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Drumchapel Housing Co-operative

Limited has a Welfare Benefit

Service available every Thursday.

You can contact the office to

make an appointment. 

This service can help with many

financial issues e.g.  Claiming

Benefits, Applications for Housing

Benefit, Council Tax reduction

and various issues including debt

etc.

The advisor will carry out a

benefit check. This will allow

someone to understand if they are getting all the

correct benefits that they are entitled to and at

the correct rate.

A recent case when the Welfare Benefit Advisor

assisted a tenant was the case of a 66-year old

single person living alone. He was receiving state

pension, housing benefit, and council tax

reduction. He did not have any savings.

He was struggling to manage his money and

wanted to see if he was eligible for any other

benefits. The client had various health problems.

A benefit check was carried out to ascertain if

the client was getting all income-based benefits

at the correct rate, which he was. 

Attendance Allowance eligibility was discussed

with the tenant, and how to apply. The Welfare

Benefit Advisor assisted him to complete the

form using information supplied by the client

and helped him to understand the need to

include full details on how his conditions

impacted on his life, providing examples as

appropriate. 

The client was awarded Attendance Allowance.

The client contacted us to

express his appreciation for the

help in increasing his income to

help him manage his bills better

going forward. 

A further benefit check was

carried out and the client would

now be eligible for guaranteed

Pension Credit (a further increase

an income) and the associated

benefits (including automatic

entitlement to Warm House

Discount, Cold Weather Payments,

and greater assistance with health care costs). 

An application was made for Pension Credit; the

claim was quickly processed via a telephone call. 

The client was delighted by the further increase

in their weekly income as well as the associated

benefits of being awarded guaranteed Pension

Credit. 

The Welfare Benefit Service may be able to

help you! Contact us to ask about an

appointment. 

Welfare 
Benefit
Service
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Water Tank Cleaning
and Disconnections
Over the last 2 years the Co-operative have disconnected 219 domestic cold-water storage tanks

out of 236 within our tenemental stock to reduce the risk of Legionella.

The remaining 17 tanks housed within the loft space, supplying either the existing electric storage

heated properties or properties with gas back boilers have now been inspected and cleaned and all

have suitable lids, insulating jackets, overflow screens and lid vents to keep the water quality to a

high standard for our tenants.

The next stage of this process will be to engage with the remaining tenants who either have electric

heating or old inefficient gas back boilers and try to make them aware of the advantages of having

a new heating system installed. This would also allow us to disconnect the remaining cold-water

storage tanks in the lofts cutting back on the risk of Legionella and burst pipes.

Don’t give Legionella a home
Legionella bacteria occur naturally in locations such as rivers,
lakes and reservoirs but may also be found in:

• Domestic water systems

• Places where water droplets may be formed such as showers
and taps

• Hose pipes

The risk of infection from exposure in domestic systems is very
low but everyone should be aware of the risks and take the
necessary steps to avoid being exposed to the bacteria in water
droplets.

How to reduce the risk of legionella 
• Disinfect and de-scale your shower head every three months

using products like Milton or antibacterial disinfectants.

• If you have a shower or water outlet you don’t use regularly,
you should flush the system out once a week by running
water through it for several minutes. 

• If you don’t use your shower for two weeks or more, you
should remove the shower head and let it run for two minutes
and disinfect the shower head before refitting it.

• If you have an external hose pipe you should flush this
through every week and if they are not used for over 2
weeks, you should remove the nozzle or adjust it so it doesn’t
produce a spray and let the hose run for two minutes.
Disinfect the nozzle before refitting it.

Further information can be found on the Health and Safety
website www.hse.gov.uk 
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Planned Maintenance
Update 2018-2019

• Floor coverings and water proof wall
boards chosen by our tenants.

• Double glazed, thermally-efficient
windows which are designed to keep
the cold air out while maintaining
thermal efficiency within the property.

All our tenants will be notified by letter well
in advance of their starting date so that
they can make arrangements to give
access or to seek assistance where
required.

A liaison officer has been appointed by
CCG to work with us and our tenants
throughout the contract. This should make
the process of the contractor gaining
access easier, and also allow us to answer
any questions our tenants may have
regarding the contract.

The Co-operative have now started the
second phase of the new windows and
bathrooms replacement programme. 

This phase has begun at 21 Southdeen
Road, with our contractor CCG working
their way around on to Linkwood Drive
in the coming weeks as the contract
progresses.

The programme will cover
approximately 59 tenemental
properties, including the remaining
properties between 3-21 Southdeen
Road and 110-118 Linkwood Drive.

Items to be installed will include the
following:

• Electric shower with a shower screen

• New bathroom lighting and
extractor fan.

April – October 2018 ARC Performance Report Year to
date Apr May Jun Jul Aug Sep Oct

Average time taken to complete emergency repairs 2.1 2.4 1.8 2.2 1.6 2.2 2.1 2.5

Total number of repairs completed in the last year 203 25 20 23 34 32 36 33
Total hours taken to complete emergency repairs 431.9 60 36 51 55 72 76 82

Average time taken to complete non-emergency repairs 2.1 2.4 2.3 2.3 2.0 2.1 1.9 1.6

Total number of repairs completed in the last year 676 98 124 91 103 117 85 58
Total working days taken to complete non-emergency
repairs

1,443 239 280 209 209 250 164 92

% of reactive repairs carried out in the last year 
completed right first time

99.5% 100.0% 99.2% 100.0% 98.0% 100.0% 100.0% 100.0%

Number of reactive repairs completed right first time 
during the reporting year.

