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The Newsletter for Residents of Copperworks Housing Association Autumn 2018

Copperworks did it…
with a little help from our friends!! 
We are absolutely delighted to report that, after much blood, sweat and
tears, Copperworks Housing Association is now the very proud owner of
the Triangle Site (A & B on the map). This site has been a blight on our
community for many years and we have grand plans to transform it!
This acquisition and remediation works would not have been possible without
support from a number of sources. Firstly, The Scottish Land Fund, who
awarded Copperworks £419,000 to bring the land back into community
ownership. In addition, we have secured £438,000 funding from The Scottish
Government’s Vacant and Derelict Land Fund to allow us to carry out the
necessary remediation works including levelling and seeding / turfing.  
A huge thanks to our partners at Glasgow City Council’s Development and
Regeneration Services Department, without their support we would not have
secured this funding!
Finally, a very special thanks to our neighbours and fellow 
Royston Strategy Group members at 
The Rosemount Development Trust. 
They have committed funding 
of £31,500 to allow all of this 
to come together. 
See page 3 for more details…

Inside 
this issue:

Annual Report
2017/2018 and

Landlord Report 
Card 2018

See central pull-out 
section
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What is Dracula’s
favourite circus act?
He always goes for the
juggler!

Community Meals –
why say no to 
a free meal?  
North Glasgow Community Food Initiative
hosted another ‘Community Meal’ event in
August 2018 and it was a huge success.
It was great to see so many different
people enjoying freshly cooked, tasty food.  
Please join us on Friday 26th of October
2018 at the Blue Roof for lunch between 
12 midday and 1pm for more good food
and great company.  

Copperworks AGM 2018
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What would you find

on a haunted beach?
A sand-witch!

In our last newsletter, we updated you
on progress that has been made by
Spire View Housing Association with
their plans for a new build development
on Glenbarr Street.
Since then, Spire View have been working with their
Consultants on finalising the design and issuing the works to
tender, which means that Contractors will now be invited to
price for the proposed works. Spire View are still hopeful of a
site start before the end of the year.
As a reminder to all readers, the current development plan is
to demolish the existing building and replace this with 24
new flatted properties, comprising of:

21 x 3 apartment, 4 person flats

2 x 3 apartment, 3 person wheelchair adaptable flats

1 x 4 apartment, 5 person flat

Once tender stage has been completed, Spire View will be
arranging a follow up open event and welcome everyone
interested to come along.

HOUSING ASSOCIATION

Spire View progressing
with plans for Glenbarr
Street Development

What’s worse than
being a five-ton
witch on Halloween?

Being her broom!

This means that there is a fantastic
opportunity for 2 more people to join our
Committee. 

It really is a great way to get involved in
decision making in your own community
and to make a difference.  You would also
be eligible for fantastic training
opportunities, which would make a
difference to your own CV.

Our Committee are a friendly bunch who
would love to welcome you along…

So if you are interested in this opportunity
please call Gillian on 0141 471 7821 for
further information and an informal chat.

Committee Members
Our Management Committee for
the coming year is as follows: 
Maureen Flynn             Chairperson

Jim Laing                      Vice Chairperson

Geraldine McLaughlin  Secretary

Rosemary Gallagher    Treasurer

Rose McLaughlin         Vince Mullen

Peter Kane                    Catherine Collins

Luis Paulino                  Marie McHugh

Stephen Penrice           Florence Dioka

Nick Brown (Co-optee)

The Association held another
successful AGM on 20th September
2018. We were delighted to welcome
along 31 members of the Association
along with representatives from other
local organisations.
As is required each year, 1/3 of our
management committee members
stood down at the AGM. All of these
Committee Members expressed a wish
to continue and were duly re-elected;
Peter Kane, Catherine Collins, Luis
Paulino, Jim Laing and Florence Dioka.
Since the AGM, we have Co-opted
another member.
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Masterplan for Roystonhill in Motion!
In our last newsletter, we  advised readers that the Royston
Strategy Group had tasked ourselves, Blochairn Housing
Association and the Rosemount Development Trust with
working together to look at progressing a masterplan which
looked at various buildings and pieces of land (specifically the

Millburn Centre, old tennis courts and the
Roystonhill Community Centre (Blue Roof).

Since then, we have been working closely
with Blochairn and the Trust towards the
appointment of Consultants to move this
exercise forward and we have recently
completed an assessment of the tenders that
were received for this piece of work.  We will now work closely with various departments within Glasgow
City Council to determine if funding will be made available to allow us to commission this piece of work.

Watch this space!

Continued from page 1…
Without this final piece of funding, we could not have made this all
stack up. RDT consistently offer support to Copperworks and we
work hand in hand to improve the local area for the benefit of the
entire Royston community. A very strong and positive partnership
indeed. Copperworks is very much looking forward to a very
bright future working with RDT. 
In the past two years, we have carried out 3 consultation exercises
across the local community. The results of the first survey told us
that there was overwhelming support from residents for
Copperworks (with support from our partners in the Royston
Strategy Group, in particular Blochairn Housing Association and
Rosemount Development Trust) to purchase and develop the site.
Furthermore, respondents told us that they wanted the site to be
developed as a green space / play area. This allowed us to access
the necessary funding to purchase the site. 
The second consultation formed part of a more detailed feasibility
study. Again, local people overwhelmingly supported the creation
of an area for leisure, recreation and play. Residents had the
opportunity to put forward their ideas for this public park area. 
All this information was gathered and used by our Landscape
Architects to produce some outline proposals for future
development and improvement of the site. A consultation event
was held in December 2017 as part of our Christmas celebrations,
which more than 500 local people attended. The Landscape
Architect proposals were presented to local people and gained
massive support from a huge cross section of the community. 

The community
also decided to
rename the Triangle Site,
‘The Park on the Hill’.
We hope to get the remediation
works underway in the coming months.
This will allow us to clean, level and seed /
turf the site. We hope that by Spring / Summer
2019, we will have a much neater looking blank canvas
upon which to start future improvements. We are already
looking at funding options for the improvement works to allow
us to deliver the Landscape Architect proposals.

Copperworks would also like to extend our thanks to all the
members of the Royston Strategy Group who have supported
us. This includes the other local Housing Associations, Local
Councillors, MSP, Schools, Rosemount Lifelong Learning,
Rosemount Development Trust, Royston Youth Action and North
Glasgow Community Food Initiative. All these members were
willing participants in the consultation process.

Copperworks did it…
with a little help 
from our friends!! 
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Please help us keep 
Copperworks
looking great!
We always try to keep our newsletters really positive and
focus on reporting all the good things going on in our
community. 
Unfortunately, there are times when we need to bring
negative issues to your attention, and this is one such time.
The pictures here show how unsightly our area can become
when residents leave bulk items lying around, sometimes in
the wrong place or on the wrong day.  

We would like to remind all residents that cleansing will only
lift bulk items on a Thursday and will not remove any
refrigerated items or paint. We understand most people
acknowledge this and ‘stick with the rules’. However, there are
sadly some instances, where others ‘let the side down’.

