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Our Performance — 
Opening Remarks
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 of all Regulated Social Landlords and 
Local Authorities for the year beginning April 
2016 and ending March 2017.  
 
‘Our Performance’ reflects on the Association’s 
work over the past year, and compares our 
results from 2016/17 to the previous year. 
 
In addition, we have 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, and has 
properties all over the city.  
 
You can compare us to any Housing Association 
or Local Authority landlords in Scotland by 
visiting the Scottish Housing Regulator’s 
website www.scottishhousingregulator.gov.uk. 
We are also happy to send you this information 
on request.  

McNeil Street 
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Introduction

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

‘Our Performance’ report is your chance to learn all about 
our service and activities over the last year. We previously 
asked you to fill in a questionnaire to help us understand how 
we could improve the report in future. We have taken the 
suggestions of our tenants who responded to us, including 
our Tenant Panel, and incorporated them into this year’s  
‘Our Performance’ report. 

From your feedback, we learned that: 

>   You thought that the information in the report was  
clear and that you could easily see how we compared to 
other landlords. 

>  You wanted more information on Community Events. 

>    You wanted more information on other activities  
happening in the area. 

This year, we included information on Community Events  
in the report, and have kept the simple bar graph style  
chosen by our Tenant Panel for comparing ourselves  
against other landlords. 

Over the last year we have been working with company 
Icecream Architecture and the local community to  
create a free sharing platform for Gorbals. The website  
Go Get Gorbals is now live, and local people can use this  
to share ideas and skills and start projects. We are currently 
working on adding a directory aspect to the site, which  
will make it easy to find information on local services, 
activities and groups. 

We have included another questionnaire in the central 
pages of the report. Please take the time to fill this in and 
let us know what you think about ‘Our Performance’ report 
2016/17. Every tenant who returns a completed questionnaire 
will be entered into our prize draw to win £50. 

Caledonia Road
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Our Homes 
Breakdown of Property Types

Percentage weekly rent increase applied. 

1 apt

2 apt

3 apt

4 apt

5 apt

New Gorbals HA  
2016/17

Total

19 19
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1267 1268
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59 58
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New Gorbals HA  
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New Gorbals HA  
2016/17

New Gorbals HA  
2015/16

0
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2.5% 1.3%

Stirlingfauld Place

Tracking Our Performance 
As well as showing you how we compare against other Housing 
Associations in our area and the Scottish Average, it is also 
important to track how we measure up to our own results from 
the previous year. 
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Housing and Maintenance Quality 
In comparison with the previous year, our repairs related performance has decreased slightly in  
some areas. This can be attributed to switching from our repairs contractor in November 2016  
to our own in-house team. This period of changeover impacted slightly on our performance as  
staff settled into their new roles. We are confident that this change will have a positive impact  
on the service our customers receive going forward.

Neighbourhood and Community 
Although cases of anti-social behaviour increased in the area in 2016/17 
compared to the previous year, we resolved 100% within local timescales. 

Value for Money 
Our average length of time to re-let homes and percentage of rent lost have increased slightly 
this year. However, this is partly due to raising our standard for how homes are let. This means 
that customers can expect properties to be in better condition when moving in. There was 
also a knock-on effect from our new in-house repairs team taking over from our contractor.

Percentage of homes meeting the Scottish Housing Quality 
Standard (SHQS) at the end of the reporting year. 

Cases of anti-social behaviour, per 100 homes, reported in the last year. 

Percentage of rent due not collected due to empty homes last year. 

Average length of time in days taken to re-let homes. 

Percentage of anti-social behaviour cases resolved within local timescales.

Average length of time in hours taken to complete emergency repairs.

Average length of time in days taken to complete non-emergency repairs.

