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Our Performance is New Gorbals Housing 
Association’s Annual Report to Tenants. 

It reports on the outcomes and standards set out in 
the Scottish Social Housing Charter and compares 
our performance to the Scottish Average for the year 
beginning April 2015 and ending March 2016. 
We have also compared our performance with two local 
Housing Associations, Govanhill and Southside, as well as 
Glasgow Housing Association (GHA). GHA used to be 
the landlord of many of our tenants. 
You can compare us to other Housing Associations or 
Local Authority landlords by visiting the Scottish Housing 
Regulator’s website www.scottishhousingregulator.gov.uk. 
We are also happy to send you this information in the post 
if you ask us for it. 
‘Our Performance’ also reflects on the Association’s 
work over the year. 

Introduction
We want you to have the information that is important to you. 

We worked with our Tenants Panel on 
this year’s ‘Our Performance’ report. The 
Tenants Panel decided the design of the 
front cover, how the graphs look, improved 
the questionnaire, and helped us decide what 
content needed to be prioritised.   
Last year we also asked you to fill in a 
questionnaire to help us understand how we 
could improve our annual ‘Our Performance’ 
report. From the questionnaire we learned that:
›  You thought that the information in the 

report was clear and that you could easily see 
how we compared to other local landlords

›  You wanted more information on 
Neighbourhood and Estate Services and 
the Repairs Service

›  You wanted more information on how you 
can become involved in the Association’s 
work and you felt that we could be better at 
keeping you informed

›  You wanted us to consult with you on 
the ‘Our Performance’ report by holding 
consultation events and focus groups

This year we have included more information 
on Estate Services and the Repairs Service 
and we have added in a new section on 
Getting Involved  on the next page. 
Over the last two years we have been working 
on how we can be better at keeping you 
informed with more information bulletins 
being delivered to you, more information on 
our website and a new twitter account. 
We are also planning an ‘Our Performance’ 
event. This will be an opportunity for you to 
get together with your neighbours over some 
hot food and tell us how you think we can 
make the ‘Our Performance’ report better. 
We really hope that you will be able to join us 
on 3rd November at Gorbals Parish Church, 
1 Errol Gardens from 5.30pm to 8.00pm. 
We have included another questionnaire in 
the central pages of the report if you would 
prefer to give us your feedback this way. 
Again, two lucky tenants who return the 
questionnaire will be randomly selected to 
win a £50 prize. 

View of Silverfir Court across Oatlands allotments

2 Annual Report to Tenants 2015|2016 3Welcome



Our Performance
Our tenants took the opportunity to tell us what they thought. 

The information we report to you in ‘Our Performance’ is a mixture of results received from 
Tenant Satisfaction Surveys and performance statistics that we gather throughout the year. 
During the winter of 2015 an impartial company, Research Resource, carried out a Tenant 
Satisfaction Survey (TSS) on behalf of the Association. Research Resource spoke to over 400 
tenants on the telephone to find out how they felt about the services we provide, their homes 
and their neighbourhoods. 
This survey was a ‘health check’ to allow us to understand how things had changed since the full 
Tenant Satisfaction Survey we carried out in 2013. Feedback was very positive and we were pleased 
to see that satisfaction with the overall service we provide had increased from 84% to 92%. 
The findings are included here with the performance statistics we reported to the Scottish 
Housing Regulator.

Size of Home New Gorbals 
HA

Glasgow  
HA

Govanhill  
HA

Southside  
HA

Scottish  
Average

1 apt £53.18 £59.91 £65.23 £63.36 £65.94

2 apt £66.55 £71.07 £76.24 £77.57 £70.39

3 apt £76.15 £76.21 £80.27 £86.23 £71.55

4 apt £86.82 £89.06 £93.38 £94.16 £77.60

5 apt £98.77 £97.42 £112.84 £99.64 £85.98

Our Homes
Average Weekly Rents

Size of Home New Gorbals 
HA

Glasgow  
HA

Govanhill  
HA

Southside  
HA

1 apt 19 2,695 40 96

2 apt 858 7,118 1,119 1,011

3 apt 1,267 20,257 975 565

4 apt 292 8,198 273 492

5 apt 59 1,277 44 36

Total 2,495 39,545 2,451 2,200

Breakdown of Property Types 

Getting Involved
Last year you told us that you want more information on ways to get 
involved in the work we do and the decisions we make. 

There are already a number of ways for you to take part. The following groups and activities are currently available 
for you to become involved in. 

