternatively, ask a Larkfield Housing
Association staff member to refer you to
ourselves and we will contact you to arrange
an appointment.
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In September 2015 we
will be closing our
housing list and
asking you to register
for re-housing online.
We have made some
changes to our
Allocations Policy on
which we consulted
you. These changes
will be put in place
September in 2015. 

As well as our policy changes
being implemented we will be
introducing a new website and
bidding system along with our
new logo.

Our new website will make it
easier for you as you will be
able to:

• apply for housing online
and make changes to your
application.

• view all of our available
properties.

• place bids directly from
the website. 

• check where you are
placed for the property you
have bid for as soon as
your bid is registered.

• see what properties you
could have been
successful with.

We will be limiting the number
of bids you can place to three
per week. 

ICHR staff will be available to
assist you to complete the online
application if you are unable to
do this yourself.

We will notify you in due
course when you can complete
your new application online.
Alternatively you can follow us on
twitter for any updates.

Inverclyde Common
Housing Register

Larkfield Owners
All Larkfield owners were issued with their 2014/15 landscaping
maintenance charge in May 2015. Payment was due by 19th
June 2015. For anyone that hasn’t paid their annual charge for
this year please contact the office to make payment and avoid
any late payment charges. 

We are aware that some of our customers may find
themselves in financial difficulty and we are here to help. We
can discuss repayment options with anyone facing financial
problems. Please contact our office on 01475 630930 to
arrange a suitable repayment plan.

Owners can also spread the cost of their charge over the
year. Weekly or monthly payments can be set up using your
Allpay card or by setting up a Direct Debit. This can be a
more manageable and affordable option for some owners.
If you wish to set up a Direct Debit please contact our office
and a member of staff will set this up for you over the telephone
or in person.
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AIDS AND
ADAPTATIONS
Do you feel that you or a
member of your family
needs assistance to stay in
your home? 

Are you having difficulties
climbing the stairs, getting
in and out of the bath or
turning taps off and on?

If any of this applies to you,
and you feel you need
additional support to stay in
your home, Larkfield Housing
Association may be able to
help. We work closely with the
Centre for Independent Living
who carry out Needs
Assessments for any tenants
who require a medical
adaptation. 

Below is a list of some of
the types of adaptations we
have carried out for our
tenants:

• Over-bath shower
• Walk-in shower 
• Ramps for wheelchair

access
• Banisters, handrails, and

grab rails
• Specialist smoke alarms for

the deaf or hard of hearing

We carry out this work to help
tenants who require
adaptations to be able to
continue to live in their home
independently. If you would
like to find out more about
Aids and Adaptations, please
speak to the Housing or
Maintenance Officer.

Estate Management 
Yes folks, it’s that time of year again.
The Housing Management team will be
carrying out estate inspections and
checking everyone’s gardens and common
areas over the coming months. Please ensure
that your garden and hedges are maintained
over the summer.
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Friday 11th September, 1pm-3pm
Larkfield Tenants Hall, Burns Road.
Come along to a ‘Techy’ Tea Dance

Not only will you get tea, cake and a dance but we will be showing
how you can make the most of today’s technology!

Bring your dancing shoes too!

Larkfield & Link staff will be on hand to show you the basics
and can help you make the most of any mobile phones, tablet devices
or computers you might have, remember to bring them with you!

Cup of tea?
Yes please, but how do you feel about IT?
Unsure? Join us for a ‘Techy’ Tea Dance.
Technology explained with no jargon,
a nice cup of tea and a dance.
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This is our “report card” for the
six month period from October
2014 to March 2015. The report
shows how we are performing in
meeting timescales, delivering
satisfactory outcomes and
implementing changes to
improve our services.

From 1st October 2014 to
31st March 2015, we received 23 complaints
regarding a variety of issues.