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

89.9%

1.9h

1.5

0.3%

14.2 Days

75%

5 Days

97.8%

89.9%

1.8h

0.8

0.2%

12.3 Days

100%

4 Days

98.4%

2015/16

2015/16

2015/16

2015/16

2015/16

2015/16

2015/16

2015/16

2016/17

2016/17

2016/17

2016/17

2016/17

2016/17

2016/17

2016/17
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Our Performance — How We Compare
Our Homes 
Average Weekly Rent

Breakdown of Property Types 

New Gorbals HA

£54.50 1 apt

£68.21 2 apt

£78.05 3 apt

£88.99 4 apt

£101.23 5 apt

Glasgow HA 

£60.57 

£72.20 

£77.56 

£90.62 

£99.16 

Govanhill HA

£66.49 

£77.58 

£83.14 

£94.62 

£115.15 

Southside HA

£63.82 

£78.08 

£87.51 

£95.75 

£101.59 

Scottish Average

£66.55 

£71.67 

£73.13 

£79.42 

£88.02 

1 apt

2 apt

3 apt

4 apt

5 apt

New Gorbals HA

Total

19

860

1268

296

58

2501 39394 2533 2288

Glasgow HA 

2690

7073

20223

8142

1266

Govanhill HA

49

1182

983

275

44

Southside HA

97

1049

602

496

44

Size of Home

Size of Home

Our Performance — How We Compare

Housing and Maintenance Quality  
Percentage of homes meeting the Scottish Housing Quality Standard (SHQS)  
at the end of the reporting year.

Average length of time in hours taken to complete emergency repairs.

Average length of time in days taken to complete non- emergency repairs. 

New Gorbals HA

Glasgow HA

Govanhill HA

Southside HA

Scottish Average
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Neighbourhood and Community  
Cases of anti- social behaviour, per 100 homes, reported in the last year.

New Gorbals HA

Glasgow HA

Govanhill HA

Southside HA
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9 10

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

New Gorbals HA
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Scottish Average
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Value for Money   
Percentage average weekly rent increase applied.

Percentage of rent due not collected due to empty homes last year.

Average length of time in days taken to re- let homes. 
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Our achievements in 2016/17 are covered in this 
report but I would like to pick out some real highlights 
which will have a big, positive and lasting impact on 
the Gorbals.

Firstly, we took our reactive repairs, gas servicing  
and landscape maintenance teams in-house. 
This was a huge challenge involving the transfer 
and recruitment of 30 staff members along with 
the introduction of new systems, processes and 
responsibilities. This change will lead to cost savings 
(on VAT and profit), a more motivated workforce, 
and most importantly a better service for our  
tenants and owners.

Secondly, we doubled our workforce in welfare advice 
and generated £2.1M in benefit payments for our 
tenants – that’s almost £10,000 for each day worked 
by our two full time Welfare Rights Officers. Their 
work is more important than it ever was because of 
the huge financial difficulties that Universal Credit and 
benefit caps are causing. 

And, thirdly, we have made good progress in our role 
as the community hub for the Gorbals Thriving Place 
Initiative. I am particularly pleased that we were able 
to assist local groups with advice and support that has 
kept them going. I am hugely impressed by the ongoing 
commitment of voluntary and public sector agencies 
to collaborate and share in their efforts to support 
the Gorbals community to thrive and provide better 
and more responsive services. Other projects directly 
related to Thriving Place such as Spirit of the Gorbals 
and Go Get Gorbals would be nothing without the hard 
work and commitment of dozens of local volunteers and 
workers and it is a privilege to be able to help support 
and co-ordinate their efforts to maximise their effect. 

Of course our other core work has continued. Our 
Development Team devoted much of their time to 
preparing our housing and office proposals for the 
Sandiefield site and progressing strategic planning 
issues related to Gorbals Street and Laurieston north 
of Norfolk Street. We also completed the Norfolk 
Court site clearance, and oversaw the start of work 
at the Cumberland/Eglinton Street new build in 
Laurieston and the district heating scheme at the 
Riverside high rise blocks. 

In both Maintenance and Housing Management  
our performance remains very good and we are 
getting through a huge volume of work in repairs  
and replacements, adaptations and lettings as well  
as advice and support. We are listening to and 
consulting with tenants – both individually and in 
groups – more than ever and this will have a real 
benefit going forward. 