Name of Group/Activity What Happens How You Can Be Involved

Management Committee The Association is run by the Management 
Committee, which is made up of elected 
local volunteers

Once you are a member of the Association, you 
can stand for election to the committee at the 
Annual General Meeting

Become a Member  
of the Association

Members elect the Management 
Committee at the Annual General Meeting

Fill in our application form provided in the centre 
pages of this report. Anyone living in the Gorbals area 
can join, and it costs just £1 for a lifetime membership

Tenant Panel This group is consulted with on a wide range 
of topics, including the ‘Our Performance’ 
report, Association policies, the rent 
increase and much more

Any tenant can attend the Tenant Panel. Contact 
Area Housing Manager Julie Macdonald to find out 
more. Email juliemacdonald@newgorbalsha.org.uk,  
or call 0141 429 3900

Laurieston Estate  
Action Group

This local group meets to discuss 
neighbourhood issues in Laurieston

Contact Maintenance Officer Margaret Cullen to find 
out more. Email margaretcullen@newgorbalsha.org.uk 
or call 0141 429 3900

Hutchesontown Area  
Association

This local group meets to discuss 
neighbourhood issues in Hutchesontown

Contact Area Housing Manager Winnie Bauld to 
find out more. Email winnie@newgorbalsha.org.uk, 
or call 0141 429 3900

Local Groups Local groups are your opportunity to come 
together with others in your neighbourhood 
to tackle local issues together

If you are interested in setting up a local group, 
contact your Housing Officer

Feedback Questionnaires The Association gives out feedback 
questionnaires to find out what you think 
on important matters

Simply fill in and return any questionnaires 
received through the post. Questionnaires will also 
be available on our website

Consultation Register We keep a register of local people who are 
interested in helping us make decisions on 
various topics. This makes it easy for us to 
tell you about what is happening

Contact Communications Officer Natalie Terry  
by emailing natalie@newgorbalsha.org.uk, or call 
0141 429 3900

We are also looking to explore new ways to come together with tenants to improve our services.  
Please get in touch if you are interested in any of the following: 

Tenant Scrutiny Panel
An opportunity to take a closer look at what we do, and help us to 
improve our services. 

Tenant Information Working Group 
A group for those interested in the information we make available 
to tenants, such as content and layout of newsletters, annual 
reports, leaflets and other publications.

Youth Forum
An opportunity for young people to get more involved in the  
work that we do. 

Estate Walkabouts
A chance to come together with others in your neighbourhood 
and your Housing Officer to identify any localised estate issues.

Tenant Events
Events for tenants and staff to come together to discuss a wide 
variety of topics.

If you would like to take part in any of these 
opportunities, or if you have any other ideas about how 
you would like to be involved, please let us know. 
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Housing and Maintenance Quality
The percentage of homes meeting the Scottish Housing Quality Standard (SHQS) at the end of 
the reporting year
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Neighbourhood & Community
Cases of Anti-social behaviour, per 100 homes, reported in the last year
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Value for Money
Percentage average weekly rent increase applied
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Your Views
Percentage of tenants satisfied with the overall service
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Tracking Our Performance
In addition to how we compare against other Housing Associations 
in our local area, the Tenants Panel felt that it was important to show 
how our performance has changed over the last few years. 

The graphs below show comparisons between our figures for 2015/2016 against the previous 
two years. Satisfaction performance is compared with figures from 2013/2014 as there was 
no Tenant Satisfaction Survey carried out during 2014/2015.

Our Homes

Housing & Maintenance Quality
The percentage of homes meeting the Scottish Housing Quality Standard (SHQS) at the end of 
the reporting year
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Size of Home New Gorbals HA 
2015|2016

New Gorbals HA 
2014|2015

New Gorbals HA 
2013|2014

1 apt 19 19 19

2 apt 858 994 942

3 apt 1,267 1,407 1,311

4 apt 292 293 257

5 apt 59 59 38

Total 2,495 2,772 2,567

Breakdown of Property Types

Percentage average weekly rent increase applied
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Our number of properties for 2015/2016 has decreased from the previous year. This is due 
to the demolition of Norfolk Court. 
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Neighbourhood & Community
Cases of Anti-social behaviour, per 100 homes, reported in the last year
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Chairperson's Report
This year, to 31st March 2016, 
was another year of hard graft and 
reaching big landmarks for the 
Association and the Gorbals. 

The blowdown of Norfolk Court, some 23 
years after the demolition of the Queen 
Elizabeth Square flats, marked the final high 
rise demolition in the Gorbals. The handover 
of the new build development at Ballater 
Place completed the development at Queen 
Elizabeth Square 14 years after the first new 
build at Cumberland Street and Jane Place 
were handed over. After four years of effort 

we secured the last £5M of funding required 
to complete our Gorbals Fuel Efficiency 
project and install a district heating system. 
This will deliver gas central heating into the 
four high rise blocks at Riverside.