645 93 119 84 96 114 83 56

Total number of reactive repairs completed. 
(Eligible for right first time)

648 93 120 84 98 114 83 56

Total number of reactive repairs completed per
occupied property 

1.8 0.3 0.3 0.2 0.3 0.3 0.3 0.2

Total number of reactive repairs completed during the
reporting year

879 123 144 114 137 149 121 91

Number of occupied properties at the end of the 
reporting year

479 479 479 479 479 479 479 479

Maintenance Statistics

Before

After
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Thank you to all the children who haunted the office on
Hallowe’en in their awesomely-gruesome costumes to

collect their treat bags. Below is a selection of 
some of Drumchapel’s little devils.

Hallowe’en 

Drumchapel HC - Newsletter November 18.qxp_Layout 1  22/11/2018  10:54  Page 4



5Newsletter November 2018

Good Luck, 
Liam!
The two-year contract for the 

estate caretaker assistant has ended. 

We would like to wish Liam Kernan 

all the best for the future.

Festive close cleaning
Please note tenants may expect slight amendments to
their regular schedule for close cleaning during the
month of December, returning to normal in January
2019. Thank you for your co-operation during this time.

Christmas Jumper Day
On Friday 14th December, Co-operative staff will once
again be adorning their finest festive sweaters as part
of the ‘Save The Children’ Christmas Jumper Day
(savethechildren.org.uk). The fundraising initiative
helps to bring essential healthcare, education,
protection, and food to millions of children around the
world who miss out on the most basic support.

If any tenants would like to get involved, then why not
make your own jumpers using tinsel, snowmen, robins,
baubles, or anything other which draws inspiration
from the festivities, then come by the office to pick up
some Christmas treats for the kids while you’re here.
Make the world better with a sweater!
https://christmasjumperday.org/

Christmas Party
reminders
A little reminder to our tenants that the annual
Pensioners Christmas Lunch will take place between
1pm and 3pm on Thursday 6th December 2018 at 
John Oliver’s, 20 Drumchapel Road. 

Our Children’s Christmas Party registration
deadline has now closed. 
A reminder to those attending,
the party will be hosted
between 
3pm and 5.30pm on
Wednesday 12th
December 2018 at our
registered office, 
4 Kinclaven Avenue. 
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Reports from
community members
has led to various
partnership site visits
and mobile CCTV
patrols of this area
by Community Safety

Glasgow (CSG), with the viewpoint of identifying anyone failing
to clean up immediately after their dog. This is clearly an
unacceptable situation and one which threatens the health of
the local community, particularly young children.

We are working in partnership

8

Service Complaints
Our half year report provides that there were eight service complaints made between 1 April and 

1 October 2018. Seven of these complaints have been at Stage 1 level, with the remaining complaint

handled at Stage 2. All complaints were upheld during this timeframe. 

The table below describes the three stages and timelines for dealing with complaints: 

Drumchapel Housing Co-operative

Scottish Public Services Ombudsman – Model Complaints Handling Procedure 
(Three stages)

STAGE RESOLUTION DURATION/
OUTCOME

Stage 1 Frontline Resolution – Make your complaint directly to the organisation. 
You can do this in person, by phone, by letter or email. The organisation will
try to resolve your complaint within 5 working days if they can. They may
respond to you by phone or in person to try and resolve things. If you are
unhappy with the response, you can ask the organisation to consider your
complaint at stage 2.

5 days

Stage 2 Investigation and Resolution – At stage 2 you should receive an
acknowledgement of your complaint within 3 working days. You will be
given a decision as soon as possible. This should be after no more than 20
working days unless there is clearly a good reason for needing more time. 
If your complaint is complex or needs more detailed investigation, the
organisation may look at your complaint immediately at this stage without
going through stage 1.

20 days

Stage 3 Complaint raised with SPSO – Once you have gone through our complaints
procedure, you can ask SPSO to look at it. You should make your complaint
to them in writing. It is best to use the SPSO complaints form to do this.
https://www.spso.org.uk/complaining-spso

Not
applicable

If you allow a dog in your control to foul without disposing of it

in an acceptable manner, then you are liable for a fixed penalty

notice of £80 – rising to £100 if unpaid within 28 days of the

offence. If you have a dog and it fouls in a public place, it is your

responsibility to dispose of the mess.

We would like to encourage you to support CSG by providing

us with information about irresponsible dog owners.  

Drumchapel
Housing
Co-operative Limited

You said you 
wanted action…

The information we require is:

• Name of dog owner, if known;

• Address of dog owner, if known; 

• Time and location of offence,

and

• Description of owner 

and you can report this to us by

using the My Glasgow app or by

phoning 0300 343 7027. Thank

you for your support in this

matter.
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