Tenant’s Handbook
Your Tenants’ Handbook provides you with
up to date information about being one of
our tenants. It sets out our responsibilities
as your landlord, your obligations and your
tenancy rights. We have also tried to answer
the questions that are most often asked, by
offering a wide range of practical advice and
information. We are always here to offer any
help we can.

This handbook can be made available on audio
tape and large print. We can also arrange to
have information translated into different
languages and we can help if you have
problems with reading, writing or numbers.
If you who would like the handbook in a
different format or language please contact the
hub on 0141 781 1884.

From all the staff at Wellhouse Housing Association we hope you are happy
in your home and hope you find Wellhouse ‘The Place to Be’

Our Story…..
Wellhouse was initially developed as part
of greater Easterhouse in the 1950’s, when
Glasgow Corporation carried out inner
city slum clearances and created the new
peripheral estates, rapidly reaching a
population of 50,000 in that decade (this
dropped to 23,000 by 2010). There was
fairly rapid deterioration arising from a lack
of facilities and a top down management
approach by the local authority and by the
1980’s there were serious housing and socioeconomic problems across Easterhouse. A
new movement emerged at that time that
included new community-controlled housing
associations which operated as managers,
landlords, developers and community anchors
amongst other things. Wellhouse was one of
these new organisations.
In 1989, a tenants steering group was set
up to seek the transfer of 335 homes from
Glasgow City Council to community ownership.
Their success led to the creation of Wellhouse
Housing Co-Operative, registered as a social
landlord in 1994 and becoming Wellhouse
Housing Association in time for our 10year anniversary. A second successful stock
transfer from Glasgow Housing Association in
2010 resulted in all the social rented homes
in Wellhouse being owned by the housing
association. The association has worked hard
to transform the local area and build new
homes.
Over the years, we have developed innovative
approaches, particularly in our wider role
activities. We have been ambitious to
transform the local area and the physical
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and social improvements are obvious. More
information on our achievements can be
found in the main business plan, which is on
our website.
The plan also describes our approach to
equity, diversity and human rights; ethical
standards, sustainability and value for money.
This work continues to this day – we value
feedback from our tenants and are always
encouraging more involvement in our
community, our membership and in the
committee. Please let us know if you would
like to become involved.
All the best,
Darron Brown
The Chair of the Wellhouse Housing
Association Management Committee.
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Welcome
Wellhouse Housing Association operates solely in the Wellhouse
neighbourhood of Easterhouse and we own and manage all
the social housing for rent in the community. We also provide
factoring services to 55 owners. In addition, we own the Hub
and 4 commercial units in Newhills Road.
We provide a comprehensive range of services; all focused
100% on the needs of our tenants and community. These
services include tenancy and neighbourhood management,
repairs and property management, property development, asset
management, environmental works, income maximisation and
factoring.
In addition to this handbook Wellhouse Housing Association will
issue you with a quarterly newsletter keeping you up to date
with what is happening in the local area.
You can also keep yourself up to date by visiting our website at
https://wellhouseha.org.uk

Martin Wilkie-McFarlane
Director
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Our Vision
Wellhouse: The Place to Be
Encapsulated in this simple statement is our vision of Wellhouse as an attractive place
where people feel happy and safe, benefit from having a good home and an attractive
environment and feel proud to be part of a vibrant community.

Our Strategic Objectives
To ensure we stay focused on
transforming our business and making
the social impact we seek, we have
developed a set of 6 strategic objectives
for the Business Plan period. From these
objectives, all our activities will flow. We
will also measure our success by setting
targets against these objectives, ensuring
that we deliver them effectively and
efficiently.

The six objectives are to:
1. Deliver excellent services.
2. Provide good quality homes.
3. Anticipate, understand and respond to
local needs.
4. Foster an attractive, successful and
thriving community.
5. Maintain good governance and
financial management.
6. Value and invest in our people.

Our Constitution
We are an independent organisation
governed by a volunteer management
committee, many of whom are our
customers. We do not distribute our
surpluses, but rather, we reinvest these
for the benefit of our customers.
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In addition to being a registered social
landlord, we are also registered with
the Financial Conduct Authority and are
a Scottish Charity. Our legal structure
takes the form of a society under the
Co-operative and Community Benefits
Societies Act 2014.
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Customer Service Standards
•

We will answer all incoming calls within 10
rings.

•

We’ll respond to your letters, emails
enquiries within 5 working days.

•

We’ll respond to your telephone enquiries
the same day as they’re received.

•

If for any reason this isn’t possible and we
need more time to investigate we’ll let you
know within that time period.

•

If you want a face to face appointment, a
date and time will be offered. We aim to
see you within 1 week of enquiry or explain
why we cannot.

•

We will communicate with you in a
professional manner at all times.

•

Staff will provide their contact details on all
correspondence issued by letter and email.

•

Staff have voicemail and you may leave a
message.

NCE • ACCOUNTABILITY • SUSTAINABILITY
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Equality and Diversity Statement
Wellhouse Housing Association welcomes and
respects diversity.
We will:
✓✓ Make no judgements about you based
upon age, disability, gender / gender
reassignment, marriage / civil partnership,
pregnancy / maternity, race, religion or
belief, sex, or sexual orientation
✓✓ Make no assumptions about your age,
disability, gender / gender reassignment,
marriage / civil partnership, pregnancy /
maternity, race, religion or belief, sex, or
sexual orientation
✓✓ Make no judgements or assumptions about
you based upon how you speak, how you
dress, where you live or who you associate
with
✓✓ Treat you fairly

✓✓ Make it easy for you to deal with us
✓✓ Treat you as an individual, with dignity and
respect
✓✓ Respect your privacy & confidentiality and
act sensitively
✓✓ Take time to listen to you and give you
open and honest explanations
✓✓ Provide you with the information you need
✓✓ Be professional, reliable and deliver what
we promise
✓✓ Keep you updated
✓✓ If there is a problem, put it right as quickly
as possible;
✓✓ Welcome feedback and make use of it to
improve our services
✓✓ Treat all people with whom you associate in
the same manner.