Although there have been delays in our 
development programme, we have made 
further strides in our building programme 
with the progression of Mid Market Rent 
schemes in Laurieston and Hutchesontown. 
Our subsidiary, New Gorbals Property 
Management, is now letting 63 Mid Market 
Rent units which widen the availability of 
affordable housing in the Gorbals. In addition 
to this we have been planning other projects 
to maintain the momentum of regeneration in 
the Gorbals.

Milestone projects are worth nothing if they 
are not well managed and maintained and I am 
delighted to confirm the continuing excellent 
performance of our maintenance and housing 
management sections. Our maintenance 
function scored over 98% for response times, 
right first time repairs and overall satisfaction 
with the service. Our housing management 
section also performed extremely well, 
topped off by our staff securing over £1.1M 
in benefit payments for tenants and a 
sustained and meaningful tenant engagement 
programme covering issues from rent levels to 
the local environment. 

Raymond Shannon 
Chairperson of New 
Gorbals Housing 
Association

Michael Houghton
Our Head of Maintenance, colleague and 
friend Michael Houghton sadly passed away on 
Boxing Day 2015. He was much loved and is 
sadly missed by all of our staff and members of 
our Management Committee, many of whom 
knew Michael from when he started with the 
Association in 1999. 

Michael was the very 
first member of our 
maintenance team 
and his dedication 
to ensuring that we 
did our best for our 
tenants, and other 
customers, meant that 
he built and managed 
a maintenance service 
with the high standards 
we are proud of today. 

The standards and best practice put in place 
by Michael will be his legacy at New Gorbals 
Housing Association, and we will seek to maintain 
and build on these going forward. 
Michael was a trusted, loyal and highly valued 
member of the team who could be relied on 
to help and support his colleagues. Michael 
was a big football fan, and in April 2016 many 
of the organisations we work with joined us to 
hold a football tournament in his memory. The 
tournament, and funds raised by a team of 
NGHA staff who completed the Edinburgh Half 
Marathon, raised over £6,000 for the Brain 
Tumour Charity. 
The Michael Houghton Memorial Cup will 
become an annual event raising funds for the 
Brain Tumour Charity. Michael is survived by his 
wife Myra, step sons Chris and Justin, his parents 
Muriel and Davie, and his sister Linda and family. 
Our thoughts remain with them.

Last, but certainly not least, we have been working 
hard to make the Gorbals Thriving Place Initiative a real 
success and good progress has been made on community 
engagement, communications and the promotion of 
better collaboration between service providers in the 
Gorbals in line with local needs. We have been delighted 
to assist with such projects as Spirit of Gorbals which is 
all about local people funding the projects they believe 
should be a priority and it has been a privilege to try and 
help our partners work together better for the good of the 
Gorbals. All of this work will start to be reported to the 
community in other publications, and in much more detail, 
in the coming year.
As always, I would like to conclude my report by thanking 
all of our staff and my fellow committee members for 
their work throughout the year. Yet again my fellow 
committee members have shown great dedication and 
given up a huge amount of their time, on a completely 
voluntary basis, to direct and oversee the Housing 
Association on behalf of the Gorbals community. 

Many thanks for showing an interest in this Annual 
Report and the Association’s work.  Please contact our 
office directly if you have any queries, we would be happy 
to give you more information about the Association and 
the work that we do.  
Thank you,
Raymond Shannon  
Chairperson of New Gorbals Housing Association 

14 Annual Report to Tenants 2015|2016 15Chairperson's Report



How do you think 
we are doing?
We want to know how you think we 
are doing – your feedback helps us 
to set out priorities and introduce 
service improvements that are 
important to you and your family.

‘Stock’ sculpture. 
part of the Cultivated 
Wilderness artwork 
by Matt Baker

Asking Your Opinion
During 2015/2016 our activities involved high levels of 
engagement with our customers and the local community.

Rent Consultation 
It is our aim to connect with as many 
tenants as possible when it comes 
to our annual rent consultation. 
This year a more proactive approach to 
the rent consultation was reflected in 
greatly improved engagement figures.  The 
percentage of tenants who got involved 
in the consultation process increased to 
13% (336 tenants) from last year’s 1.9%
We posted a ‘Your Rent’ newsletter to 
all tenants last October. This newsletter 
had information on the proposed 
rent increase and a consultation 
questionnaire. Following our Tenant 
Panel’s recommendation, an opportunity 

to win £50 was offered as an incentive 
to fill in and return the questionnaire. 
When carrying out the Rent Awareness 
Campaign, our Housing Officers spoke to 
tenants about their views on the proposed 
rent increase. Because of this, many 
more tenants gave us feedback on the 
proposal. Tenant satisfaction with how 
we consult on and give information about 
the annual rent increase rose to 93%. 
After the Management Committee had 
considered the feedback another newsletter 
was sent out to tenants in February 
explaining how they came to their final 
decision on the level of increase applied.  

