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larkfield news
creating a better neighbourhood

Manage your tenancy
at a touch!
We recently launched our new customer-friendly
tenant app. Throughout its development, tenants
tested the app and helped us make it better for you.
What are the benefits?
You can view your account, pay
your rent, report and track the
progress of repairs, request
services and update your details.
It’s quick to sign up to and you
can use it 24/7.

How can I get the app?
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You can get the app in the App
Store or Google Play by searching
for ‘MyLarkfield’.
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To register, you’ll need an email
address, your tenancy reference
number and your date of birth.
You will be sent a one-time
passcode and once you enter
this, you’ll be registered.

What’s next?
We’ll be out and about promoting
the app and staff will be assisting
tenants to get started using it.

Welcome
to the autumn
edition of
Larkfield News,
where you
will find
information on
our annual general meeting
(AGM), new board members,
tenant participation events,
Inverclyde’s small repairs
service and new projects.
We’ve also included our
2018/19 charter report card,
which highlights our strong
performance for the year.
On behalf of Larkfield staff
and committee, we hope you
have a lovely autumn.
Sheralee Miller
Chairperson

Look out for information on
our social media accounts.
If you need help to download
the app, give us a call on
01475 630 930.

If you would like to find out more about our services, please call 01475 630 930 or visit
www.larkfieldha.org.uk

www.larkfieldha.org.uk
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Another successful AGM

SCOTTISH
HOUSING DAY
In addition to our AGM,
we celebrated Scottish
Housing Day by taking
part in an information
and advice drop-in
session at Greenock
Job Centre.
Our stall highlighted all
the services we offer to
tenants and customers.

On 18 September, we welcomed members and guests
to Larkfield Community Hall for our AGM.
Sheralee Miller, chairperson of our board of management, reported
another strong performance for the year, highlighting our successes
and partnership working with tenants, partner organisations and the
wider community. Sheralee also paid tribute to Jim Canning, former
chairperson and longest serving member on the board.
Congratulations to this year’s AGM prize winners, Mrs Jones,
Ms Conway, Miss Brown, Miss Cushnaghan and Mrs Brown, who
all received a £25 Tesco Voucher.

MEET OUR NEW
BOARD
MEMBERS
Our board of management was
delighted to welcome four board
members:
Kelly-Ann Doherty, Ashley
Brown, Alison McManus and
Mhairi Cushnaghan.
This year’s office bearers are:
Sheralee Miller (chairperson),
Suzanne Harris (vice chair) and
Aileen Hunter (secretary).
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Celebrating the present
and shaping the future
We were delighted to have a stall at the Greenock and
South West Localities event hosted by Activ8 Our Place
and Brachton Community Centre recently.
The event, which was attended
by nearly 600 people,
showcased all the great work
and activities currently taking
place in our community.
Our stall promoted the future of
our community garden and how
we can get more people involved
in growing their own food.
On the day, children enjoyed
decorating our ceramic pots,
planting flowers and potting
broad beans to take away and
grow at home. We also held a

competition for the best drawing
of the community garden and
the £25 Amazon voucher was
awarded to Erin. Well done!
A huge thank you to In-Work
Enterprise’s project manager,
Allan, who kindly donated the
soil, plants, broad beans and
small ceramic pots. We’d also
like to thank everyone who
visited our stall and shared their
feedback and ideas of what they
would like to see in our
community garden.

www.larkfieldha.org.uk
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Valuing your feedback
Performance update – 2019
This is our performance report from 1 April to 30
September 2019. The report measures our
performance in meeting timescales, delivering
satisfactory outcomes and implementing changes
to improve our services.
During this six-month period, we received three
compliments and 29 complaints.

Stage 1 complaints
(front-line resolution)
27 complaints were dealt with through Stage 1 of
our complaints process. We responded to all
complaints (100%) within our target timescale (four
working days). Our average time (in working days)
to respond was 2.4 days. 23 complaints (85%)
were upheld (i.e. found to be justified).

Complaints by service
Complaint reason

No. of
complaints

Stage 2 complaints

Reactive repairs services

11

We received two second-stage complaints during
this period and responded to both within our
required timescale of 20 working days.

Owner occupiers – management
service for landscape
maintenance contract

10

If a complaint is upheld, we will look to implement
changes to improve our future customer service.

Tenancy management

1

Learning lessons and what we are doing to
improve.

Estate management

1

We will:

Planned maintenance projects

6

Total

29

• continue to review our internal repair
procedures and performance;

Compliments by service
Compliment reason

• continue to engage with our reactive and
planned maintenance contractors to ensure
initial complaints are dealt with quickly by an
on-site supervisor;

No. of
compliments

• review our communications to owners in
respect of annual maintenance charges;

Planned maintenance projects

1

• implement a new Estate Management Policy,
procedures and process; and

Allocations/lettings

1

• review our Allocations Policy through the
Inverclyde Common Housing Register.