My first year as Chair of New Gorbals has brought me 
even closer to the hard work our staff put in and I’d like 
to thank them for that. Even more, I’d like to thank my 
fellow voluntary committee members for the time and 
effort they dedicate to the governing and support of 
the Association on behalf of the Gorbals community. In 
that vein, I’d like to express my gratitude for all that the 
late Bill Sharkey did for the Association and the Gorbals 
community. He was a true champion of the Gorbals and 
an inspiration to all of us who care about this great place. 

Linda Malone 
Chairperson of  

New Gorbals  
Housing Association

Bill Sharkey
One of our founding 
members, dedicated 
committee member, 
and dear friend Bill 
Sharkey sadly passed 
away in October 2016. 

 Always the community activist, Bill’s fight 
for better housing in the Gorbals was sparked 
by his move to the infamous “Hutchie E 
Dampies” in 1972. The condition of housing in 
these blocks led to Bill taking on a leading role 
as secretary of the Gorbals Anti Dampness 
Campaign. The campaign was a success and 
in 1982 Bill was one of the last people to be 
rehoused from the development, having 
refused to leave until all the other residents 
had been found a new home. 

Bill remained busy with local projects during 
the 80’s, and in 1989 the opportunity arose for 
him to get involved in housing once again. With 
the quality of homes in Gorbals continuing to 
deteriorate, he came together with six other 
local residents to found New Gorbals Housing 
Association. 

Bill’s contribution to our Association was 
immense, spending 15 years in office bearer 
roles, nine as our Chairperson. He always 
believed that you have to turn up to make a 
difference, and attended over 1000 New 
Gorbals committee meetings over the course 
of 27 years of service. 

 

Bill was an inspiration to everyone at the 
Association. He always encouraged people 
to do their best and he would remind them 
of the mistakes of the past to make sure they 
were not repeated. He was totally committed 
to the Gorbals community. 

He lived to see the Gorbals transformed 
as a result of his work, watching the small 
committee of likeminded people with no 
houses in 1989 develop into a community 
landlord with over 2500 social rented 
properties and nearly 100 staff members. 
It pleased him to see each new build add to 
the regeneration of the area, and saw the 
Association collect over 20 major Scottish  
and UK design awards for our homes. 

Bill was proud of the scale and quality of 
what has been achieved, but there is still 
work to be done. We will continue to rebuild 
and regenerate the area that he loved and 
dedicated himself to with the same spirit and 
enthusiasm as he displayed over almost three 
decades with us. 

We can never thank Bill enough for the 
contribution he made.

Cumberland Street

Chairperson’s Report
Last year wasn’t marked by the beginning or completion of any big projects 
or the reaching of significant milestones but it was still a year of real 
achievement and progress brought about by an awful lot of hard work.
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Your Views
During 2016/17 we asked our customers their 
opinions on various different projects and  
service changes.

Rent Consultation 
We aim to connect with as many of our tenants as possible when 
it comes to our annual rent consultation. 

Our annual ‘Your Rent’ newsletter was posted to all of our 
tenants in November 2016. This newsletter included information 
on the proposed rent increase of 2.5%, how we compare to other 
local landlords, and a consultation questionnaire for tenants to fill 
out and return. 

Housing Officers were out knocking doors in order to speak  
to people about the proposed increase, and to ask them what 
they think.  This activity generated the majority of the feedback 
we received. Of those who spoke to us, 98.5% were satisfied 
with how we consult on and give information about the annual 
rent increase. 

Following the Management Committee’s review of the feedback 
received we issued a further newsletter to tenants in February 
2017 explaining how we came to our final decision on the level  
of increase applied. 

 

Caledonia Road Link Building Improvements
The Development Team held an open session in February 2017 
with residents of 305 and 341 Caledonia Road multi-storey 
blocks. Further landscaping and weather shelters are planned for 
the link building between the two blocks, and tenants were asked 
to share their views on the plans. Our Maintenance Team were 
also there to give people a choice for the new flooring that will be 
installed on landings within the buildings. 

Riverside Door Entry Systems
In order to make homes in the Riverside area more secure,  
we are planning to install door entry systems in key places.  
This includes Commercial Road, and upper landings in 
Commercial Court and Waddell Court maisonettes. Open 
sessions were held at the end of November 2016 to discuss  
the plans with residents, and take on board any ideas and 
comments that they may have. This project is now progressing 
through the planning and procurement stage. 