Fill in the ‘Our Performance’ questionnaire for a quick 
way to let us know your thoughts about the report. 

All returns will be entered into a  
PRIZE DRAW FOR £50  
with two lucky tenants picked at random. 

You can also have your say at the ‘Our Performance’ event on Thursday 
3rd November. We will be giving you the opportunity to tell us what you 
think over some hot food, followed by local entertainment. 
Join us at Gorbals Parish Church, 1 Errol Gardens from 5.30pm to 8pm. 

16 Annual Report to Tenants 2015|2016 17Consultation



Our Performance Questionnaire

Name:
Address:

Postcode:
Telephone:
Mobile:
Email:

1. Is the information in “Our Performance” clear?

YES   NO  

If no, please tell us why.

2.  Does it allow you to understand how we compare to other Landlords  
and the Scottish Average?

YES   NO  

If no, please tell us why.

3. “Our Performance” provides information on:
› Access to Housing › Rent
› Repairs and Maintenance › Value for Money
› Neighbourhood and Community › Your Area
› Quality of Housing › Opportunities for Involvement

Would additional information be helpful?

YES   NO  

If yes, please tell us what information you would like to see in “Our Performance”.

4.  Would you like to be consulted on the content and layout of future  
Tenant Performance Reports?

YES   NO  

If yes, we may contact you to invite you to take part in future consultation on this report.

5. Do you have any other comments?

Membership Application Form.
Please read the information below on what it means to become a member. If you would like 
to apply, simply fill in your details and return this form to our office at 187 Crown Street. 

What is New Gorbals Housing Association? 

New Gorbals Housing Association is a Community Controlled Housing Association that was established  
in 1989 by a group of local residents. The Association is controlled by a Management Committee of local  
people who volunteer their time.  

The Management Committee
›  Our Management Committee is made up entirely  

of people living in the Gorbals
›  All members of the Management Committee  

are volunteers
›  The Management Committee sets the Association’s 

overall policy and is ultimately responsible for the work 
that we do 

›  The Management Committee is elected each year by 
New Gorbals Housing Association members at the 
Annual General Meeting 

Why become a member? 
›  It is important that local people are involved in 

the Association’s work to make sure that we stay 
responsible and accountable to the Gorbals residents 

›  Your involvement will help the Association to 
regenerate the Gorbals in a way that meets the 
aspirations and needs of local residents

›  You will be able to vote at the Annual General 
Meeting and stand for election onto the Management 
Committee if you want to

Becoming a member
›  You can become a member of the Association if 

you are 16 years of age or over and you live in our 
area of operation, (this includes Hutchesontown, 
Oatlands and Laurieston)

›  It costs £1.00 to become a member for life 

What happens next? 
›  If you choose to become a member all you have to 

do is pop into the office with your completed form 
and your £1.00 member fee 

›  When you come into the office we will ask you 
if you are happy to fill in a form with a bit more 
information about yourself 

›  Your application will then be taken to the next 
Management Committee meeting to be approved

›  Once approved you will be sent a Share Certificate
›  If you want to talk to someone about becoming a 

member, or you aren’t able to come to the office 
and you would like someone to visit you, please call 
Jennifer on 0141 429 3900

Membership Application
I hereby apply for life membership of New Gorbals Housing Association Ltd. 

Name:

Full Address:

Signature: Date:

18 Annual Report to Tenants 2015|2016 Annual Report to Tenants 2015|201619 20Our Performance Questionnaire



Be involved.
If you would like to be involved in the work 
that we do, you can join the Consultation 
Register. A member of staff will be in touch 
to discuss how you would like to take part 
and what areas you are interested in.

6. Would you like to be added to the Consultation Register?

YES   NO  

Thank you for taking the time to 
let us know what you think. 

There are many ways to share your views:
Drop into the office at:  
187 Crown Street
Give us a call on:  
0141 429 3900

Email us at:  
admin@newgorbalsha.org.uk
Write  to us at:  
187 Crown Street, Gorbals, 
Glasgow, G5 9XT

40   local residents attended 
the inspiration day and  
shared their views

Girl with Rucksack on Cumberland Street by Kenny Hunter

Laurieston Park
As part of the regeneration of the Laurieston 
area Urban Union will create a community 
park at Bedford Street. We worked with 
Urban Union, The Barn and Wave Particle to 
put on a number of events to encourage local 
people to become involved in designing the 
new park. Events included an inspiration day, 
design workshops and mobile engagement. 