In order to keep our community clean and tidy, and make
Royston more visibly attractive, please keep all your bulk
items within your property until late Wednesday night or
early Thursday morning. Placing items outside earlier in the
week is creating a blight on the community and will result in
offenders being removed from the tenants bonus scheme. 
A wee reminder…
BINS on a TUESDAY • BULK on a THURSDAY
If you would like to speak to a member of our Housing
Management Team, please feel free to contact Sharon or
Hollie. 
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Office Closure
Please note that the office will be
closed on the following date:

Staff Training
Wednesday 24th October 2018 

Should you have a gas heating or hot
water emergency during this holiday
period, please contact Gas Sure on 
01294 468 113. 

For all other emergencies please
contact City Building on  
0800 595 595.

Repairs Satisfaction Surveys
As always, we would like to thank all our tenants who kindly
take the time to complete our monthly repairs
satisfaction surveys.
We greatly appreciate this feedback as it lets us monitor
our maintenance services and our contractor’s
performance, and helps ensure that we maintain the
standards you have come to expect.:
Our recent winners are: April: John Dorey
May: Jacqueline Toal  • June: Grace Russell
Keep looking out for the surveys! Everyone who
completes a survey is entered into the prize draw to win
£20.00 Love to Shop vouchers. This is your chance to win
some vouchers before Christmas. John Dorey 
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Universal Credit going live in Glasgow 
Wednesday 31st October 2018
Are you in receipt of any of the
following benefits? 

•   Income-based Jobseeker’s
Allowance

•   Income-related Employment and
Support Allowance

•   Income Support

•   Child Tax Credit

•   Working Tax Credit

•   Housing Benefit

If the answer is yes, then from
Wednesday 31st October 2018, if you
have a change in circumstances  (that
means you would have to claim a
different legacy benefit) this could
result in you receiving Universal
Credit instead.

The following are the main features of Universal Credit:

•   It will need to be paid into a bank, building society or credit union account.

•   Tenants will no longer get housing benefit paid direct to their landlord, if you
are claiming Universal Credit you will receive a housing cost element paid
with your Universal Credit payment and you will need to pay your rent to the
Association.

•   If you live with a partner and you are both eligible for Universal Credit, you will
get one monthly/fortnightly joint payment. 

•   It can take several weeks after a claim is made to get the first payment.

•   It must be claimed online, or in certain limited circumstances by phone. 

Details on how to claim Universal Credit can be found at 
www.gov.uk/universal-credit/how-to-claim 
Your housing officer will be able to offer support and advice and make referrals to
our Money Advisor , Financial Capability Officer and Tenancy Support Officer.  if
you feel this is going to affect you and you require any more information please
contact the office speak to Sharon or Hollie who will be happy to assist you.

Christmas Event 
Royston’s Winter
Wonderland
Due to the fabulous community feedback and
roaring success of last year’s Royston Winter
Wonderland event we have contacted Santa and
asked him to stop off in Royston again on his
travels this year.  We are delighted to announce
that Santa very kindly agreed!!  
Santa will therefore call to Roystonhill Community
Centre (Blue Roof) on Wednesday 12th December
2018 between 1pm-4pm to sit in his Grotto and
have his pictures taken with local children. 
The community are welcome to attend this event
and have your photo taken with Santa. We will
also ask all the young people to individually
decorate their own baubles and hang them on our
community Christmas tree.  Each person taking
part will receive a Christmas present from Santa.
All you have to do is come along and join in the
festive fun.  We have loads of festive activities
planned so don’t miss out. Festive snacks and
drinks will be served throughout the event.  
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Estate Caretaker’s
Update
Kids Garden
The kids garden has been maintained really well recently
with the help of Cornelia from NGCFI and the kids from
Royston primary school. There are some new features and
we are looking at including some more maintenance to the
path. Some painting has been done and there’s still more to
do. We have had some very good crops and the kids have
made jam , salads and eaten various fruits as they play in the

garden. Also some of our tenants have helped themselves to
fresh potatoes. This is brilliant news and we are happy for
anyone to do so but please be mindful and leave some for
the children and other tenants.
You may also notice that the school kids are back now and
the garden is busy again. Long may this continue!

Back Courts
The 10 back courts on Roystonhill are almost finished now,
with two that are to be completed. For those of you who have
seen them we are sure that you will agree that they look
much better.  The jet washing will continue on a regular basis.
Any help that anyone can offer would be beneficial for
everyone.

Once again, the number of
budding gardeners who
participated in this year’s
garden competition, by
turning the gardens into a
haven of colourful flowers,
water features, vegetable
patches and ornaments
overwhelms us.

The gardens look amazing. 
You have certainly surpassed
yourself, despite the weather with what has been achieved.
It definitely brightens up the area and sets the bar even
higher for next year’s competition.

We invited Councillor Kim Long along to undertake the
difficult decision in picking a winner. She took on the task
with great delight and was very impressed by the standard
of work and effort. Councillor Long  would like to
congratulate all those who participated and thanked the
organisation for involving her in this event.

We would like to give a massive thanks to Councillor Long
for assisting us with this difficult task.

Garden Competition Results

Councillor Kim Long
The wait is finally over and we are delighted to announce our
winners:

1st Prize goes to Mrs C Coyle, 20 Kintyre Street 
2nd Prize goes to communal back court at 288 Royston Road 
3rd Prize goes to Mr & Mrs McCabe of 48 Kilberry Street 

We also have a number of runners up as follows: 

1.    Mr James Henvey, 275 Roystonhill 0/1
2.   Mr & Mrs Pietrzak, 276 Royston Road 0/2
3.   Mr & Mrs Jones, 10 Kintyre Street
4.   Mr Graham, 88 Kilberry Street
5.   Mrs I Brown , 18 Carbrook Street 

1st Prize

2nd Prize 2nd Prize 3rd Prize 3rd Prize

CopperworksNewsletterAnnualReport-Sep18.qxp_Layout 1  10/10/2018  12:37  Page 6



What do you do if you
want to learn more
about Dracula?
You join his fang club!

Why didn’t the skeleton 
go to the ball?
Because he had no
BODY to go with!!

Why did the monster’s

mother knit him

three socks for

Halloween??
She heard he grew another foot!!

Facebook and Twitter   
Copperworks HA has had Facebook and 
Twitter pages for a good wee while now. 
We have run some very successful competitions via our pages, and we
regularly update these pages with local information, links to events and other
local organisations as well as details 
of what is going on at Copperworks.
You can also PM us on Facebook if 
you need to contact us, and we will 
get back to you asap.
You will find us by searching for 
Copperworks Housing Association 
on Facebook and 
@Copperworks HA
on Twitter.

Community 
Hub Update
Spire View continues to make fantastic progress on this project, as you can see
from the photograph. The frame of the building is now fully in position and the
roof is almost complete. The internal works will start very soon and you will see
the supports removed from the front of the building in the very near future.  
Spire View still anticipate construction
of the new building being complete
around April 2019, resulting in a state of
the art facility for the benefit of the
entire local community. We are getting
more and more excited…..
As always, Spire View would like to
extend a huge thank you to all their
fantastic supporters and funders.