 
Laurieston Environmental Improvements
Residents were consulted on plans for improving their outside 
spaces in Wellcroft Place, Cavendish Place and Eglinton Court. 
All residents were sent a news bulletin about the planned 
changes, and invited to open sessions to give their views on the 
proposals. As a result of the feedback, changes have been made 
to the plans. Work will begin on the site in autumn this year. 

Bedford Street

Development Activity
Our key achievements during the year were:

>  Starting work on site with Laurieston 1C development, 
which will provide 46 rented homes and 9 homes for sale 
under a shared equity scheme. 

>  Appointing the contractor and starting on site with  
the district heating project at the Riverside multi- 
storey blocks. 

>  Completing the demolition of 5 and 17 Norfolk Court.

>  Obtaining grant funding approval for our new housing 
project at Sandiefield.

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

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

>  Improvements are to be made to the link building  
and landscaping at 305 and 341 Caledonia Road  
multi-storey blocks. 

>  Door entry systems will be fitted to the deck access 
buildings in the Riverside area. 

>  New properties and our new office building are planned 
for the former Sandiefield site on Crown Street.

Laurieston Phase 1C

Development Activity
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A Thriving Place
We are committed to working with the 
community to be creative and innovative in 
supporting the Gorbals’ Thriving Place Initiative. 

As the local hub organisation for this Community Planning 
Partnership scheme, we have been busy working with our 
local residents and partner organisations to help them 
to develop their community using and building on the 
resources available in the local area. 

Our Community Co-ordinator has been busy making links 
with local people, groups and colleagues in the public and 
voluntary sectors to help the community come together 
to share resources, experience and skills. The growing 
Thriving Breakfast forum ensures that workers from across 
the voluntary and public sectors have an opportunity 
to collaborate and share ideas, and now has over 100 
members signed up. 

The Thriving Place Research Specialist appointed by 
ourselves and the Glasgow Centre for Population Health 
spent time getting to know local people, groups and 
clubs over their 18 months in post, and has developed a 
Monitoring Framework for the area based on the ideas and 
priorities of local people identified during this time. 

This work has led to five community based indicators of 
progress for Gorbals Thriving Place which are as follows:

>  Gorbals residents have a better understanding of what 
activities take place in Gorbals;

>  Gorbals residents have wider social networks; 

>  Gorbals residents feel they belong to the local area;

>  Gorbals residents feel that they can influence and control 
decisions which affect them in their community and 
personal lives;

>  Gorbals residents trust people in their area and feel 
trusted by them.

Gorbals Fair 

A Thriving Place16

Spirit of the Gorbals
Spirit of the Gorbals was set up after the Gorbals community was awarded 
a £250,000 resource budget as part of Spirit 2012’s ‘Fourteen’ project to 
celebrate the legacy of the Commonwealth Games. 

This budget is managed by a panel of local 
people, with the support of Foundation Scotland 
and New Gorbals Housing Association. The 
panel oversee the distribution of this budget 
among the local area.

The Spirit of the Gorbals panel members are 
now into their last stretch of the initial three 
years of the project. Since forming in 2015, they 
have supported a total of 80 projects within the 
Gorbals community. An impressive 43 of these 
projects have been supported through Sparks 
grants, a funding stream available for local 
people and unconstituted groups to apply for up 
to £500. Sparks grants go towards supporting 
grassroots activities, helping people to turn their 
ideas for the community into a reality. 

Local organisations have also benefitted from 
Spirit funding this year, with Get Set grants of 
£5000 being awarded to support children’s 
activities during the summer holiday through 
The Barn (Crossroads Youth and Community 
Association), and to help the Way to Go Café 
celebrate their 21st birthday with an event for 
the kids. 

Funding is currently being sought to sustain the 
great work of the Spirit of the Gorbals Panel 
beyond the original December 2017 end date.