“We work within an environment of mutual respect and tolerance,
where everyone is treated fairly and can feel safe and supported.
We welcome all people and the dignity of customers, Management
Committee members, contractors and staff is to be protected at all
times, therefore we cannot allow any discriminatory or offensive
language or behaviour within any part of The Hub, on the telephone,
on social media or any other interaction at any time.”
We expect you to:
✓✓ treat all colleagues, partner organisations
and customers in the same manner.
✓✓ Positive about Wellhouse
✓✓ Positive about the people of Wellhouse
✓✓ Positive about the people who work for
and with Wellhouse
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Staff Team
Director

Martin Wilkie-McFarlane

Corporate & Governance Officer

Linda Logan

Finance & Corporate Services Manager

Gordon Kerr

Finance & Corporate Services Officer

Sandra Davidson

Finance & Corporate Services Assistant

Joan McDermott

Housing & Customer Service Manager

Carol Hamilton

Housing Officer

Maureen Wilson

Housing Officer

John Stevenson

Housing Officer

Fiona Cochran

Income Advice Officer

Laura Reilly

Housing Assistant

David Walls

Housing Assistant P/T

Fiona Wylie

Assets & Maintenance Manager

Bill Black

Maintenance Officer

Alex Hogg

Housing Assistant

Jonny Danks

Housing Assistant P/T

Pauline Robertson

Estates Wardens

Jordan French
Dale Russell
Stephen Fotheringham
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Paying Rent
Why is it important that I pay my
rent?
Rent money is what pays for the services
you receive as a tenant such as repairs, close
cleaning and income advice.
Not paying your rent is a breach of the tenancy
agreement you signed when you accepted
your tenancy. If this matter isn’t addressed
it could lead to legal action to recover the
property.

What help can I get to pay my rent?
If you are struggling financially and on a
low income or benefits you may qualify for
Housing Benefit or if on Universal Credit a
housing element payment to assist with your
rent. Our Income Advice Officer can assist in
checking this for you.

Affordable Payment Arrangements
Our staff are available and will assist you in
making an affordable arrangement that will
help you reduce any arrears owed. To do this
we need you to contact your Housing Officer
and complete an income and expenditure
form to allow them to assess what you can
afford to pay.
You can do this by contacting the Housing
Team at the office on 0141 781 1884 as soon
as you experience difficulty paying.

How can I pay my rent?
We accept many methods of payment:
•

Direct debit – this can be
set up by your Housing
Officer either in the office
or over the phone.

•

Rent card – this can be used
to pay cash in anywhere
displaying the paypoint sign.

•

Standing Order - details available from
your Housing Officer as you need to set
this up from your bank.

•

Office payment – we can take a cash or
debit card payment in the office.

•

Phone payment – we can
take a card payment over
the phone – just call your
Housing Officer on 0141 781
1884.

•

Allpay – online, by phone or via
the app. Contact your Housing
Officer for more details.

If you need to discuss your rent account or are having
difficulties paying please contact your Housing Officer –
our staff are here to help you.
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Housing Services Team
Housing and Customer
Services Manager
Carol Hamilton

Patch 1

Patch 2

John Stevenson

Fiona Cochran

email: johns@wellhouseha.org.uk
Direct Dial: 0141 781 2127

email: fiona@wellhouseha.org.uk
Direct Dial: 0141 781 2124

•
•
•
•
•
•
•

•
•
•
•
•
•
•

Bartiebeith Road
Baldovan Crescent
Baldovan Path
Rigg Place
Torran Road
Langbar Gardens
Kiltearn Road

Patch 3

Langbar Crescent
Arnol Place
Carriden Place
Dunan Place
Durno Path
Inver Road
Langbar Path

Housing Assistants

Maureen Wilson
email: maureen@wellhouseha.org.uk
Direct Dial: 0141 781 2139
•
•
•
•
•
•
•
•

Aultmore Gardens
Aultmore Park
Aultmore Road
Balado Road
Newhills Road
Wellhouse Crescent
Wellhouse Gardens
Wellhouse Grove

David Walls

Fiona Wylie
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Welfare Benefits Help and Assistance
Housing Benefit & Universal Credit
You may be entitled to Housing Benefit or the
Housing Cost Element of Universal Credit to
help pay your rent. Even if you are working
it is sometimes worthwhile making a claim,
depending on your income and circumstances.
If you are in receipt of Job Seekers Allowance
or Income Support you will normally receive
full Housing Benefit. You can ask for this to
be paid directly to us. If you are in receipt of
Universal Credit, you will receive your housing
costs paid to you. You will then be expected to
pay us your rent from this money.
If you think you may be entitled to Housing
Benefit or Universal Credit, you should either:
•

•

Complete a Housing Benefit form either
online, request over the phone or complete
a paper form (if you take the form to
Housing Benefits make sure you get a date
stamped receipt when you hand the form
in for processing at the Housing Benefit
Office)
If you are in receipt of Universal Credit, you
need to update your online journal with
your Housing Costs. www.gov.uk/applyuniversal-credit

It is vital you supply the Housing Benefit
Department or the Department of Work and
Pensions (DWP) with all the information they
require to process your claim. If you fail to
do this, your claim could be cancelled and you
would be personally responsible for all the rent
due. If your circumstances change, in any way,
you MUST inform Housing Benefit or the DWP.
If you need help completing your Housing
Benefit or Universal Credit form please contact
the hub for a referral to our Income Advice
Officer Laura Reilly.

Benefits Advice
Our Income Advice Officer can assist
with benefits applications such as
Personal Independence Payment,
Income Support, Tax Credits, Pension
Credits. She can also provide a full
benefit check to assess what you may be
entitled to.

Laura Reilly
Our Income Advice Officer - Laura Reilly is based in the Hub 49
Wellhouse Crescent, G33 4LA Monday to Friday between 9am & 5pm.
Appointments can be made by calling 0141 781 1884.
Laura offers a drop-in service every Friday between 9am & 12pm and
2pm to 4pm. (Subject to availability)
Home visit appointments are available on request. (Subject to
availability)
Laura has helped hundreds of our tenants access money they were
entitled to, greatly improving their circumstances.
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Your Tenancy
All Wellhouse tenants have signed a Scottish
Secure Tenancy Agreement (SST) or Short SST.
Your rights under this tenancy are covered
by The Housing (Scotland) Act 2001 and any
amendments in the 2014 act.
You have signed a legal document that sets
out your rights and responsibilities as a tenant
and our duties as a landlord. You have security
of tenure under your tenancy agreement with
us. This means you cannot be evicted from
your home without a court order. We may take
legal action for eviction for any breach of your
conditions of tenancy e.g. failing to pay rent, or
behaving in an anti-social manner.
When you signed your Tenancy Agreement,
you agreed to keep to the terms of the
agreement. These terms are meant to make
sure your home is properly looked after and
that all tenants can live in their homes without
being disturbed by neighbours or their visitors.
If you or your visitors break any of these terms,
we may take legal action against you.
Your tenancy provides you with rights to apply
to us for the following;

Succession
A tenancy ends with the death of a tenant
but it may be the case that someone living
with them could take over the tenancy. This
is known as succession. Details of who can
succeed your tenancy are included in your
tenancy agreement. In order to be eligible
to succeed to a tenancy the property must
have been your principal home for at least
12 months. That is 12 months from WHA
granting permission for you to live there.

Lodgers and subletting
You must have our written permission
before taking in a lodger or subletting your
property. Your request will not be refused if
it is reasonable. You will remain responsible
for making sure the rent is paid, and that
all other responsibilities of the tenancy
agreement are kept to. You must ensure you
do not overcrowd the property and charge
a reasonable rent (agreed by us). There are
certain things which need to be in place before
permission is granted, please call your Housing
Officer for more information.