Funders:
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Preparing for
our next phase
of Planned
Maintenance
Works
The maintenance staff of the
Association are currently preparing
for our next phase of planned
maintenance works and pulling
together all the information required
to allow this to progress.  We will
provide further detail to those
affected in the near future.
Meantime, the painterwork for year
5 of our current agreement with J S
McColls has been ongoing and is
nearing completion.  Properties
included in this year’s work is as
detailed below:

9th – 27th July 2018
299 Roystonhill & 
2 Dunolly Street
(Internal and External)

31st July – 31st August 2018
4 Dunolly Street, 
288 & 290 Royston Road 
(Internal and External)
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Over a year ago Spire View Housing Association took over key
holding of the Roystonhill Community Centre (Blue Roof) as a way
to manage the decants from the existing Rainbow Hall while works
at the new Community Hub got underway.  

The formerly unused Blue Roof has had a new lease of life.  We have
more community groups using this space not to mention loads of
other parties and events…  however there is always room to squeeze
in a few more.  If you would like to hire this hall please call Gillian on
0141 471 7821 to discuss.

Roystonhill Community Centre:
‘your area, your centre’ FACILITY PROGRAMME

MONDAY
Mother & Toddler Group      12.00noon – 2.00pm
St Roch’s Nursery                     2.30pm – 3.30pm
Karate                                       7.00pm – 9.00pm

TUESDAY
RYA Mother &
Toddler Group                    10.00am – 12.00noon
Dance Boot Camp                   6.30pm – 7.30pm
Aerobics Fitness Class            7.30pm – 8.30pm

WEDNESDAY
Mother & Toddler Group      12.00noon – 2.00pm
St Roch’s Nursery                       2.15pm – 3.15pm
Karate                                       6.00pm – 7.00pm
Bingo                                        7.00pm – 9.00pm

THURSDAY
Young @ Heart Club                9.00am – 4.00pm
Toon Speak Drama                 6.00pm – 8.00pm

FRIDAY
St Roch’s Nursery                          2.15pm – 3.15pm
Bingo                                            6.30pm – 9.00pm
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Copperworks 
Housing Association

Annual Report 2017-2018
Landlord Report Card 2018
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18 Chairperson’s Report
I am delighted once
again, to present to
you, Copperworks
Housing Association’s
Annual Report for
2017/2018. 

It has been another
extremely busy and
positive year for the
organisation and the
content of the report will
give you a brief overview of the main events. I hope you
will agree that we have enjoyed another very successful
year and that you will find the report enjoyable reading!

We are extremely proud of the tremendous progress
and achievements the Association has made since it
was established in 1991 and we will continue to develop
our service to meet the needs of all our tenants and
owners. 

During 2017/2018, we continued to develop our service
sharing arrangements with Spire View Housing
Association and this continued to produce many
positive outcomes including financial savings and the
sharing of information, knowledge and experience. 

The Association recognises that we operate in a sector
that is continually changing and we are committed to
achieving excellence in all that we do.  Fundamental to
achieving our aims is close partnership working with
various other organisations, many of whom are

recognised in our ‘Community and Partnership News’
section of this report. However, there are many other
partners who offer support and assistance that allows
the Association to deliver positive results for the benefit
of our community. These organisations include Pollok
Credit Union, North Glasgow Community Food Initiative,
local schools, Greater Easterhouse Money Advice
Project (GEMAP) and The Simon Community.  We
genuinely value these partnerships tremendously.

Through positive partnerships and sheer hard work and
determination, we have accomplished everything we set
out to do this past year. In consultation with tenants and
owners we updated a range of policies and procedures
including our Equality and Diversity Policy and Rent
Policy. Furthermore, we published and distributed our
fourth Landlord Report. This document provides
valuable information for our tenants and we will
continue to issue this by October of each year.

I would like to say a huge thanks once again to all my
colleagues on the Management Committee for their
continuing support of me personally but also to the
organisation as a whole. Without volunteering their time
to serve on the Committee, the organisation would not
be able to run as it does. I would also like to thank the
staff team for their continued commitment to the
Association in ensuring that we perform to the highest
standard possible and that our tenants and owners
receive a high quality service.

Maureen Flynn 
Chairperson
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Annual Report 2017-2018

Allocations and Voids
Throughout 2017-2018 we have, once again, maintained
and enjoyed the ongoing close working relationship we
have with Spire View Housing Association. We hope that
by using our joint housing application form and literature,
we are helping to make the process of applying for
housing easier and more efficient for applicants. 
Demand for our properties remains very high and at 31st
March 2018 we had 182 applicants on our waiting lists. 
The Association re-let 15 properties during 2017/2018:
10 lets went to applicants on our waiting list.
3 lets went to applicants on our internal transfer list 
2 lets went to Section 5 homeless referrals.
The 15 properties allocated varied in size and can be
broken down as follows:

8 x 2 apartments

6 x 3 apartments

1 x 4 apartments

The average time taken to re-let our void properties was
8.5 days.

Rent and Arrears
The Association’s rent charges remain lower than the
majority of our neighbours. 
Despite rising rent levels, we were delighted to achieve a
figure of 0.85% for non-technical arrears as at 31st March
2018 against a target of 2.0%. Technical arrears also
remained very low at 0.35 %, a continued reflection of the
extremely positive relationship we have with the housing
benefit department.

The percentage of tenants claiming housing benefit
remained low and at 31st March 2018, just 41.48% of
tenants were in receipt of full housing benefit and 15.19%
in receipt of partial housing benefit. 
We continued to deal with the challenges of welfare
reform, including the bedroom tax and Universal Credit
and will continue to strive to mitigate the impact as much
as possible.

Estate Management
Our team remains dedicated to maintaining the very high
standard of estate management that is evident
throughout the area. We are delighted to report that the
majority of our tenants also work very hard and take great
pride in their gardens and common areas around their
properties. This is enhanced by the ground maintenance
programme that we have in place. Our landscape
gardeners are consistently complimented for their good
work throughout the estate.
The annual Garden Competition took place in September
2017 and the standard of gardens throughout the season
was exceptional. 1st, 2nd & 3rd Prizes were awarded to the
best gardens.

Anti-Social Behaviour
We continued to implement our policy and zero tolerance
approach to tackling anti-social behaviour.  We are
completely committed to tackling anti-social behaviour
head on and, where appropriate, working in partnership
with others to manage such behaviour.
In order to monitor and deal effectively with the type of
issues that arise locally, we record and report on all
complaints received.
We received 29 Anti-Social Behaviour complaints in
2017/2018, all of which were resolved through
‘management actions’ i.e. advice, letter, mediation etc. 
No Unacceptable Behaviour Notices (UBNs) or Notice of
Proceedings for anti-social behaviour were served.
However, 1 Breach of Tenancy Letter was issued.
We are also pleased to report that effective action has
resulted in extremely low levels of vandalism and graffiti.