Old Rutherglen Road and  
Caledonia Road Multi-Storey
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What’s Going On Locally?
We have been working with other local organisations to make sure Gorbals residents are more involved 
and better informed. 

New local sharing platform Go Get 
Gorbals launched in June 2017. This 
website aims to make it as easy as possible 
to bring people together to start local 
projects, build connections and share 
resources. Those who find it difficult 
to get online won’t be left out as key 
organisations, including New Gorbals 
Housing Association and Gorbals Library, 
will be able to post and find things on their 
behalf and supply relevant information  
for projects. 

The Gorbals Market piloted in August 
2016 and ran several times throughout 
the year. The idea for the market sprung 
from a need for more choice in the area 
when it comes to affordable, healthy 
produce. The emphasis on the market 
is local goods, from fresh bread and 
vegetables, to local crafters showing their 
skills. The market has grown over the last 
year into a vibrant pop up event, taking 
place in different locations across Gorbals. 
We will develop the market further over 
the course of 2017/18. 

We had a fun filled community day at the 
beginning of August at the Gorbals Get 
Together. This free event was delivered 
by New Gorbals Housing Association, 
along with partner agencies including The 
Barn Community Centre, Link Up and 
Glasgow Sport. Local people from all over 
the area were invited to come along and 
join our staff members to share some free 
food, have a look at the market, and get 
involved with games and activities. 

Gorbals Get Together

Gorbals Market

18 Community Events

Community Events
We hold a number of events throughout the year for local people  
to enjoy. We aim to make these events fun and affordable,  
and whenever possible provide free snacks and activities.

This year, we once again held our Christmas Lights Switch On in Crown Street to  
compliment the Christmas Fair. Our annual Halloween disco also continues to be  
popular with the local children. We also added a summer event in August 2017 for  
families before the school term started. The aim of this event was to provide a fun  
day for local people at the end of the summer period, with Gorbals Fair taking  
place each June. 

For more information on our community events, you can check our website  
www.newgorbalsha.org.uk, or follow us on twitter @NewGorbalsHA. 

Gorbals Fun Run 
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Learning from Complaints
We want to make it as easy as possible for people to give us feedback,  
and to let us know when they are unhappy with the service they have 
received. Our Complaints Handling Procedure helps us to make things right 
when they have gone wrong. 

Like all Housing Associations, we manage the 
complaints we receive in line with the Scottish 
Public Service Ombudsman (SPSO) Model 
Complaints Handling Procedure. This is a two 
stage process that is designed to streamline 
the complaints procedure and resolve issues as 
quickly as possible. 

Minor complaints are dealt with at Stage 1, 
with the customer receiving a full response to 
the complaint in no more than 5 working days. 
Serious complaints are dealt with at Stage 2 
of the Complaints Handling Procedure, with 

the customer receiving a full response from 
a member of senior management in no more 
than 20 working days. Complaints dealt with at 
Stage 1 can also be escalated to Stage 2 if the 
customer is unhappy with the initial response. 

The table below shows how many complaints 
we received in 2016/17 at each stage of the 
Complaints Handling Procedure. It also gives 
an indication of how many of these complaints 
were upheld by us, and how well we performed 
against SPSO timescales.

A comparison over the last three years shows that the overall number of complaints 
received has risen in 2016/17, with 17 more stage 1 complaints received in the reporting 
year. However, the number of serious complaints we received has gone down, with 26 
stage 2 complaints logged in 2016/17.

Minor Complaints 
(Stage 1)

Serious Complaints 
(Stage 2)

No. % No. %

Equalities related 0 3

Other 69 23

Total 69 26

Responded to in full 69 100% 26 100%

Upheld 40 58% 18 69%

Responded to within SPSO timescales 67 91% 24 92%

190

2014/2015
 88.4%  57.9%

81

2015/2016
 90.1%  51.9%

85

2016/2017
 95.8%  61.0%

  Completed within SPSO timescales

 Complaints Upheld 

Hutchesontown 
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Access to Housing 
This year our turnover of properties rose slightly, from last year’s 6.2% to 6.9% of  
our total stock. We continue to have a very stable tenant population with most people  
happy to stay in their homes in Gorbals.  