Assignation
If you are moving away and someone who
has been living in the property for at least 12
months (that is 12 months from requesting
permission for the residency and it being
granted) would like to stay in the house, you
may be able to transfer your tenancy to them.
This is called assignation. We will only refuse
consent if we have reasonable grounds for
doing so. There are certain things which need
to be in place before permission is granted,
please call your Housing Officer for more
information.

Transfer
If your housing requirements change, for
example, if you need more bedrooms, you can
apply for a transfer. Please complete a transfer
form and return it to the Hub.

Mutual Exchange
It is possible for you to exchange properties
with other social housing tenants in your area.
Please contact your Housing Officer for further
information and advice.

If you wish any further information regarding any aspect of your tenancy agreement please
contact your Housing Officer or seek independent advice from a Legal Services Agency,
Citizen’s Advice Scotland, Shelter or a Solicitor.

NCE • ACCOUNTABILITY • SUSTAINABILITY
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Your responsibilities
When you signed your Tenancy Agreement,
you agreed to keep to the terms of the
agreement. These terms are meant to make
sure your home is properly looked after and
that all tenants can live in their homes without
being disturbed by neighbours or their visitors.
If you or your visitors break any of these terms,
we may take legal action against you. Some of
these terms are:
✓✓ The property must be your only or main
home
✓✓ You must keep us updated with who is
living in your property
✓✓ You can’t run a business from your home
without our permission

✓✓ If you have a garden, it must be kept tidy.
✓✓ You must let us carry out repairs and
service gas installations in your home
✓✓ Make sure your windows and doors are
secure when you are not at home.
✓✓ Anyone living in or visiting your home
must not behave in an anti-social way. This
includes things like:
•

Noise

•

Harassment to neighbours or our
staff and contractors

•

Vandalism

•

Illegal use or supply of drugs Your
home cannot be used for illegal or
immoral purposes.

✓✓ You must pay your rent on time
✓✓ You must keep your home in good repair
and decoration

Permissions
There are several areas where you need to apply for permission to the Association
before you can go ahead. The main areas are listed below however if you are ever
unsure just check with a member of the team on 0141 781 1884.

Home improvements
You must get written permission to make improvements.
If permission is granted, you may be entitled to
compensation if you terminate your tenancy.
•

installing a shower

•

installing a shed

•

fitting CCTV or alarms

•

installing a satellite dish

•

fitting laminate flooring

This list is not exhaustive, if in doubt please speak to our
team at the Hub.
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Pets
You must have written permission before
you can keep a pet. If permission is granted,
we will issue you with conditions for keeping
a pet. You are responsible to making sure
your pet doesn’t cause a nuisance and you
clean up after it.

Permission to Reside
Before someone moves into your property
you must apply to the Association for
‘permission to reside’ this is to protect you
and the occupant. Reasonable permission
will not be refused unless there are valid

grounds to do so such as it will lead to
overcrowding. Please contact the Hub for a
form or call your Housing Officer on 0141
781 1884.

Smoking
We must comply with legislation which
prohibits smoking in public premises,
including workplaces, because of the risks
from passive smoking. It is your decision
whether or not to smoke in your own
home, or to allow others to do so, however
when one of our members of staff or
contractor provides a service in your home,
your home then becomes their workplace.
We would ask you to help our employees

and contractors stay
healthy by not smoking
whilst they are in your
home and by opening
a window, if necessary,
before and during their
visit.
Please note that our staff are not permitted
to smoke in your home, even at your
invitation.

Insurance
Our insurance covers the building and fixtures of your home
but NOT your personal items.
It is very important that you take out content’s insurance in
case of damage, fire, flood etc. We can provide information
on contents insurance - contact the Hub for information.
We are not responsible for damage to the contents of your
home unless we were negligent.

NCE • ACCOUNTABILITY • SUSTAINABILITY
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How can my tenancy end?
You can end your tenancy by giving us
at least 28 days notice and complete a
Termination of Tenancy form or provide
notice in writing and include your name,
signature, current address, contact
telephone number, forwarding address
and the date you want to leave.

•

If we need to take legal action against you
if you fail to comply with your tenancy
agreement. We need to obtain an order
from the Sheriff Court before we could
carry out an eviction.

•

•

If it is a joint tenancy and both tenants are
terminating, they are both required to sign
the form. If only one tenant is leaving the
tenancy will revert to a single tenancy after
the 28-day notice period.

If we repossess your home after you have
abandoned it.

•

•

If you wish to extend your termination
date, you should notify us in writing.

If we take action to convert your tenancy
to a Short Scottish Secure Tenancy after
you or a member of your household is the
subject of an Anti-Social Behaviour Order
(ASBO).

•

You should notify the gas and electricity
company you are moving and arrange
final meter readings. Also, you should
make arrangements to have your mail
re-directed.

•

Moving out
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•

We will arrange to inspect your house
soon after we receive your termination
giving four weeks notice.

•

We will ask you to carry out any repairs
that are your responsibility and advise
you of any rechargeable repairs that
may be charged to you if you fail to
repair them before leaving.

•

We will also let you know of the rent
due to the end of the tenancy and you
should contact your Housing Officer to
make a final arrangement to pay this
amount.

•

You should return all keys and security
fobs to the Hub by the last day of your
tenancy.

•

Your house should be left in a clean and
tidy condition. If you leave furniture or
belongings in the property (without our
prior consent) we will recharge you for
getting rid of these items.
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Neighbourhood Management
Everyone should be able to enjoy their home
in peace and quiet but sometimes, different
lifestyles can cause problems.
The most common complaints we receive are
about noise, pets, car parking, children and fly
tipping.
✓✓ Be considerate and think about your
neighbours and the people in your area
where you live.
✓✓ If you do have a problem, the best way to
sort out any problems with a neighbour
is to speak to them. Keep calm and be
friendly. Your neighbour might not realise
that you they are affecting you.
✓✓ You are also responsible for visitors to
your home so make sure they also show
consideration to your home and your
neighbours.
If you do not feel able to sort the problem
yourself or is more serious, please contact
your Housing Officer who will advise you how
we can help.
Investigating and dealing with Anti-social
Behaviour complaints can take time and
can be frustrating for all involved, please
understand that your Housing Officer will do
the best they can.

Commonly asked Questions
regarding Anti-Social
Behaviour
Why can you not just take my word for it?
Unfortunately, we always need evidence in
an anti-social behaviour case, it would be
unfair to just accept one tenants word over
another.
Why can you not just evict my neighbour?
Just like you your neighbour has a secure
tenancy agreement; this can only be
ended by a court order from a sheriff. To
do this we need evidence to raise a court
action and for a sheriff to deem eviction
as ‘reasonable’ punishment for a tenant’s
actions.
Confidentiality
Wherever possible we will seek to maintain
the confidentiality of the complainant.
However, because of the nature of the
complaint, it may become obvious to the
alleged perpetrator who has made the
complaint.