Housing Management

Allocations breakdown
by %

67%
Waiting List

20%
Internal
Transfers

13%
Homeless
applicants 6

x 3
Apartments

1
x 4
Apartments

8
x 2
Apartments

Allocations breakdown
by size
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Allocations and Voids
The Association believes that tenants deserve a repairs
service of the highest standard and as such set
ourselves tough target timescales. We are delighted
with how we have performed against our targets and
set out this information below:

Right First Time
All Registered Social Landlords are required to monitor
and report on the number of reactive repairs that are
deemed completed ‘right first time’. During 2017/18 of
the 715 repairs which we were required to monitor, 706
were ‘right first time’ giving an overall performance rate
of 98.74%.

Voids
The Association completed 108 repairs to void
properties with 100% being completed within the
required timescales set.

Cyclical and Planned Works
We are very proud of the properties we have improved
and built since 1991. Furthermore, we are committed to
ensuring that the properties are maintained to the
highest standard. Therefore, in addition to our day to day
repairs, we also have a comprehensive planned
maintenance programme in place. 

During this financial year, there were no planned
bathroom, kitchen or boiler renewals.  However, we did
complete Year 4 of a 6 year redecoration contract which
involved painting of common areas such as closes,
external windows, doors, fences, clothes poles and gates
at 272 & 274 Royston Road.  The cost for year 4 works
totalled £8,193.60. 

In addition to planned maintenance works, we continued
our cyclical programme. This included gas servicing and
maintenance, grounds maintenance and grass cutting.

Overall costs were as follows:

Gas Servicing and Maintenance:         £31,695.65

Ground Maintenance:                          £38,218.80

Repairs, Maintenance &
Improvements 

Performance 2017/18

Repair
Categories

Repairs
Ordered

Target
Timescales

Actual
Average
Completion
Time

Emergencies 144 4 hours 1.98 hours
Non-Emergencies
Urgent 50 1 working day 1.5 days
Routine 624 5 working days 2.48 days
Right to Repair 1 3 1 working day 1 day
Right to Repair 7 1 7 working days 4 days
Specialist 7 30 working days 28.14 days
On Order 30 20 working days 11.8 days
Totals 715 3.05 days
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Annual Report 2017-2018
Tenant Satisfaction with 
Repairs Survey 
Each month we contact a percentage of our tenants
who have had repairs carried out. We aim to survey a
minimum of 10% of all repairs to obtain tenants views
and ensure both our contractors and Copperworks staff
are providing the best possible repairs service.  

During 2017/2018 we surveyed 140 tenants in relation
to our performance with repairs.  Of those tenants
surveyed, 95.71% were either satisfied or very satisfied
with the repairs service provided; 2.15% were neither
satisfied or dissatisfied; 2.14% were either fairly or very
dissatisfied.

Gas Servicing
The Association is required to ensure that all properties
with gas installations receive a service/safety check
each year. 100% of our properties requiring a gas
service had this carried out by the anniversary date.

Stage 3 Adaptations 
These are adaptations that are made to tenants homes to
assist with any medical needs that require to be met.  For
an adaptation to be progressed, a referral from a medical
professional such as an occupational therapist, doctor or
other agency is required..  During the year, thanks to
£19,405 of funding from Glasgow City Council, we
managed to complete 8 x Stage 3 Adaptions which
included:

•   4 x level access/wet floor showers

•   1 x External Handrail

•   2 x overbath showers

•   1 x Door Entry Intercom System

In total, £19,405.10 was spent allowing these tenants to continue to live in their own homes. We surveyed all the
tenants to see how they felt about the works carried out and the results are shown in the following table. 

How satisfied were you with:
Very
Satisfied

Fairly
Satisfied

Neither Satisfied/
Nor Dissatisfied Dissatisfied Don’t know

Helpfulness of Association staff 100%

Appointment system 100%

Time taken to complete work 100%

Attitude of Tradesmen 87.5% 12.5%

Quality of completed work 100%

Level of Disturbance 100%

Extent to which work met needs 100%
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18 Finance
Income & Expenditure Account
for the Year Ended 31 March 2018
Per Annual Accounts
Turnover                                               1,030,336        Mostly Rental Income some sundry items
Less Operating Costs                     (875,033)         Cost of Management and Maintenance of our properties
Operating Surplus/(Deficit)                             155,303        
Loss on Disposal of Housing       (9,390)         Technical loss on Component Replacement
Add Interest Receivable                               918         Interest earned from money invested
Less Interest Payable                                (8,610)        Interest paid on the loans taken out to finance the properties
Surplus/(Deficit) for the Year                                135,221         Amount remaining after all expenses have been met
Tax on Ordinary Activities                               (0)        Corporation Tax
Retained in Revenue Reserve                                135,221        Balance left at the end of the year
Pensions Deficit Remeasurement                         (2,000)        Amount of Pension Deficit to be included in Balance Sheet
Net Surplus for year                                   133,221
Revenue Reserves brought forward       5,362,618         Last year’s balance brought forward
Revenue Reserves carried forward     £5,495,664         Total Revenue Reserves at the year end

Balance Sheet as at 31st March 2018
Tangible Fixed Assets                                    
Housing Properties                              5,449,389         Net Book Value of all our housing stock 
Less Depreciation                                                          (after Grants & Depreciation)
Other Fixed Assets                                        540         The office furniture & equipment 
Total Fixed Assets                                     5,449,929
Current Assets
Debtors                                                   120,906         Money owed to us
Cash at bank and in hand                  1,742,716         Money in bank
Total Current Assets                                   1,863,622

Current Liabilities
Creditors due within one year              (257,423)         Money we owe in the near future
Net Current Assets                            1,606,199         Current Assets less Current Liabilities
Total Assets Less                                      7,056,128
Current Liabilities
Creditors due after                            (1,064,752)         The loans taken out to finance the
more than one year                                                       newbuild & refurbished properties
Deferred Capital Grant
– Social Housing                                      95,601         Deferred Social Housing Grant
Restricted Grant                                    400,000        Grant for Triangle Site
Net Assets                                                5,495,775         Net Value of Copperworks Housing Association 

Capital and Reserves
Share Capital                                                   131         This is the sum of the £1 membership fee
Revenue Reserves                               5,495,644         Money built up from remaining surpluses
Total Capital and Reserves              £5,495,775         Net Funds of Spire View Housing Association
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We are delighted to continue to work in
partnership with various agencies to achieve many
of our objectives at Copperworks. Detailed below
is just some of what we achieved during the year:

Triangle Site  
We continued to work towards acquisition of this site.  In
the meantime, thanks to funding from the Scottish Land
Fund, we undertook a feasibility study to allow us to
consider the future options for this site.  
This included lots of
community
consultation at our
fabulous Christmas
event in December
2017.   