Over 40 local residents attended the 
inspiration day and shared their views on how 
the new park should look and what activities 
should be made possible. The landscape 
architect for the project has taken the ideas 
on board in the plans for the park and we 
now hope these plans are passed by Glasgow 
City Council in summer 2016. 

Eglinton Court
Our Development Team surveyed residents 
at Eglinton Court to find out what impact 
the 02 Academy was having on the area.  
Feedback from this survey was used 
to change plans for the environmental 
improvements due in the area.  We will be 
consulting with residents again to try and 
resolve some of the other issues raised, 
particularly fly parking.  We will work with the 
O2 Academy, the Council and the Police to 
try to reduce the impact further.

Becoming a 
Member of New 
Gorbals Housing 
Association Ltd.
If you want to become a member of 
New Gorbals Housing Association 
please fill in your details over the page, 
tear off, and return the form with your 
£1 membership fee to New Gorbals 
Housing Association, 187 Crown Street.

If you would like help to fill in your form please let us know when you 
come into the office
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The Gorbals: What’s Going On?

We have been working with local organisations to make it easier to find out  
What’s Happening in the Gorbals. 
›  Another fun filled and fast paced Pecha 

Kucha event was organised by the Gorbals 
Voluntary Sector Network. This event took 
place in October 2015 and showcased 25 
groups and services promoting the Gorbals’ 
wide range of activities and services. It was 
a great opportunity for local residents to 
find out what is going on from the people 
on the ground.

›  The popular Gorbals Timetable developed 
by Bridging the Gap continues to be 
updated regularly. The timetable was also 
delivered to each household with the 
community directory. 

›  During 2015/2016 the rich local information 
gathered through the resource mapping 
exercise was transformed into a handy 
colourful community directory full of 
information about what is happening in the 
area. The ‘Gorbals: What’s Going On?’ 
publication was delivered to all residents in 
July 2016. If you didn’t receive your copy, 
please call Natalie Terry on 0141 429 3900 
to have one sent out to you.

›  We have launched our twitter account  
this year making sure that everything that  
is #goodaboutgorbals is shared as widely  
as possible.

Thriving Place
We have committed to working 
with the community to be creative 
and innovative in supporting the 
Gorbals’ Thriving Place initiative. 

With local residents and partners, we 
have been busy laying the foundations 
for a place and asset based approach 
to Thriving Place, similar to traditional 
community development.
In 2015/2016 we appointed a Community 
Coordinator to help develop a local 
Community Engagement Strategy 
and deliver a programme of sustained 
community development. In September 
2015 Glasgow Centre for Population Health 
appointed a GoWell/Gorbals Thriving 
Place Research Specialist to work with the 
Association and the community for a year to 
build a framework that will help us measure 
the impact of the Thriving Place approach. 
Both the Community Coordinator and 
Researcher have been spending time getting 
to know local residents and finding out their 
ideas and priorities for the area. As well 
as visiting local groups and clubs, ‘pop up’ 
events were held throughout the area to 
make sure that those who were not involved 
with existing groups and activities could 
share their thoughts and help shape the 
Community Engagement Strategy. 
The Community Coordinator has also been 
busy making links with local colleagues 
from the public and voluntary sector. The 
‘Thriving Breakfast’ was launched in April 
2016 to make sure that people working in 
the community have an opportunity to work 
together and share skills. We are looking 
forward to seeing the exciting partnership 
work that will come from this in 2016/17.

Children playing at  
7 Arches artwork

7 Arches artwork by local artist Liz Peden, Gorbals Art Project
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Development Activity
Our key achievements during the year were:

›  Completing the construction of 39 homes for mid-market rent in Laurieston
›  Completing the Queen Elizabeth Square development with the construction of 

24 homes for mid-market rent on Ballater Place
›  Installing new gas central heating systems to the three blocks at Silverfir Court  

We have also been preparing for work to begin 
on several upcoming projects: 

›  55 new properties are planned for the former Gorbals Parish Church  
site in Laurieston

›  Environmental improvements are planned around Eglinton Court,  
Wellcroft Place, Cavendish Place, Surrey Street and Pollokshaws Road

›  A new gas fired district heating system will be installed in the Riverside  
multi-storey blocks. This will include 11, 39 and 83 Waddell Court, and  
12 Commercial Court

›   New properties and an office building are planned for the former Sandiefield  
site on Crown Street

›  Secure door entry systems will be introduced at Commercial Road, Waddell 
Court and Commercial Court maisonettes