Making a complaint about a neighbour
1. Contact the office by phone, email, letter
or in person to speak to an Officer and
advise them of the problem.
2. The next step will be to write the other
party and any surrounding neighbours
who may have witnessed the behaviour.
The other party will be invited into the
office to discuss the complaint.

3. If another agency has been involved we
will contact them for further information.
4. Then we will look at the information we
have and decide if a breach of tenancy
has occurred and if it has issue the
appropriate warning.

NCE • ACCOUNTABILITY • SUSTAINABILITY
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Estate Management
Estate Warden Service

Our three Estate Wardens provide several
services across Wellhouse.
✓✓ Clean bin stores and back court areas
✓✓ De-littering
✓✓ Grass cutting of communal areas
✓✓ Close Cleaning
✓✓ Void Clearance and valeting

Dale Russell

Jordan French Stephen
Fotheringham

Household rubbish
If you live in a main door property you are
responsible for putting out and taking in
your bin on the correct day. Please ask your
Housing Officer, your neighbour, or contact
Glasgow City Council to find out the collection
day for your area. Collection information can
be found on the Council website.
If you live in a tenement the bins will be pulled
through for you by the Council workers or in
some areas our Estate Wardens.
You should not leave rubbish bags outside
your door. This is especially dangerous in
blocks of flats where rubbish represents a real
fire hazard.

Close Cleaning
All closes within Wellhouse are cleaned by our
Estate Wardens once a fortnight. There is no
additional charge to tenants for this service.
Please ensure that no items are left in the
landings/close area as this will prevent the
close being cleaned completely.
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✓✓ Identifying and Reporting issues of fly
tipping
✓✓ Bin pull out service in certain areas

Bulk Items
If you are clearing
out or replacing
bulk items in your
property there
are two ways of
disposing of these
items dependant
on the property
that you live in.
If you live in a
tenemental property then you can leave
your bulk items next to the bin stores on
a Sunday night for Glasgow City Council to
remove the next day.
Please note that no items should be left
in any other location, this is fly tipping
and you could be issued with a fixed
penalty notice by Glasgow City Council
Enforcement Officer.
If you live in a main door property then
you are responsible for contacting
Glasgow City Council on 0141 287 9700 to
arrange for these items to be uplifted.
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Fire Safety
Unfortunately, we often see people using the close to
store prams, pushchairs, bikes and bags of rubbish in.
This is dangerous.
Prams and pushchairs are highly flammable and can
easily be set alight. Any items left in the common close can
prevent people exiting the building safely in the course of
a fire evacuation.
Please for the safety of you, your family and everyone else
in the building – take your items into your home or if you
have a close cupboard please use it

If you would like a free fire safety
visit please contact Scottish Fire
and Rescue Service on 0800 0731
999 or text ‘Fire’ to 80800 or visit
firescotland.gov.uk

NCE • ACCOUNTABILITY • SUSTAINABILITY
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Make a stand
Domestic abuse is one of the biggest issues
we face in society today and two women are
killed every week in the UK by their partner or
ex-partner. A simple look at the shocking scale
of domestic abuse, and that’s just the abuse
we know about, is enough to tell you that as
a social housing sector we collectively house
and employ many thousands of people who
experience domestic abuse.

These are our homes, our people and this
is our problem. Wellhouse is determined
to do something about this. Make a Stand
is a chance to do that. By signing the pledge
Wellhouse Housing Association have become
part of that collective effort. If you or someone
you know is a victim of domestic abuse please
contact your Housing Officer, we are here to
help.

Tenancy Sustainment
As a Registered Social Landlord, we have
a responsibility to house people from
all walks of life, with different lifestyles
and many tenants require support or
intervention to help them sustain their
tenancies.
Our team are here to help support that, if
you are struggling from or affected by any
issues including (but not exclusively):

18

•

Alcohol addiction

•

Drug Addiction

•

Mental Health issues

•

Literacy issues

•

Physical health issues

•

Domestic Abuse

•

Financial Exploitation

•

Isolation/Loneliness

Please contact our team and we will do
our best to help and link you into the
appropriate services who can help.
If you want to report any concerns
regarding Adult Protection or Child
Protection you can also contact Social Care
Directly on:
During Office Hours – 0141 287 0555
Outwith Office Hours – 0300 343 1505
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Reporting Repairs
Report a repair
Repairs can be reported
•

via our online form

•

by email at repairs@wellhouseha.org.uk

•

in person by visiting the hub, 49 Wellhouse Crescent

•

by phoning the office on 0141 781 1884 and selecting the
options for repairs

Please give all relevant details when submitting a repair report.

FOR EMERGENCY
REPAIRS – PLEASE
CONTACT THE OFFICE
DIRECTLY WITHIN
OFFICE HOURS (Out of
office hours numbers
are provided below)

Emergency out of hours:

Response times:

Scotia Plumbing - 0141 771 9600 (All
plumbing repairs)

Emergency Repairs will be attended to
within 4 hours

Saltire - 0330 2020444 (All gas central
heating repairs)

Urgent repairs in 3 working days

City Building - 0800 595 595 (All other
trades)

Appointments – we do most repairs
by appointment, offering a morning or
afternoon slot. You will be offered this when
you report your repair.

Routine repairs in 10 working days

The Maintenance Team
Bill Black
Assets & Maintenance
Manager

Alex Hogg
Maintenanc Officer

Jonathan Danks

Pauline Robertson

Housing Assistant

P/T Housing Assistant

NCE • ACCOUNTABILITY • SUSTAINABILITY
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Right to Repair
This is a scheme that gives you the right to
have small urgent repairs carried out within a
given timescale - a leaflet is included in your
new tenancy pack and is available at all our
offices.

Compensation for repairs
For all repairs, you can claim compensation if
our contractor has failed to carry out an initial
visit to assess the repair or completed it within
the maximum period of time it was allocated.
This takes into account the times when a
contractor may visit your home and then may
have to order a part to fix the repair. This
work would then take longer than our original
estimation. Compensation is a fixed payment
of £15.
Please contact your local office for further
advice.

Rechargeable Repairs
There are some repairs that you are responsible for:
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•

Damage caused by alterations or
installations that you have carried out

Keys are the responsibility of the
tenant, if you lose yours and require
a lock change then you would have to
pay for this.

•

Damage caused by a crime and you
do not have a crime reference number
from the police

If you fail to keep an agreed
appointment more than once with a
contractor you may be charged

•

•

Damage to sanitary ware, toilet seats
and clearing choked toilets and sinks

Costs arising from negligence, fire or
frost damage

•

•

Broken plugs, chains and door handles

Removal of dumped furniture or bulk
items

•

If you call the out of hours Repairs
Hotline and the repair is not an
emergency.

•

Damage caused by you, your family
and your visitors (even if it’s by
accident).