Christmas Winter Wonderland 
In December 2017 and in partnership with Spire View
Housing Association, Rosemount Lifelong Learning, Play
at our place, St Roch’s Nursery, Royston Primary and St
Roch’s Primary schools we held a hugely successful
Christmas Winter Wonderland community event where
we were able to give a small gift to over 400 local
children who visited Santa in his Grotto and took photos
with his Reindeer.  This event was very well received by
the whole community and finished off with the
decorating of the Christmas tree and the switching on
of our Christmas lights.   

Community News and
Partnership Working 
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18 Spring Clean Up 2018  
In April 2018 we held our annual
Copperworks and Spire View
Community clean-up day in
conjunction with Royston Primary, St
Roch’s Primary and Community Safety
Glasgow. We were absolutely delighted
that these willing young people and
teachers came along and took part! 

Capability Officer and 
Tenancy Support Worker 
We were successful, working in partnership with 4 other
RSL’s, in securing funding of around £53,880 from the
Scottish Government to allow us to continue to provide
a Financial Capability Officer
(Maureen McGowan) and a Tenancy
Support Officer (Donna Ferguson)
for a further one year period until
March 2019.  These services are very
well used and provide excellent
outcomes for our customers.

Money Advice Service   
We continued to offer a free money
advice service to our tenants and the
local community, working in partnership with Greater
Easterhouse Money Advice Project. This service is very
much in demand and has seen some great outcomes
for our tenants and residents.

Charitable Donations    
The Association is committed to supporting local
charities and organisations in our community.   During
2017/ 2018 we donated £1,375.00 to worthy causes
including  Royston Primary School, St Roch's Primary
School Parent Council Young @ Heart 50+ Lunch Club ,
North Connections Senior Forum, Glasgow's No1 Baby
& Family Service and Glasgow City Mission Night
Shelter to name but a few.

Cash For Kids Christmas Grant 
Cash for Kids operate a “Christmas Grant” whereby
they provide a grant to help to alleviate some of the
stresses that can be placed on families around this
time of year.  We assisted Cash for Kids to administer
applications for this grant which offers £25 per child.
This resulted in grants being awarded to 93 local
children to help make Christmas day a bit more extra
special for these families.

Fruit Barra
The Association was delighted to receive £54,000 in funding
from the Scottish Government’s People and Communities
Fund. This funding helps support the work of the North
Glasgow Community Food Initiative which includes the
provision of the ‘fruit barra’ in the local community. This
fantastic service continues to operate from our office every
Thursday morning, providing good quality, affordable fruit and
veg to the local community.

Pollok Credit Union 
This great service continued to run from our office on
Wednesday mornings. Staff from Pollok Credit Union
assisted customers to open accounts, complete loan
applications and provided advice on savings.  

Other news…
Bonus Bond Vouchers  
Every year at Christmas many Copperworks tenants
qualify for ‘Bonus Bond Vouchers’ from our Tenant
Bonus Scheme. If tenants meet the obligations of their
tenancy agreement, they are rewarded with £50 or in
some cases £25 of ‘Love to Shop’ vouchers. 

During 2017/18, 218 tenants qualified for £50 and 7
tenants qualified for £25.  That is 83% of our tenants!
Well done to everyone and we’ll be working hard to
increase this number next year!

Complaints Handling 
Copperworks Housing Association is committed to
providing high-quality customer services and we value
complaints as we use information from them to help us
improve our services. 

A total of 13 complaints were received during
2017/2018, 11 of which were resolved at stage 1 and 2
at stage 2. 

We monitored satisfaction in relation to how complaints
were dealt with. Of those tenants who submitted
complaints, 38% of complainants were very or fairly
satisfied with the outcome of the complaint, 54% were
neither satisfied nor dissatisfied and 8% were fairly
dissatisfied. 31% of complainants indicated they were
very or fairly satisfied with the handling of the
complaint and 62% of were neither satisfied nor
dissatisfied and 7% were dissatisfied. No complaints
were referred to the ombudsman and all were resolved
within the appropriate timescale. We continue to
publish statistics relating to complaints received and
action taken to resolve them in our quarterly newsletter,
and future annual reports.
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Website / Social Media 
We continued to take full advantage of advances in
technology and regularly use Facebook and Twitter to
communicate with our tenants and other service users.
We also frequently update our fully upgraded and
redesigned website. This contains local news,
community events, photos and much more. 
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Our Copperworks
Team
Committee Members
Maureen Flynn                                          Chairperson

Jim Laing                                          Vice Chairperson

Geraldine McLaughlin                                   Secretary

Rose McLaughlin                                           Treasurer

Rosemary Gallagher                    Committee Member

Florence Dioka                             Committee Member

Vince Mullen                                Committee Member

Catherine Collins                         Committee Member

Janette Brown                              Committee Member
                                                                           (resigned 18/4/17)

Luis Julio Paulino                         Committee Member

Marie McHugh                             Committee Member

Nick Brown                                   Committee Member
                                                                        (Co-opted 28/2/18)

Peter Kane                                   Committee Member

Stephen Penrice                          Committee Member

Staff Members
Fiona Murphy                                                   Director

Margaret Brownlie                               Depute Director

Donna Richardson                           Housing Manager

Paul Rocks                                  Maintenance  Officer

Sharon Mearns                                    Housing Officer
                                                                                        (part time)

Tracy McDonald                               Finance Assistant

Gillian Spence        Corporate Governance  Assistant

Mary Dunsmore                      Maintenance Assistant

Roddy Forrest                Customer Services Assistant

David Manners                                  Estate Caretaker

Consultants
AC Davidson & Co                        Finance Consultant

Armstrongs                                                     Auditors

TC Young & Son / BTO                                 Solicitors

Maureen McGowan          Financial Capability Officer

Donna Ferguson                   Tenancy Support Officer

Patrick Hannon                                    Money Advisor

Maddie Ross                                        Money Advisor
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18 Copperworks publishes 

5th Landlord Report Card
In April 2012, the Scottish Government introduced The Scottish Social Housing Charter. The Charter contains a
set of standards and outcomes which the Association aims to achieve. We are required to report each year to the
Scottish Housing Regulator, our performance in achieving the outcomes and standards in the Charter.
This is done through completion and submission of the Annual
Return on the Charter (ARC). This is submitted to the Scottish
Housing Regulator by 31st May each year.

Tenant Satisfaction…
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Percentage of tenants satisfied 
with the overall service provided

In August each year the Scottish Housing Regulator publishes
the ‘Landlord Report’ detailing each landlord’s reported
Charter performance. You can view our report, and those of all
other RSLs at www.scottishhousingregulator.gov.uk. 
The website also allows you to compare our performance with
other landlords. Copperworks is required to report our
performance in achieving or progressing towards the Charter
outcomes and standards to our tenants and service users who
use our services. This is the purpose of this report card, which
we publish each year.
In 2017, as part of our Tenant Participation Strategy Review, we
asked our tenants some specific questions in relation to how
they wished to be involved in the scrutiny of our performance
(if at all). Of those responding, only 23% said they were
interested in becoming  involved in measuring our
performance and of those who were interested stated that
their preferred method of being involved in measuring our
performance would be completing surveys and
questionnaires. Furthermore the most favoured method of
reporting Copperworks performance is through newsletters
with 88% of respondents in favour. We listened to what our
tenants told us and have produced this report card in direct
response to tenant requests and preferences.
As well as providing you with information on our performance,
we have also provided the results for a number of other
organisations to allow you to draw comparisons and better
judge our performance. We believe we have chosen a good
cross-section of organisations that many tenants will be aware
of; Blochairn Housing Association (a similar sized local
organisation), NG Homes (a larger local organisation) and
GHA (a larger City Wide organisation).
We have also included the Scottish
Average figures to allow you to see
exactly how Copperworks compares at
a national level.