Spirit of the Gorbals
Spirit of the Gorbals celebrated its 1st 
birthday this year with a community event 
that showcased some of the wonderful 
projects the panel funded throughout the 
year.  Around 200 people attended the 
event and interest in Sparks Grants has 
increased as a result.
Spirit of the Gorbals was set up after the area 
was allocated a £250,000 resource budget 
to be spent by local people. The budget 
was allocated by Spirit 2012 through their 
‘fourteen’ project to celebrate the legacy of 
the Commonwealth Games. 
The Spirit Panel has been able to invest in 
a range of projects this year.  Amongst the 
many projects that have been supported 
are the Southside Stars youth football 
club, (started by local dads as a result of 
Spirit funding,) and new community choirs, 
(started by local group ‘Givin it Laldie’,) for 
adults with additional support needs, local 
young people and Gorbals residents who 
want to sing together. 

The Young Deciders
The Young Deciders is Spirit of the Gorbals’ 
Youth Panel. The Young Deciders spent the 
year getting ready to launch and manage 
their grant streams in April 2016. 
The group of 11 to 19 year olds have created 
a distinctive brand and have begun to 
promote funding opportunities to other 
young people in the area.

Gorbals Boys 
Cumberland Street, 
artwork by Liz Peden, 
Gorbals Art Project

Benny Lynch mural is part of the 7 Arches 
 artwork by Liz Peden, Gorbals Art Project
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Learning from Complaints
Our Complaints Handling Procedure makes it easier for 
people to tell us when they are not happy with our service, 
and helps us make things right if they have gone wrong. 

We manage the complaints we receive in line with the Scottish Public 
Service Ombudsman (SPSO) Model Complaints Handling Procedure. 
The table shows how many complaints we received in 2015/2016 at each stage 
of the Complaints Handling Procedure, how many complaints were upheld by 
the Association, and how well we performed against SPSO timescales.

Access to Housing
Re-let activity was low in 2015/2016 compared with previous years. 

This year 155 properties became 
available to let. This was a fall from  
last year, when 183 properties became 
available. This shows that we have a 
stable tenant population, with most 
people happy to stay in their homes in 
the Gorbals. 
Of the 155 properties that became 
available for let, 53 of them were within 
our multi-storey developments. 
The table below provides a breakdown of 
the 155 lets made during 2015/2016 by 
apartment size and housing list category.
Although the number of allocations from 
the Housing List was high, we let fewer 
properties than expected to both the 
Transfer List and Glasgow City Council 
Homeless Referrals. 
Industrial action within the Glasgow 
City Council Casework Service, and 

the availability of appropriate house 
sizes, meant that we let fewer homes to 
this list than planned. 
There are a number of reasons why we 
let fewer homes to the Transfer List. 
In many cases existing tenants were 
looking for specific house types, sizes or 
areas that were not available. However, 
in some cases tenants had no housing 
need and, as a result of this, offers were 
made to the Housing List instead.  
For several years priority has been 
given to our Clearance List over our 
Housing List.  This was to ensure that 
our tenants losing their homes due to 
demolition programmes could remain 
in the Gorbals. Our regeneration and 
rehousing programme was completed 
last year and 2015/2016 was the first 
year since 2005 we did not have a 
Clearance List.

1st Stage 
Minor Complaints

2nd Stage 
Complex Complaints

Number of Complaints No. % No. %

Equalities related 0 4

Other 52 25

Total 52 29

Responded to in full 52 100% 29 100%

Upheld 28 54% 11 44%

Responded to within  
SPSO timescales

49 94% 19 79%

199

2013|2014

 88.4%  48.7%

189

2014|2015

 88.4%  57.9%

81

2015|2016

 90.1%  51.9%

  Completed within SPSO timescales  Complaints Upheld

We have now been using the SPSO Complaints Handling Procedure for 
three years. A comparison over the three years shows in 2015/2016 there 
was a drop in the number of complaints received and that our performance 
against the SPSO timescales improved. 

Stage 1: The first stage is for straightforward complaints where front 
line staff will seek to resolve the complaint within 5 working days. 

Stage 2: If the complaint is more complex or cannot be resolved at the 
first stage, it will be classed as a second stage complaint (investigation 
level) and may take up to 20 working days to resolve.

Allocations: 2015/2016

Housing List Category Property Size Totals

1apt 2apt 3apt 4apt 5apt

Housing List Applicants 2 43 50 6 0 101

Transfer List Applicants 0 5 13 2 0 20

GCC Homeless 
Referrals 0 12 18 0 0 30

Special Lets 0 1 2 1 0 4

Total 2 61 83 9 0 155
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Housing List  
The demand for our housing continues to be high with another 955 people applying to be 
rehoused in the Gorbals this year. 