•
•

If we find that you are responsible for any
of the above, we may recharge you.
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Gas Safety
How Wellhouse maintains
your gas safety

Access for the gas safety
check and service

Around 14 people in the UK die every
year from the effects of carbon monoxide
poisoning due to faulty gas appliances. By law,
Wellhouse Housing Association is responsible
for making sure that gas fittings and flues we
have provided in your home are maintained
in good order, and that all gas appliances are
checked annually to ensure that you are safe
in your home.

We have an excellent system for carrying
out gas safety checks on all our properties to
ensure your health and safety. The only time
we are unable to carry out these safety checks
is when a tenant fails to give access to their
home.

What Wellhouse does
about gas safety
We are committed to visiting all properties
every 10-11 months. Our dedicated gas
contractors and their service engineers will
visit to service your heating system to make
sure that it is safe and that any faults are
repaired.
This annual service is important for:
•

the effective operation of your central
heating system and

•

for you and your family’s safety and also for
the safety of your neighbours.

Please tell us if you will not be at home at the
time we say we are coming to carry out the gas
safety check, so that we can arrange a more
suitable appointment.
Failure to allow access to Wellhouse’s repair
contractor is a breach of your tenancy
conditions. We can, if necessary, take legal
action to gain access to your property to carry
out safety checks. If we have to do this, you will
be recharged any costs that we incur, including
our administration costs.

Help us to help you stay safe – let
us in when we need to check for gas
safety.

We are unable to service tenants’ appliances,
such as cookers or gas fires. However, we will
check that the appliance is safe to use; any
defects will be reported to you and, where
considered necessary, the appliance will be
disconnected from the gas supply as a safety
precaution.
It is the responsibility of tenants to ensure
that a Gas Safe Registered engineer attends
to repair any identified defect to their own gas
appliance.
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Service appointments
We can offer our tenants a time for our
contractors to call that suits. Appointments
are available between 8:00am and 5:00pm
Monday to Friday. For tenants that work
during these times and cannot make
alternative access arrangements for the
contractor, we can subsequently offer an
appointments two night per week until 7.00pm
and some Saturday morning appointments.
Any appointments arranged out with normal
working hours must be booked 7 days in
advance.

All of our contractors’ engineers carry Gas
Safe identification cards. You should not let
anyone into your home without asking for
identification first. If you are in any doubt,
please contact our office on 0141 781 1884
as soon as possible and our staff will be able
to verify that the engineer is working on our
behalf.

Reporting a repair to central heating and gas appliance
If there is something wrong with your heating in between
services, you should report this to Saltire 24hrs a day by
telephoning 0330 202 0444 and our gas contractor will attend
and repair the fault.
If you smell gas in your property:
•

Let fresh air into your home by opening
doors and windows.

•

Wait outside your property for the gas
engineer to arrive

•

If it’s safe to do so, make sure you cut
the gas supply off straight away – move
the handle a quarter turn, until it’s at 90
degrees from the pipe. This is usually
located next to your gas meter. But if it’s
in the cellar, it’s usually best to leave it.

•

If you feel unwell, go to your GP or your
local hospital straight away. Inform them
that you think you’ve been exposed to a
gas leak or carbon monoxide poisoning.

•

Leave your property.

•

•

Call the National Gas Emergencies
number 0800 111 999. It’s free of charge,
and lines are open 24 hours a day, seven
days a week.

light a match, smoke, or use any other
naked flame

•

touch any electrical switches; don’t turn
them on or off.

•

use mobile phones, doorbells or any
other electrical switches that could spark.

•
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Listen to the advice provided by the
emergency adviser and follow it

Don’t:
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Gas safe register website
Any gas cookers that are installed MUST be fitted by a Gas Safe
engineer. View the Gas Safe Register website where you are able to
find details of Gas Safe Registered businesses and engineers in your
area.
The Freephone telephone number for Gas Safe Register is 0800 408
5500.

Smoke alarms & carbon monoxide (CO) detectors
Your home has smoke detectors and a
heat detector fitted for your safety. Please
make sure that you test the alarm regularly
by pressing the test button on the front
of the alarm - a shrill sound tells you it’s in
working order.
For safety, the smoke detector in your
home is wired directly into your home’s
electrical supply but does have a battery
back- up facility in case of power cuts.
The battery back-up facility is part of the

detector and cannot be changed. It is
advisable to keep your alarm dust free and
you should occasionally vacuum around
the casing of the detector to remove any
excess dust.
If a CO detector starts bleeping, please
contact the Hub on 0141 781 1884
immediately.
Smoke alarms and CO Detectors are there
for your protection and should not be
removed or painted.
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What is condensation?
Condensation occurs when warm, moist air meets a cold
surface such as a window, mirror, cistern or wall and
causes water droplets to form. The risk of condensation
depends upon how moist the air is and how cold the
surfaces of the rooms are. How you ventilate and heat
your home and how much moisture you produce will
affect the level of condensation.
Condensation can cause unsightly mould that can
damage clothing, furniture and wallpaper. Daily removal
of condensation from windows, walls and surfaces –
using a towel or cloth – will help prevent mould growth.

Causes of Condensation
•
•
•
•

Excess moisture
Inadequate ventilation
Inadequate heating
Cold surfaces

Top Tips to avoid Condensation & Mould
•

Always dry clothes outside! If drying
inside, dry in a room with an open
window, close doors, heat and ventilate
room

•

Use lids on pots when cooking

•

Ventilate the whole house for at least an
hour per day, try to keep window vents
open

•

Make sure to vent tumble dryers to the
outside

•

When using bathroom or kitchen,
always close doors, open windows, and
use extractor fans

•

To prevent mould growth, wipe down
windows, and kitchen and bathroom
surfaces after use

•

Try to heat the whole house in cold
weather where possible

•

If not possible, close doors to prevent
moisture spreading to unheated areas

•

Avoid storing item against walls, and
allow air to circulate behind stored items
and beds

If you would like any more information about how you can tackle condensation in
your home or if you have any queries about your heating system please contact a
member of our Maintenance Team on 0141 781 1884.
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Planned and Cyclical Maintenance
The long-term maintenance of your property and communal areas is split into cyclical and
planned programmes.

Planned Maintenance

Major Component

Cycle (years)

Planned Maintenance is work the association
is aware of and has planned for, these
are replacement/repairs that are carried
out with forethought, control and the
use of records which are programmed in
advance normally over a rolling 30-year period

Roof – tiles/Flashing

50

External Render/Cladding

50

Windows

35

Kitchens

15

There may be occasions when there is a
premature failure of a component outwith planned programmes and the Association
will budget annually for such works. Examples
of planned component replacement/
improvement items and acceptable life spans
are detailed in the following diagrams:

Bathrooms

20

Boilers

15

Radiators/Pipework
Electrics/Re-wire
External Doors
Smoke alarms/CO2 detectors

30
30
20
10

Cyclical Component

Cycle (years)

Gutter Cleaning

1

Electrical Inspection

5

Painting common areas

5

External Painting

5

Gas Servicing

1

Cyclical Maintenance
Refers to planned works carried out at agreed
intervals and usually involves inspection,
servicing or cleaning. The following diagram
provides a snapshot of cyclical components
and cycle of servicing in years.