Better than the
Scottish Average

Worse than the
Scottish Average
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House
Size

2 apt

Copperworks
HA

Blochairn
HA

NG
Homes GHA Scottish

Average

£55.87 £58.31 £74.63 £73.40 £73.33

3 apt £68.34 £71.41 £80.86 £79.19 £74.94

4 apt £74.54 £79.63 £91.08 £92.71 £81.37

5 apt £77.31 £104.53 £100.65 £101.72 £90.39
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Quality and Maintenance of Homes…
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Neighbourhoods…
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18 Value for Money…
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As you can see, we are exceeding the Scottish average
performance in every category. Furthermore, in many
categories we match or exceed all the other RSL’s that we
have drawn comparisons with. We believe we have
managed to provide an excellent service whilst keeping
our rents extremely affordable. We are absolutely
delighted with this performance. However, we are by no
means complacent and firmly believe there is always
room for improvement.

Please let us have your thoughts on how we can improve
the service we provide to tenants and other service users.
We genuinely want to hear what you have to say. Please
feel free to become involved in any of our focus groups
and please take time to complete our ongoing surveys.
This is your housing organisation and your community and
we value your views, thought and comments.

Finally, what do you think of this report card? Is this the
way you want this information provided? Does it meet your
needs and expectations? Is there anything you think we
should do differently in future? 

Please share your views with us by emailing our Director
fionamurphy@copperworks.org.uk or telephone 
0141 559 6777.
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Name: Address: Age:

How many
bats?

Telephone:

How many bats did you find throughout our newsletter?

Find the bats is back...
I’m sure by now you will all be getting ready to don your witches hats and brooms or Dracula teeth. 
So let’s have another go at winning some extra spooky prizes… All you have to do is look out for
the Halloween bats hiding throughout this newsletter and tell us how many you think there are!!! 
Fill in your details at the bottom of this page and return in to the office… Easy peasy we hear you 
thinking… Well come on and have a go!!!! Good Luck!!!

Halloween Competition 2018
Due to the roaring success of last year’s Halloween costume competition we would like to run this
again this year.  All you have to do is send us some of your fabulous photos for us to put up on our
Facebook page.  
Best costume could win up to £50 Love to Shop vouchers!!!!  For your chance to win all you have to do
is email or post your photo ensuring that you tag us in your post and include your name for your
chance to win!!!!  
Alternatively, join in our Halloween themed competition by posting a picture of your carved pumpkin to
win a prize!  All you have to do is mention us in your post or tweet!!!!
The competition is open to all Copperworks tenants.  Deadline for entries is Friday 9th November
2018 at 3pm – any entries after this time will not be considered. Good luck everyone!!!
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Help is on hand here at Copperworks…
As well as all the activities we have going on in our local community, don’t forget that we also offer various types of support
available to all our tenants and residents.

Financial Capability Officer
Maureen McGowan from the Greater Maureen McGowan from the Greater Easterhouse Money Advice
Project (GEMAP) provides information and support to our tenants and residents on topics such as
budgeting, bank accounts, benefits advice, credit etc. If you need help or advice, please contact our office and we would be glad to
refer you on to Maureen.

Tenancy Support Officer
Donna Ferguson from the Simon Community is on hand to provide vital support services to assist tenants to
sustain their tenancy. If you feel you are in need of some practical support please contact our office and we can
refer you on to Donna.

Money Advice Service
Patrick Hannon and Maddie Ross from Gemap are our Money Advisors and are available in the office by
appointment on a Monday, Tuesday and Thursday.  Patrick and Maddie can also carry out a Home Visit
for those tenants who have mobility issues and can’t make it into the office. 
To make an appointment with Patrick or Maddie, please contact the office and we can arrange it for you.
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Fruit Barra   
Roll up, Roll up… .the Fruit Barra is in the office
every Thursday morning from 9:30 to 11:30am. 
They provide a great selection of fresh fruit and
veg at fantastic prices, right on your own
doorstep.  Come along and
bag yourself a bargain.
We also run an outreach
Fruit Barra from the
Common Room at 3 Bright
Street from 12pm-1pm every
Thursday.

Do you struggle in your own home with negotiating stairs, using the bath or other daily tasks?

If so, we can help.  Subject to funding, the Association is able to carry out medical adaptations to ease your daily life and
help you stay in your home for as long as possible.  For an adaptation to be progressed, you will need a letter from your
doctor, social worker or Occupational Therapist.  These agencies will make recommendations which could include minor
adaptations such as grab rails, additional door entry handsets, over bath showers or installing wet floor shower rooms.
Working with these agencies will identify what your needs are and how we can help make the necessary adjustments to
your property.

For this financial year
Copperworks have secured
£20,000 of funding to carry
out necessary works.  Tenants
who have previously benefitted
from these works have told us
that it helps them to continue
to live in their own homes and
gives them back their
independence.

If you could benefit from this
service or would like some
information on adaptations
please call into our office at 
43 Tharsis St, telephone 
0141 559 6775 or email
paul@copperworks.org.uk.

Adaptations to your home

Calling all 
Royston 
Residents! 
Are you or do you know 
someone aged 50+?
Well this group could be for you!
Royston’s very own Young @Heart over 50’s group is currently looking
to recruit new members.  We are a social group that meet every
Thursday in Roystonhill Community Centre (Blue Roof).  
We play bingo, socialise and tackle social isolation through attendance
at this club.  We like to have tea dance afternoons and take part in loads
of day trips. 
We provide a 3 course lunch, tea & coffee the total weekly cost to
attend this club is £3.55, the club runs from 10am-3pm every Thursday.
If you would like to join our day group please come along to the
Roystonhill Community Centre any Thursday. 
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Why don’t ghosts like rain on Halloween?
It dampens their spirits!

Michaela McPhilemy wins Rosemount Development
Trust’s Jim Conway Award for her voluntary
community work with Royston Youth Action. 
Director Jim Conway was delighted
to meet Michaela and present her
with her award and a cheque for
£100.
Each Year, in partnership with St
Roch’s Secondary School, the Trust
presents a winning pupil, selected
by the School, to receive an individual award and
£100 for their voluntary contribution in supporting
others in their local community. 
Congratulations to Michaela who also, earlier in the
year, won 
No1 magazine’s ‘Amazing Young Woman’ award.
The Jim Conway Award was created in recognition 
of the Trust’s former Managing Director on his
retirement in 2009.
The award recognises Jim’s successful leadership and achievement in taking the organisation forward and building
confidence in Voluntary Directors to develop and manage Rosemount Business Park, enabling commercial businesses to
locate in Royston; presenting residents with the opportunity for local jobs and training. 