CUSTOMER FEEDBACK
Performance Update –
October 2014 to March 2015

Just a reminder that Larkfield Housing Association staff will be carrying out annual
tenancy visits as part of our ongoing efforts to improve the services we provide to
tenants and engage more with our customers. These visits are carried out by
Housing Management staff, who all carry ID and are employees of the Association.

We have introduced Annual Tenancy Visits because we want to meet with all our tenants at
least once a year to help improve the service you receive, and it gives us the chance

to check that our homes aren’t being used for anything that breaches
tenancy conditions and are being kept in a good condition.

They also give you the chance to talk about any
issues you have with your home, or with your

housing in general. 

ANNUAL TENANCY VISITS

Complaints by service

Reactive Repairs Service 17

Planned Maintenance Service 4

Owner Services 1

Dissatisfaction with Larkfield’s Policy 1

Compliments by service

Planned Maintenance Services 2

Stage 1 Complaints
20 complaints were first stage complaints of which
we responded to 19 (95%) within the required
timescale (5 working days. Of these complaints,
16 (84%) were upheld (i.e. found to be justified). 

Stage 2 Complaints
We also responded to three second stage
complaints, all of which required a detailed
investigation. We responded to two of these
complaints (67%) within the required timescale of 20
working days. The third complaint was responded to
in line with an agreed timescale with the
complainant as additional information was required
by a third party in order to fully resolve the complaint.

After investigation, if a complaint is upheld then
we will look to implement changes to improve our
future customer service. 

What we are doing to improve our customer
service: 

• Introduced a repairs appointment system for
general repairs

• Engaging our new contractor “Link Property”
to carry out tenant telephone satisfaction
surveys within one hour of your repair works
being completed

• Appointed our new Gas contractor, Gas Sure,
providing a direct contact service for all gas
repairs and servicing.



Larkfield Gala Day
Save the date! The annual Larkfield Gala Day,
supported by Larkfield, Braeside and Branchton
Community Council, is on Saturday 1st August 2015
from 12noon – 4pm at Burns Square, Greenock. 
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Larkfield Housing Association will produce this information on request in Braille, Audio Tape, Large Print and Community Languages.
Larkfield Housing Association Limited is a registered society under the Co-operative and Community Benefit Societies Act 2015, Registered
Number: 2509 R(S), Registered Office: 14 Lothian Road, Greenock PA16 0PG. It is a Charity registered in Scotland, Charity Number:
SC032418; a Registered Social Landlord with the Scottish Housing Regulator, Registration Number: HCB 293; and registered as a Property
Factor Id: PF000279. Part of the © Link Group 2015.

14 Lothian Road, Larkfield, Greenock PA16 0PG
t: 01475 630930 f: 01475 636111 e: info@larkfieldha.org.uk
www.larkfieldha.org.uk

Office Opening Hours:
Monday, Tuesday, Thursday and Friday 9am – 4pm
Wednesday 9am – 12.30pm. Closed Wednesday afternoon

Annual General Meeting
The date for your diary is Tuesday 15th September 2015. The
venue will be Larkfield Tenants Hall, Lothian Road at 6:30pm. The
AGM is an opportunity for shareholding members to hear what the
Association has been doing during the year and to present the
Association’s year-end figures and future plans. All Shareholding
members are invited to the AGM. Members are eligible to vote for
election to the committee themselves. If you would like to get
involved in making the decisions that affect your home and
community, you could make a real difference by joining Larkfield
Housing’s Committee.

For further information about Larkfield’s Committe or
membership of the Association please contact our office on
01475 630930 or visit our website at www.larkfieldha.org.uk

Starter packs
Inverclyde Support
& Connect Project –

provides the most
vulnerable households,
particularly for new
tenancies and those moving
on from homelessness, with
access to the basic
household items needed to
set up a home and sustain
tenancies. This service is
open to all residents of
Inverclyde facing difficulties
in setting up a home and
refers to starter packs by
agencies including Housing
Associations. Please
contact our office on
01475 630930 for more
information.
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