Wellhouse Housing Association
budget for these planned and
cyclical works and all areas due for
planned maintenance works are
well documented in our frequent
newsletters however if you wish to
enquire about planned works to your
home please contact our office on 0141
781 1884 and ask to speak or book an
appointment with a member of the
maintenance section.
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Medical Adaptations
Assessment of requests for adaptation
Referrals for medical adaptations should
come from the Social Work Occupational
Therapist in a referral form (CL1 form)
All referrals from Social Work will be
discussed with Maintenance and Housing
Management to enable consideration of the
applicant’s circumstances such as:
•

The tenant’s preference to transfer to a
more suitable property or to remain in
their existing home.

•

Availability of suitable accommodation.

•

Likely waiting time for alternative
accommodation.

Types of adaptation carried
out by the Association
Here is list of the more common Medical
Adaptation requests the Association receives,
•
•
•
•
•
•

remove bath and install level access or wet
floor shower
installation of lever taps
installing threshold ramps or over entrance
stairs.
support handrails (internal and external)
non-slip floorcovering
The list is not exhaustive and all
appropriate referrals made by Social Work
will be considered by the Association in
order to meet the needs of the occupant.

Where transfer is a feasible option and
provides an alternative to the provision of
a high cost adaptation, then the option of
transfer will be pursued.

Limitations on
adaptations carried out
by the Association
The Association has limited resources for
adaptations which makes it necessary
to minimise the risk of installing
adaptations in unsuitable property and
avoid the adaptation needing removed
when the person leaves. This also allows
works to be completed without an
impact on rents.
The Association proposes to make best
use of limited budgets by:
•

•
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discussing and approving any walk-in
or wet floor showers into flats above
ground floor.
Ensuring value for money on all
adaptations.
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Putting the Customer First
Wellhouse Housing Association recognises
the importance of listening to its customers
to be able to meet our strategic objectives of
delivering good quality housing in attractive
and thriving communities while providing
excellent services.
We consult regularly with tenants throughout
the year and actively look for feedback
regarding our policies and services.
In addition, we appointed a consultant to carry
out our tenant satisfaction surveys which
are carried out throughout the year and the
results are reported to our Management
Committee. This allows us to identify areas we
are performing well in and also highlight areas
for improvement.

Our Customer Opinion Panel, made
of Wellhouse customers, has been
established however we are always looking
for new members. Customers will have
the opportunity to improve the way that
Wellhouse responds to, and acts on services
they receive and your opinion matters to us.
Tenants and Owners are welcome to join and
the Panel is supported by the independent
Tenant Participation Advisory Service (TPAS).
You can choose to spend as little or as much
time as you can spare. We will email you from
time to time to collect your views and you will
be invited to a few short meetings at The Hub
and refreshments will be provided.
If you are interested in being involved with this
group, or would like more information, please
contact Carol Hamilton or any other member
of staff by calling 0141 781 1884 or emailing
info@wellhouseha.org.uk.

You can also apply to become a member of the Association; this allows you to attend
our Annual General Meeting (AGM). Please contact the hub for a form on 0141 781
1884 and all you need to do is return the form with £1 to purchase a share in the
Association.
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Interested in joining the
Management Committee?
Wellhouse Housing Association is governed by a volunteer board of Trustees, if you are
interested in joining the Management Committee of Wellhouse Housing Association, we are
very keen to hear from you if you are enthusiastic supporters of Social Housing aims and
principles and have an understanding of Wellhouse HA’s activities.

What’s in it for you? / What can
you expect?
•
•
•
•
•
•

Making a difference to the people of
Wellhouse
Personal development opportunities and
training
Use your skills where they are really
needed
Meet new people
Help support the work of Wellhouse
Contribute to decision making processes
involved in the development of Wellhouse
Housing Association

What’s in it for us/What can we
expect?
•
•
•
•

Your skills & enthusiasm
New ideas for Wellhouse
Your attendance at approximately 10
meetings per year (6-8:30pm)
Increase in support for the Management
Team & Staff

Management Committee

Darron Brown

Maureen Morris

Carol Torrie

Clare Monteith

Jane Heppenstall

Shona McKenna

Sarah Morris

Michelle Harrow

If you would like an informal chat and an
application pack please contact Linda Logan
(Corporate & Governance Assistant) 0141 781 1884
or email: linda@wellhouseha.org.uk
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General Data Protection
Regulation (GDPR)
From the 25th of May 2018, Wellhouse
Housing Association, along with all other
companies within the UK, has been subject to
the rules set in the General Data Protection
Regulation.

To allow us to deliver our service, we are
required to hold data on our customers. We
have to be clear about what information we
collect from you, how we hold it, who we share
it with, and how we dispose of it. All customers
have the right to access their information,
request any changes, and to have their data
deleted in line with the Regulation.

The Association is deemed a ‘data controller’
by the Information Commissioner’s Office
(ICO) and is required to implement working
practices which meet with the requirements of
this legislation.

We collect information about you from:
•
•
•
•
•
•

Housing Applications
Factoring Agreement
Tenancy Sign up documents
Repair Requests
Tenancy Management Correspondence
Membership of the Association

•

•

Any financial transactions including
benefits entitlements, and or any income
and expenditure related information;
Any other instance where you provide us
with your personal information.

Why we need to collect this information:
•

•

•

To undertake and perform our
obligations and duties in relation to the
services we provide
To respond to repair requests, medical
adaption requests, housing application
or complaints
To use the information to improve and
develop our business and the services
we offer

•
•

•

To keep customers updated on any
changes to our supplies or services
For all other purposes consistent
with the proper performance of our
operations and business
To request views on our products and
services.
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We collect the following information about you and your household:
•
•
•
•
•
•

Name
Date of birth
National Insurance Number
Address
Telephone numbers
Details of any disability;

•
•
•
•
•

Gender
E-mail address
Next of kin
Ethnicity
Housing Benefits reference number.