What room does a ghost not need?
A living room!
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Jim Conway Award for
Community Involvement 

Rosemount Development
Trust supports Royston’s
Young People

Isobel Kirkwood, Chair of Rosemount Development Trust
presenting staff and Volunteer of Royston Youth Action with a
donation of £10,000 to support sessional staff costs and core
running costs.
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Right to Repair…
The Right to Repair is your right as a tenant to have small
urgent repairs carried out by the Association within a
specified timescale. This right was introduced under the
Housing (Scotland) Act 2001.

These types of repairs are referred to as “Qualifying Repairs”
and to qualify, it must be one of the repairs listed below and
the cost should not exceed £350.  The table below also
details the timescales that require to be met.

Repairs to be completed within 1 day
Blocked sink, bath or drain

Blocked or leaking foul drains, soil stacks or toilet pans where
there is no other toilet in the house

Loss of Electrical Power

Insecure External Window, Door or Lock

Unsafe Access Path or Step

Significant leaks or flooding from water of heating pipes, tanks
cisterns

Loss or partial loss of space or water heating where no
alternative heating is available

Toilet not flushing where there is no other toilet in the house

Unsafe power or lighting socket, or electrical

Loss of Water Supply

Repairs to be completed within 3 days
Partial Loss of Electric Power

Partial Loss of Water Supply

Loose or detached Bannister or Hand Rail

Unsafe Timber Flooring or Stair Treads

Repairs to be completed within 7 days
Mechanical extractor fan in internal kitchen or 
bathroom not working

What happens when you 
report a Qualifying Repair?
When you report a qualifying repair, the person taking your
call will advise you verbally of your rights under the scheme
and will follow this up with a letter confirming:

•   Your rights under the Right to Repair Scheme

•   The maximum time allowed to carry out the repair

•   The last day of that time period

•   The name and address and telephone number of the
Contractor who will be carrying out the repair and at
least one other Contractor from our Approved List.

•   Confirm access arrangements made for us to carry 
out the repair.

What happens if the work 
is not done on time?
If the Contractor assigned to carry out the repair does not
start the repair within the time limit set, you can approach
another Contractor used by the Association who will notify us
that you have asked them to carry out the repair.  You will
then also be entitled to compensation.

If you would like further information, please contact Paul at
the office on 0141 552 7477 or email
Paul@copperworks.org.uk. Details of the scheme are also
available on our website at www.copperworks.org.uk

Management
Committee
Vacancies 
Here at Copperworks we are always
looking for new and prospective
Committee Members. We currently have
13 members which means we have 2
vacancies for more willing local
candidates..

This is an exciting time to be part of the
Copperworks team as we recently

completed  the acquisition of the Triangle
Site and plan to turn this land into a
much needed Community space.  
Copperworks Housing Association is led
by an experienced Management
Committee that has overall responsibility
for the governance and strategic
direction of the Association. As a
Committee member you would be
involved with the planning, monitoring
and control of high quality, efficient
services to our tenants and service users. 
As part of our succession planning, we
hope to recruit new members who have
an interest, skills and commitment to

help the Association achieve its aims and
objectives. 

Above all, we need people with the
passion and commitment to make a real
difference to those in housing need.
This is a voluntary position however we
can offer Committee members full
training and Management Committee
experience.  You will be encouraged to
undertake training sessions and attend
seminars and conferences on behalf of
the Association.
Should you wish to join or just want more
info regarding this opportunity, please
contact Gillian on  0141 471 7821.
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TRAINING

QUALIFICATIONS

We can offer:

LEARN NEW SKILLS

BUILD CONFIDENCE

Reception/Admin 
Volunteer Vacancy
We have an opportunity for a Reception/Admin

volunteer in our reception area. You will welcome 

our service users and have the chance to gain 

skills in reception and admin volunteering with us. 

The duties can be greeting clients, answering the 

phone and responding to a wide range of 

enquiries also booking tests and advising of 

current classes at our centre.

TO VOLUNTEER CALL US ON

0141 553 0808 

Or email Christine at 

Christinet@rosemount.ac.uk

Rosemount Lifelong
Learning Learning and
Events Space. 
102 Royston Road
G21 2NU

What do you get if you cross
Bambi with a ghost? Bamboo!!

Why do ghosts like to ride in elevators?
It raises their spirits!

Under the Housing Scotland Act 2001,
tenants may be eligible to receive
compensation from the Association for
improvement that they have made to
their homes on or after 30th
September 2002.  In order to qualify
for this compensation, there are certain
conditions that must be met:

• The improvement must have been
approved by the Association

• Your tenancy must have ended

What type of
Improvements Qualify?
The types of improvements that may
qualify include installing or replacing a
bath, shower, wash hand basin or toilet;

a kitchen sink, loft insulation, storage
cupboards in a bathroom of kitchen etc.  
Decoration to the inside of your home
or floor coverings do not qualify for
compensation.

Getting approval for
Improvements
If you are planning on making any
improvements to your home, you
should contact the office and a
member of the maintenance team will
be happy to visit and discuss the works
with you.  Approval should be sought in
accordance with the Association’s
Tenant Alterations Policy.  
Following completion of the works, you
will receive confirmation that the

improvement has the approval of the
Association.  Failure to request approval
for improvements could affect your
right to compensation.  

How do I make a claim?
Applications for compensation can be
submitted 28 days before and up to 21
days after your tenancy ends.
If you are thinking of making a claim,
please contact Paul at the office on
0141 559 6775 for advice on the
information required for us to consider
your request.  Alternatively, you can
email Paul@copperworks.org.uk.
Details of the scheme are also available
on our website at
www.copperworks.org.uk. 

Right to Compensation for Improvements 

MONDAY
Outreach work/Streetwork

FIRST Monday of every month Book Club 6pm-7:30pm

TUESDAY
Homework Club and Study Group 3:30pm – 5pm

WEDNESDAY
Girls Health Group 6pm-8pm • Sports Club 6pm-8pm

THURSDAY 6pm to 9pm
Workshop Night

Accredited Awards: Duke of Edinburgh/Youth
Achievement/Dynamic Youth awards

Life skills workshop. Youth Forum workshop. Drama workshop.

FRIDAY
Rainbow Group 4.30pm to 5.30pm • Youth Club 6pm to 10pm

SATURDAY
Bike Club 9am to 12noon • Youth Club 6pm to 10pm

1st Year Plus • For more info call 0141 572 0984 or pop
in and see the youth work team!