Tenancy management

1

Total

3
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Care and Repair Inverclyde
Did you know, as a Larkfield tenant, you may be entitled to benefit from
Inverclyde Council’s Small Repairs service?

The service provides practical help to residents in
Inverclyde with small repairs and tasks around the
home, including:

To receive the service, you must meet at least one
of the following criteria:
• aged 60 or over;

• joinery (doors and windows, kitchen units,
flooring, shelving, furniture assembly etc.);
• plumbing (tap washers and inserts
replacements, sink unblocking, minor leak
repairs, re-sealing work);
• electrical – (light bulb, plug, fuse, starter and
socket replacements);
• security – (door viewer, lock, bolt, CCTV and
keysafe fittings); and

• suffer from a long-term illness; and/or
• have a disability.
Small repairs can be
carried out for a fee of
£15 per visit or,
alternatively, you
can pay £45 a
year for
unlimited visits.

• general – (hanging pictures, fitting toilet
seats, hanging curtains and turning
mattresses).

To book an appointment, or to find out more, please contact
0141 812 4111 or enquiries.carerepair@bridgewaterha.org.uk.

www.larkfieldha.org.uk
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If in doubt, keep them out!
Bogus callers are
people who try to trick
their way into your
home with the intention
of stealing money or
possessions.
These people often prey on the
elderly or vulnerable. They may
pretend to be council officials,
workmen or police. Like us,
most official companies will send
you a letter before they call at
your door.
If you are in any doubt about the
person on your doorstep, please
remember:

• Ask to see the caller’s
identity card and check it
thoroughly. Our staff always
wear ID badges

Do you have a story you
want to share with us, or an
event you want to publicise?
Why not share your story with us?
We’re always delighted to hear
about a neighbour who has gone
above and beyond, or a positive
community story!
During the year, we will also be
celebrating 70 years of the Larkfield
community, so if you have any photos
or stories, please get in touch!
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• Ask the caller to wait on the
doorstep while you phone
the company to check
• Check the identity of our
Link Property workmen or
other appointed
contractors by calling our
office on 01475 630 930
• Lock the door while you
phone and don’t open it
until you are totally
convinced. Anyone who is
genuine won’t mind you
doing this
• Ask them to return on an
agreed date and time when
you have someone with you
• Don’t answer your door
when it’s dark outside
• If in doubt, keep them out
• Call the police on 101 if you
are suspicious of anyone
calling at your door

Customer commitments
Customer service is at the heart of everything we do, and we want to
get it right first time.
Our commitment to you

• respect your right to confidentiality and keep
your personal information secure in
accordance with data protection legislation

We will:
• treat you fairly, with respect and in a
professional manner
• be polite, honest and courteous at all times
• always identify ourselves by name, wear a
badge and, where appropriate, wear Larkfield
branded clothing
• ensure, by listening to you, that your needs
are identified and understood
• provide you with different ways of getting
in touch

• always try to resolve your enquiry at the first
point of contact
• make sure our staff have excellent customer
care skills to deliver our services
• use any feedback you provide to shape our
services
Our standards are what you should expect from
us, but we also ask you to:
• treat our staff with courtesy, respect and
dignity

• provide information or advice which is
concise, accurate, jargon free and in
plain language
• provide information in other languages, large
print, Braille or audio tape on request

• keep any appointments you have or contact
us if you need to change the date or time
• give us the information we need to help you
• give us your views and suggestions to help
us improve our services

• provide access to hearing loops and
translation or interpretation services on
request

UNACCEPTABLE BEHAVIOUR
We continue to deliver the highest standards of service to all our
customers and are committed to addressing people in a polite,
respectful and courteous manner always.
In return, we expect the same from our customers.
On occasions, our staff have experienced behaviour that cannot be considered acceptable,
including customers who are verbally abusive or act in an aggressive manner.
While these incidents are in the minority, we take this type of behaviour very seriously and will not
tolerate abuse towards staff at any time.
Our Customer Service Standards include a section on how we expect customers to treat our staff.
For those who breach this, there are a number of measures which can be taken, including written
warnings, pursuing an Antisocial Behaviour Order (ASBO) and ultimately, eviction.

www.larkfieldha.org.uk
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Complete our word search to win £25
shopping voucher.
Just complete and return your word search
with your name, address and contact
details to be in for a chance to win.
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Congratulations!

Goodbye Deborah

A huge congratulations
to our housing assistant
Andy and his wife Holly
on the birth of their
daughter Aila, who was
born on 23 September.

We recently said goodbye to
Deborah Ducat, our trainee
administrative assistant.
Deborah is moving onto
pastures new and taking up a
new opportunity with an
insurance company in
Glasgow. We wish her all the
best with her new job and know
she has a bright future ahead.
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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

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 2014, 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 © Link Group Ltd 2019.
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