We receive the following information from third parties:
•

Benefits information, including awards of
Housing Benefit/Universal credit

•

Payments made by you via bank transfer,
Allpay or any other methods

•

Complaints or other communications,
regarding behaviour or other alleged
breaches of the terms of your contract
with us, including information obtained
from Police Scotland

The information provided to us will be treated as confidential and will be processed only by
our employees within the UK. We may disclose information to other third parties who act for
us for the purposes of:
•

If we enter into a joint venture with or
merged with another business entity,
your information may be disclosed to our
new business partners or owners;

•

If we instruct repair or maintenance
works, your information may be
disclosed to our contractors;

•

If we are investigating a complaint,
information may be disclosed to Police
Scotland, Local Authority departments,
Scottish Fire & Rescue Service and others
involved in any complaint, whether
investigating the complaint or otherwise

•

•
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If we are updating tenancy details, your
information may be disclosed to third
parties (such as utility companies and
Local Authority)
Your information may be shared with our
solicitors and auditors

•

If we are investigating payments made
or otherwise, your information may be
disclosed to payment processors, Local
Authority and the Department of Work &
Pensions

•

If we are conducting a survey of
our products and/ or service, your
information may be disclosed to third
parties assisting in the compilation and
analysis of the survey results

•

Your data may be shared with the
Department of Work and Pensions,
local Authorities or any other relevant
department to facilitate the payment of
any benefits

•

As requested by the local authority with
regards to the processing of council tax
or electoral registrar

•

If requested by an emergency service.
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Unless required to do so by law, we will not
otherwise share, sell or distribute any of the
information provided to us without consent.
Security We take steps to make sure that
personal information is kept secure and safe.
All data is held in accordance with Wellhouse
Housing Association’s Privacy Policy, a copy of
this is available on request. Our systems are
password protected and all electronic data

is stored securely. All paper files are kept in
locked cabinets.
How long will we hold data? We review our
data retention periods regularly and will only
hold personal data for as long as is necessary
for the relevant activity, required by law, or as
set out in any relevant contract we have with
you.

Customer’s Rights Customers have the right at any time to:
•

ask for a copy of the information held
by us in our records

•

require us to correct any inaccuracies in
information held

•

make a request to us to delete any
personal data which we hold

•

object to receiving any marketing
communications from us. If you would
like to exercise any of your rights please
contact Gordon Kerr, on 0141 781 1884
or email DPO@wellhouseha.org.uk

You have the right to complain to the Information Commissioner’s Office in relation to use
of your information. The Information Commissioner’s contact details are noted below:
The Information Commissioner’s Office – Scotland 45 Melville Street, Edinburgh, EH3 7HL
Telephone: 0131 244 9001 Email: Scotland@ico.org.uk
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Complaints
Wellhouse HA is committed to providing high-quality customer services.

We Value Complaints and use information from
them to help us improve our services
If something goes wrong or you are
dissatisfied with our services, please tell
us. This section describes our complaints

procedure and how to make a complaint. It
also tells you about our service standards
and what you can expect from us.

What is a complaint?
We regard a complaint as any expression of dissatisfaction about our action or lack of
action, or about the standard of service provided by us or on our behalf.

What Can I Complain About?
You can complain about things like:
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•

delays in responding to your enquiries and
requests

•

failure to provide a service

•

our standard of service

•

dissatisfaction with our policy

•

treatment by or attitude of a member of
staff

•

our failure to follow proper procedure.

Your complaint may involve more than one of
our services or be about someone working on
our behalf.
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What Can’t I complain about?
There are some things we can’t deal with
through our complaint’s procedure.

•

issues that are in court or have already
been heard by a court or a tribunal

These include:

•

an attempt to reopen a previously
concluded complaint or to have a
complaint reconsidered where we have
already given our final decision following
a stage 2 investigation. If you are still not
satisfied, you can ask the Scottish Public
Services Ombudsman for an independent
review of the complaint.

•

If other procedures or rights of appeal can
help you resolve your concerns, we will give
information and advice to help you.

•

a routine first-time request for a service, for
example reporting a problem that need to
be repaired or initial action on anti-social
behaviour

•

requests for compensation

•

our policies and procedures that have a
separate right of appeal, for example, if
you are dissatisfied with the level of priority
you have been given when applying for a
house, you may have the right to appeal
against the decision

Who can Complain?
Anyone can make a complaint to us, including the representative of someone who is
dissatisfied with our service.

How do I Complain?
You can complain in person at our office,
by phone, in writing, email or by using our
complaints form.
It is easier for us to resolve complaints if you
make them quickly and directly to the service
concerned. So please talk to a member of our
staff at the service you are complaining about.
Then they can try to resolve any problems on
the spot.
When complaining, tell us:
•

your full name and address

•

as much as you can about the complaint

•

what has gone wrong

•

how you want us to resolve the matter

How Long Do I Have to
Make a Complaint?
Normally, you must make your
complaint within six months of:
•

the event you want to complain
about, or

•

finding out that you have a reason
to complain, but no longer than 12
months after the event itself.

In exceptional circumstances, we may be
able to accept a complaint after the time
limit.
If you feel that the time limit should not
apply to your complaint, please tell us
why.
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What Happens when I
have Complained?
We will always tell you who is dealing with your
complaint. Our complaints procedure has two
stages:

Frontline Resolution
We aim to resolve complaints quickly and close
to where we provided the service. This could
mean an on-the-spot apology and explanation
if something has clearly gone wrong, and
immediate action to resolve the problem.

Stage One Complaint
If your complaint cannot be resolved at
the frontline you can submit a stage 1
complaint. This be investigated and we
will give you our decision at stage 1 in five
working days or less, unless there are
exceptional circumstances.

If we can’t resolve your complaint at this
stage, we will explain why. If you are still
dissatisfied you can ask for your complaint
to be investigated further through stage 2.
You may choose to do this immediately or
sometime after you get our initial response.
We can help you with making this request.

Stage 2: Investigation
Stage 2 deals with two types of complaint: those that have not been resolved at stage 1 and
those that are complex and require detailed investigation.
When using stage 2 we will:
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•

acknowledge receipt of your complaint
within three working days

•

where appropriate, discuss your
complaint with you to understand
why you remain dissatisfied and what
outcome you are looking for

•

give you a full response to the complaint
as soon as possible and within 20
working days

If our investigation will take longer than 20
working days, we will tell you. We will agree
revised time limits with you and keep you
updated on progress.
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What if I’m still Dissatisfied?
After we have fully investigated, if you are still
dissatisfied with our decision or the way we
dealt with your complaint, you can ask the
Scottish Public Services Ombudsman (SPSO) to
look at it.
The SPSO cannot normally look at:
•

a complaint that has not completed our
complaints procedure

•

events that happened, or that you became
aware of, more than a year ago

•

(so please make sure it has done so
before contacting the SPSO)

•

a matter that has been or is being
considered in court

You can contact the SPSO:
In person:
SPSO
99 McDonald Rd
Edinburgh
EH7 4NS

By post:
Freepost SPSO
(this is all you need
to write on the envelope)

Freephone 0800 377 7330
www.spso.org.uk/contact-us

Compliments
Very often our service users thank and compliment us on our
service delivery. Aside from the staff appreciating the positive
feedback, compliments allow us to enhance our service delivery
and to continue to make improvements
You can tell any member of staff if you have been happy with
help or service you received and this will be recorded.
You can also email into the Association using the info@
wellhouseha.org.uk email address.
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Useful Numbers
Glasgow City Council Services
Housing Benefit Office