On the 31st March 2016 we had 1886 people on 
our Housing List and Transfer List. 
During 2015 a review of our Housing List was carried out 
to make sure that people who were no longer interested 
in being rehoused by us were taken off our list. 
Housing Options interviews are being offered 
to all new applicants so that everyone has the

information to help them find suitable 
accommodation for their needs.

The main demand for housing in the area is 
for 2 apartment (1 bedroom) and 3 apartment 
(2 bedrooms) homes. Welfare Reform 
Legislation has meant that more people want 
to move into smaller accommodation.

Rent
Our Rent Management Team’s priority is to maximise our rental 
income whilst helping our tenants to increase their own income. 

In the current financial climate, we 
understand that tenants are facing increasing 
household costs without a rise in income to 
meet them. In this challenging context our 
gross arrears remain relatively low at 5.73%. 
We are taking a proactive approach to rent 
management and the challenges of welfare 
reform. We have a firm but fair approach to 
agreeing repayment arrangements which 
means current and prospective tenants 
are supported to manage and sustain 
their tenancies. After reviewing our Rent 
Management procedures we have adopted 
a more robust approach to pursuing former 
tenants who owe us money. 
All tenants are being reminded that their rent 
is due to be paid one month in advance. We 
ask tenants who are struggling to achieve this 
to make small regular additional payments 
towards their rent accounts.  
We have two Welfare Rights Officers to assist 
and support our tenants to increase their 
income. Over this financial year they have 
secured £1.1M of additional income for our 
tenants. This brings the total income secured 
by them over the last three years to £3.1M. 
Our Housing Management Team undertook 
a rent awareness campaign over winter 
2015/2016. This involved Housing Officers 
carrying out a door knocking campaign to 
make sure that tenants understood their rent 
responsibilities, were aware of how welfare 
reform would affect them, and knew what 
support was available to help them sustain their 
tenancies. Housing Officers knocked 1204 
doors and were able to speak to 397 tenants. 
We aim to complete this project in 2016/2017.

Rent Increase
In order to continue providing the best 
possible homes and services for our 
tenants, we must consider increasing the 
rent for our properties each year.
We calculate our rent increases based 
on the Retail Price Index (RPI) each 
September, plus 1%. At September 
2015 the RPI was 0.8%. Taking into 
consideration that many of our tenants 
are on low incomes, it was felt that a 1.8% 
increase was too high and a rent increase 
of 1.3% was proposed. 
Consultation on the rent increase was 
carried out during the winter of 2015/2016 
and the majority of tenants who took part 
felt that the proposed rent increase of 
1.3% was reasonable. Our Management 
Committee listened to this feedback and, 
after discussion, agreed to apply a 1.3% 
increase for 2016/17.
There is usually an additional increase for 
existing tenants in new build properties 
that were developed before 2007. 
However, it was decided that this additional 
increase would not be applied this year. 
This decision took into consideration 
the need for rents to stay affordable for 
our tenants, while also considering the 
requirements of our business plan.

2apt 805 115
3apt 424 110
4apt 205 59  No. of Applicants (housing list)

 Total: 1567

5apt + 133 15  No. of Applicants (transfer list)
 Total: 299

Our Management Committee 
LISTENED TO FEEDBACK  
and agreed to only apply a  
1.3% INCREASE for 2016/17.
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Value For Money
The following chart shows how we spent each £1 of rented 
income received during the year 2015/2016 and 2014/2015. 

DEBT REPAYMENT

18p | 11p
MANAGEMENT

21p | 24p

FUTURE CAPITAL REPLACEMENTS

9p | 13p
SERVICE COSTS

17p | 20p

INSURANCE

4p | 4p
REPAIRS/RENEWALS

31p | 28p

New Investment in Gorbals 
During 2015/2016 the Association  
invested a further £6,526,389 in  
housing and housing improvements  
within Gorbals. The Association has  
now invested over £135M in the area.

We had estimated a much higher investment during this 
year however grant funding was significantly below the level 
anticipated. This was principally because of delays to the new 
housing developments in Laurieston.

The table below shows a comparison in the level of investment 
made by the Association in the last three years and the planned 
investment for 2016/2017.

£17,901,054

£10,060,030

£7,841,024

£12,100,000

£6,526,389£6,711,925

£5,388,075

£4,137,494

£2,388,895

£13,000,000

£8,600,000

£4,400,000

2013|2014 
(actual)

2014|2015 
(actual)

2015|2016 
(actual)

2016|2017 
(estimated)

 Total

 Private Funding 

 Grant
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Reactive Repairs 
Performance
We understand how important 
a reliable and fast repairs 
service is to our tenants. 