@RYA_YOUTHCLUBROYSTON YOUTH ACTION
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Rosemount Development
Trust supports GN1FPSS
(Glasgow’s no.1 Baby & Family Support Service) 
to support others in need
Now in their 20th month of operation,
GN1BFSS has come a long way since
they started out in a double garage in
January 2017. 
Since then, with support from
Rosemount Development Trust,
GN1BFSS has grown from strength to
strength.  The Directors of the Trust
were delighted to provide them with
free temporary storage space at the
Millburn Centre.  This enabled them to
grow and deliver their unique service to
anyone suffering hardship, regardless of
their status. The main purpose of the
organisation is to provide relief for
those who require it through storage
and distribution of clothing, toys and
other goods to families in poverty or in
need. 
Through its membership of the
Development Trust Scotland (DTAS),
the Directors were able to further
support GN1BPSS, by securing a grant
of £24,000 from DTAS and Scottish
Community Alliance’s (SCA) Local
Resilience: Pockets and Prospects
programme. The programme was
funded by the Scottish Government to

support community led responses to
austerity and welfare reform. 
The funding enabled GN1BFSS to
purchase a much-needed van and
other equipment.
At the recent opening of their new
premises in Forge Street, Germiston,
Audrey Dempsey was quoted as saying:
“Our time at the Millburn was heavenly.
It was warm, clean and an endless
amount of space and it really gave
GN1BFSS the time to grow, achieve
registered charitable status and get
GN1BFSS recognised. Without the help

that the Trust has given us we would
have had to have thrown in the towel;
They believed in us, supported us
endlessly, and gave us a chance when
no one else would.
What they did for us allows us to do for
others; and we are forever grateful and
thankful to the Trust.”

Policy Review – have your say…
The Association currently has a number of Housing
Management Policies due for review. 

• Allocations – how we let our properties

• Rent Arrears - how we deal with rent arrears 

• Anti Social Behaviour - how we tackle anti social
behaviour

• Estate Management - how we ensure we create and
maintain a well managed environment 

• Tenancy Agreement – outlines the terms and 
conditions of the tenancy agreement 

When reviewing policies like this, the association is required
to consult with tenants and customers and get their views
and opinions on the proposals. The Association would like to
meet with anyone who may be prepared to give up a couple
of hours of their time to help and have some discussion on
these subjects. Any contribution you could make would be
very welcome and appreciated.

If you are interested in becoming involved in the review of
this policy please contact Donna on 0141 559 6773 or
donna@copperworks.org.uk      
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Complaints
Update
Copperworks Housing Association is committed to providing
high-quality customer service. We value feedback
(negative or positive) from tenants. Feedback helps us to
ensure that we are providing a
service that meets the needs
of our tenants and other
customers.
We recognise that from time to time things don’t always
go as planned and tenants may want to complain about
our service. Our comprehensive complaints handling
procedure aims to make it easy for tenants to have their
concerns resolved quickly. You can pick up a guide to our
complaints procedure at our office, on our website or call
us on 0141 552 7477 and we will send a copy out to you.
The table below shows the number of complaints
received from April – June 2018.

Complaints Received                    April 18     May 18    June 18    Total

Complaints received at Stage 1            0              2             2           4

Complaints received at Stage 2           0              1             0           1

Complaints Resolved
Complaints resolved at Stage 1            0              2             0           4

Complaints resolved at Stage 2           0             0             0          0

Escalations
Escalations to Stage 2                          0             0             0          0

Reason for Complaint                   April 18     May 18     June 18    Total

Contractor                                              0             2           0           2
Staff                                                       0            0           0           0
Equalities                                               0            0           0           0
Policies & Procedures                           0            0           0           0
Governance                                           0            0           0           0
Finance                                                  0            0           0           0
Maintenance                                          0            0           2           2
Housing Management                           0            0           0           0
Money Advice                                        0            0           0           0
Factoring                                                0            0           0           0
Estate Management                              0            0            1            1
Wider Role                                             0            0           0           0

Case Study 1 
A tenant made a complaint regarding an appointment made
with a contractor who later failed to attend. Our staff
apologised for this and contacted the contractor who also
apologised for this error and advised that the correct
information had not been passed onto them from their
office. These works were           
re-arranged for a time that was suitable for the tenant. 
Our staff learned to ensure all the correct information
reaches on site operatives.        

Case Study 2 
A Tenant made a complaint regarding lack of access to a
community garden, as the tenant would like to use this area
to walk a dog. Staff advised that this             
area is locked to maintain security and to benefit the whole
community and to minimise dog fouling. Our staff did
however advise that access to this area would be granted for
any reasonable request.            
Our staff learned that a quick response and clarifying why a
decision has been taken reduces complaints and promotes
good communication.  
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Satisfaction with Complaints
                                                  Very            Fairly          Neither           Fairly               Very
                                               satisfied      satisfied        sat/dis       dissatisfied    dissatisfied
How satisfied                 1             3             0              0                4with outcome?
How satisfied                2             2             0              0               4with handling

Why are vampires so easy to fool?
Because they’re suckers

Why do vampires need mouthwash?
Because they have bat breath!

Registered Tenants Organisations 
Each year we like to remind tenants of their right to start up and be part of a Registered Tenant Organisation (RTO). If you are
interested in starting an RTO then come and talk to us and find out how the RTO can feed into the decision making process
of Copperworks Housing Association. For example, you could provide feedback or put forward recommendations on policy
changes, service levels etc. This is in addition to every tenant’s right to be consulted over policy changes which significantly
affect them.
We now have in place a new procedure to assist any groups interested in setting up an RTO. This provides a step by step
guide to registration and details of the support available from the Association.
Copies of the RTO Procedure can be obtained from the office or from our website at www.copperworks.org.uk.

What did we learn/change as a result of these complaints?
Here are our case studies:
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Contact Details
43 Tharsis Street Roystonhill Glasgow G21 2JF
telephone 0141 552 7477 fax 0141 552 7478
email info@copperworks.org.uk www.copperworks.org.uk

Office Opening Hours
Monday to Thursday 9.00am - 5pm Friday 9am - 3.30pm

Important – Emergency Repair Numbers
Gas Heating and Hot Water          James Frew/ Gas Sure       01294 468 113
All other emergency repairs         City Building                        0800 595 595
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Staff 
Contact
Details
Fiona Murphy 0141 559 6777
fionamurphy@copperworks.org.uk
Director

Margaret Brownlie 0141 559 6778
margaretbrownlie@copperworks.org.uk
Depute Director

Donna Richardson 0141 471 8548
donna@copperworks.org.uk 
Housing Manager

Paul Rocks 0141 559 6775
Paul@copperworks.org.uk
Maintenance Officer

Mary Dunsmore 0141 559 6770
mary@copperworks.org.uk
Maintenance/Admin Assistant

Sharon Mearns 0141 559 6776
Sharon@copperworks.org.uk 
Housing Officer

Hollie McGowan 0141 559 6774
holliemcgowan@copperworks.org.uk 
Housing Assistant

Tracy McDonald 0141 471 7820
tracymcdonald@copperworks.org.uk 
Finance Assistant

Gillian Spence 0141 471 7821
gillianspence@copperworks.org.uk
Corporate Governance Assistant

Roddy Forrest 0141 552 7477
roddyforrest@copperworks.org.uk
Customer Services Assistant

David Manners 0141 552 7477
david@copperworks.org.uk
Estate Caretaker
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