0141 287 5050

https://www.glasgow.gov.uk

Cleansing Dept/Bulk Uplift

0141 287 9700

https://www.glasgow.gov.uk

Glasgow Homeless Team

0141 276 6153

Out of Hours - 0808 838 502

Social Care Direct

0141 287 0555

Out of Hours - 0300 343 1505

Scottish Welfare Fund

0141 276 1177

https://lwa.financialassessments.co.uk

Litter, Dog fouling, fly-tipping,
graffiti

0300 343 7027

https://www.glasgow.gov.uk

Roads and Lighting Faults

0800 37 36 35

https://www.glasgow.gov.uk

Safety/Anti-Social Behaviour
Noise Squad

0141 287 6688

Crimestoppers

0800 555 111

Police Scotland
Report a Gas Leak

101

Non-emergency

999

Emergency

0800 111 999

Energy
SSE

0345 070 7373

Scottish Power

0800 027 0072

www.scottishpower.com

British Gas

0333 202 9802

www.britishgas.co.uk

N Power

0800 073 3000

www.npower.com

Scottish Hydro

0843 770 9930

www.sse.co.uk

Home Energy Scotland

0808 808 2282

www.greenerscotland.org.uk

Citrus Energy

0800 221 8089

www. citrusenergy.co.uk

Advice Agencies
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Easterhouse Citizens Advice Bureau 0141 771 2328

www.cas.org.uk

Shelter Scotland

0808 800 4444

www.scotland.shelter.org.uk

GAIN

0808 801 1011

www.gain4u.org.uk

GEMAP

0141 773 5850

www.gemap.co.uk

Epic 360

0141 630 4325

www.epic360.co.uk
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Other issues that can affect tenants...
Refuse Collection
Please be aware that Wellhouse Housing Association has no
responsibility for the refuse collection in the area. This is a
service that Glasgow City Council provides. If you notice that
your bins have not been emptied you can report a missed bin
collection online at www.glasgow.gov.uk or call 0141 287
9700.

I suspect one of
my neighbours is
carrying out illegal
activities………..

Illegal Behaviour
We sometimes receive reports from tenants wishing
to complain about neighbours committing a criminal
offence. Our staff can record such complaints and
provide advice but ultimately criminal behaviour should
be reported to the police or if you suspect drug dealing
you can report this anonymously to Crimestoppers on
0800 555 111.

Pest Control
If you think you have seen vermin you can contact Glasgow City
Council Pest Control either online at www.Glasgow.gov.uk or by
calling 0141 287 1059.
Please be aware that in Wellhouse we
have a population of water voles which
are often mistaken for rats however
they are protected species.

Scottish Water Vole

My bins have not
been emptied? Who
do I complain to?

I think I saw a
rat? Who do I
call?

If you want to learn more about Water voles
you can go to www.nature.scot/plantsanimals-and-fungi/mammals/landmammals/water-voles

Wild Rat
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Elected Members
If you have a dissatisfaction with services provided by Glasgow City Council and you
feel you need assistance in resolving them you can contact the elected Councillors
(details below)
Please note that Cllr Ballantyne hosts a surgery in the hub on the first Monday of
each month.
Councillors can assist you if you have an issue
with the delivery of services in your area such
as:
•

public transport and road maintenance;

•

planning decisions and licensing;

•

running of schools, libraries, museums and
galleries;

•

social work services;

•

refuse collection;

•

housing benefit and council tax reductions.

If you have been in touch with the council
and feel that your issue hasn’t been properly
resolved, you can contact your local councillor
for assistance.
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Baillie Elaine Ballantyne 			
0141 287 3592
elaine.ballantyne@glasgow.gov.uk
						
Cllr Phillip Charles
0141 287 4963 / 07387253092
phillip.charles@glasgow.gov.uk
Cllr James Coleman
0141 287 4012 / 07899875328
James.coleman@glasgow.gov.uk

TRUST • HONESTY • INTEGRITY • EXCELLE

Contact us

The Hub
49 Wellhouse Crescent,
Glasgow
G33 4LA
Opening Hours:
Monday – Thursday - 9am to 5pm
Friday - 9am to 4:30pm
Tel: 0141 781 1884 (office hours)
Emergency: 0800 595 595
Email: info@wellhouseha.org.uk

Our Partners

NCE • ACCOUNTABILITY • SUSTAINABILITY
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Lets Keep
Wellhouse Clean
Are you concerned about litter, fly tipping, graffiti, dog
fouling or any other environmental issues? If so,
Glasgow City Council's newly formed ‘Environmental
Task Force’ wants to hear from you.
Use the 'MyGlasgow' app on your smartphone, call
0300 343 7027 or contact them using social media:
Report using twitter: @theenvtaskforce Report using
Facebook: envtaskforce
Wellhouse staff have met up with ETF staff to discuss
the new service, which looks very impressive. But don't
take our word for it, look at their website
(https://www.glasgow.gov.uk/index.aspx?
articleid=17179) for full information and a video about

the service, or look at the positive comments on
Facebook, and before and after photographs that
people have published.
Keeping the area clean is the responsibility of every
resident, so let’s make the best use of this service from
Glasgow City Council to make Wellhouse the place
to be!

Who put that there!
The barriers to blind and partially sighted people
getting out and about.
Parking on Pavements
Research undertaken by RNIB shows that people with sight loss
most commonly collided with cars parked on pavements more
than any other pavement obstruction

How to contact us
We are open in the hub daily from 9am,
except Wednesdays when we open at 10am
We close at 5pm Monday to
Thursday and at 4.30pm on Fridays

Please be considerate of people with sight problems, mobility issues,
people with buggies, etc and don’t park on the pavement.

Call us on 0141 781 1884.
Email us direct, e.g.Pat@wellhouseha.org.uk
if you know who you want to contact, or
info@wellhouseha.org.uk
Clean up after your
dog: It is unsightly,
unhygienic and
against the law.

LIKE US ON FACEBOOK TO
KEEP UP TO DATE WITH ISSUES
Please help us
make Wellhouse the
Place to Be and put
your litter in a bin.

Please be considerate,
cars on pavements
are dirty, unsightly
and dangerous.

Do not feed
pigeons or gulls
please they
create a mess.

T R U S T • H O N E S T Y • ITRUST
N T E G•RHONESTY
I T Y • E •X INTEGRITY
C E L L E N C •E EXCELLENCE
• ACCOUN
T A B I UNTABILITY
L I T Y • S U•SSUSTAIN
T A I N A ABBIL
I L ITY
ITY
• ACCO
49 Wellhouse Crescent, Glasgow G33 4LA
hours) Tel: 0141 781 1884
49 Wellhouse Crescent,(office
Glasgow
G33 4LA
Emergency 0800 595 595 Fax: 0141 781 1885
781 1884
(office hours) Tel: 0141 www.wellhouseha.org.uk
Emergency 0800 595 595 Fax: 0141 781 1885
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