For this reason we set challenging 
targets for reacting to repairs. We 
are pleased to report that, yet again, 
we have exceeded our targets for 
responding to both Routine and Urgent 
Repairs in our social rented stock. 
Our performance in responding to 
Emergency Repairs within timescale 
continues to improve. 

Right First Time 
The Scottish Social Housing 
Charter requires that we aim to 
complete non-emergency repairs 
on a ‘right first time’ basis. This 
means they should be completed;
› within our target timescale
›  without need for further appointments. 
We aim to get all of our repairs ‘right 
first time’ and did so for 7,910 of the 
8,032 repairs we carried out in our 
social rented stock during 2015/2016. 
That means that 98.5% of our repairs 
were ‘right first time’.

Reactive Repairs 
Tenant Satisfaction 
After a repair is carried out we ask tenants how satisfied they are  
with the service provided. This year 2,822 of the 8,032 tenants asked 
completed a questionnaire. 99% of these tenants were satisfied with 
the repairs process.

When reporting a repair, how satisfied are you with how quickly your enquiry is dealt with?

28 1 43711 2,345

Once the repair was recorded how satisfied were you with the information given?

25 1 42411 2,361

How satisfied were you with the conduct of the contractor when they were in your home?

22 0 3726 2,422

Once the repair was completed how satisfied were you with the quality of the work?

21 0 3766 2,419

Thinking of the complete repairs process, from contacting New Gorbals Housing Association 
to completion of the works, how satisfied are you with our repairs service?

22 1 4166 2,377

 Very Dissatisfied  Fairly Dissatisfied  Neither  Fairly Satisfied  Very Satisfied

2,822 Total number of 
questionnaires completed8,032 Total number of  

repairs completed 35% Percentage  
return rate

98.5% of our repairs were 
‘right first time’ 
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Cyclical Maintenance
Kitchen Replacement Programme 
In 2015/2016 we replaced 144 kitchens and 28 boilers. 
90 of the kitchens replaced were in Crown Street and 
were part of our planned maintenance programme. 
Tenants at Commercial Road and Ballater Place had 
been telling our staff that their kitchens were in a 
poor condition. After surveying the kitchens in these 
properties it was agreed that they were indeed in 
need of replacement. 54 kitchens were added to the 
replacement programme. 
Feedback from tenants about their new kitchens has 
been overwhelmingly positive.

Gas Servicing
In 2015/2016 all 1,818 boilers on our annual Gas Servicing 
Programme were serviced by qualified gas engineers. This 
is a major annual undertaking that requires the cooperation 
of our tenants to help keep their homes safe and warm. 

Gutter Cleaning 
During the year we carried out gutter cleaning at  
110 tenanted buildings and 119 factored buildings. 

Painter Work 
Painter work was carried out to 72 tenanted closes  
and 59 factored closes.

Medical Adaptions
In 2015/2016 we received 109 social 
work referrals for medical adaptations. 

We were able to access almost £254,000 
in grant funding to carry out all 109 
adaptations and support our tenants and 
their families to live fully in their homes. 
Our recent new build development at 
Laurieston included a number of properties 
specifically designed for wheelchair users. 
After tenants moved into these properties 
our staff contacted them to make sure that 
the properties were meeting their needs. 
Staff were informed that, when using a 
wheelchair, it was difficult to open the front 
doors and that there was a similar problem 
opening the close doors. 
After securing a grant we were able to 
automate the doors so that tenants could 
open them with a fob or by pushing a button.
When asked what difference the adaptations 
made we received an overwhelmingly 
positive response. The solution proved to be 
so successful that automated doors were 
installed, where needed, as part of close 
renovation works elsewhere in the area.

We were able to access almost 

£254,000
in grant funding to carry out all 109 adaptations
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Contacts
New Gorbals Housing Association 

0141 429 3900
Emergency Repairs 

0800 783 7937 (Out of Hours) 
Gorbals Police Station

0141 532 5300
Housing Benefit 

0141 287 5050
Scottish Power (Emergency) 

0845 27 27 999 
Electricity Helpline (Power Cuts)

105
National Grid (Gas Emergencies) 

0800 111 999

New Gorbals HA is a charity registered in Scotland SC041164
New Gorbals HA is a registered society under the Co-operative and 
Community Benefit Societies Act 2014 No. 2309 RS
Scottish Housing Regulator Registered No. HAL 211
Property Factor Registered No. PF000338

Natalie Terry
Communications Officer 
New Gorbals Housing Association 
187 Crown Street,  
Gorbals,  
Glasgow, G5 9XT