A high number of properties that became available 
throughout the year were within the Riverside and 
Caledonia Road multi-storey blocks. The flats made up 
39% of all stock that we allocated last year, with 61% spread 
throughout all our other developments in the Gorbals.

Every year we write an Annual Lettings Plan in which we 
predict the number of properties we will need to let and  
we set targets for housing people from each category. 

Although the number of allocations from the Housing 
List category was high, we let fewer properties to both 
our Transfer List and Glasgow City Council Homeless 
Referrals than we expected.

We missed our target for homeless referrals this year 
due to a three month period when Glasgow City Council 
was unable to respond to our requests for referrals for 
3 apartment properties. At that point there was no 

demand in the Gorbals from homeless applicants for these 
properties. This impacted upon our ability to meet our 
target as this type of property makes up more than half of 
our overall stock. 

There are a number of reasons the target was not achieved 
for 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.  

The table below provides a breakdown of property sizes of 
the 173 lets made during 2016/2017, and their allocation to 
each category. 

Allocations: 2016/2017

Category

Property Type

Totals1apt 2apt 3apt 4apt 5apt

Homeless referrals 3 28 19 2 0 52

Housing list applicants 1 26 47 1 0 75

Transfer  list applicants 0 13 14 4 1 32

Special Lets 0 5 7 0 0 12

Syrian refugee programme 0 0 2 0 0 2

Total 4 72 89 7 1 173

Housing List
The demand for housing in Gorbals continues to be high with another 846 people applying  
to be rehoused with us this year. On the 31st March 2017 we had a total of 2624 people on  
our Housing List.

As our turnover is so low, with only 173 properties available 
to be let out this year, it is clear from the high number of 
people on our Housing List that we do not have enough 
homes for social rent to meet the demand. During 2016/17 
we continued to offer applicants a Housing Options 
interview so that they could access the information they 
needed to help them find suitable accommodation, and 
help them to understand their chances of being housed in 
the area. 

Although the main demand from our housing and transfer 
lists are for 1 and 2 bedroom properties, a significant number 
of people are looking for larger homes. This is a major 
challenge for us, as we have a much lower percentage of 
larger homes overall, and experience lower turnover. This can 
result in both Housing List and Transfer List applicants waiting 
for a long time, often years, before being offered a property 
with 3 or more bedrooms.

Demand for house sizes from the Housing and Transfer Lists

6 1
Housing List Transfer List

1168 108
590 126
332 77
199 17

2295 329

 1 Apt   2 Apt   3 Apt   4 Apt   5+ Apt

TOTAL: 2624
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Rent Management
Our Rent Management Team’s priority is to 
work with our tenants to keep arrears to a 
minimum. We can agree affordable payment 
plans to help our tenants to stay in their homes 
if they are struggling to pay their rent.

Our Rent Management Team’s priority is to work with our 
tenants to keep arrears to a minimum. We can agree affordable 
payment plans to help our tenants to stay in their homes if they 
are struggling to pay their rent.

The Association is organising itself to deal with the challenges of 
welfare reform. We have reviewed our rent management policy 
and procedures, reorganised our teams and have two full-time 
Welfare Rights Officers now permanently employed to support 
local people.

Our Welfare Rights Officers help our tenants to navigate the 
benefits system and access other funding. In 2016/17 they 
helped to secure £2.1 million in additional income for our 
tenants. In the last four years a total of £5.2 million has been 
brought into the area by our Welfare Rights Officers.  

The Association is operating in a financial climate where 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 5.8%. 

We have a firm but fair approach to agreeing payment 
arrangements which ensures current and prospective tenants 
are supported to manage and sustain their tenancies. Rent 
statements are issued annually to our tenants. At every 
opportunity our tenants are being reminded that their rent  
is due to be paid one month in advance. We ask those in arrears 
to make small regular payments towards their rent accounts on 
top of their monthly or four weekly rent payments.

Rent Increase
It is our policy to increase our rents each year based on the Retail 
Price Index (RPI) at September plus 1%. This is what we estimate 
will be required to meet the cost of managing and maintaining 
our housing, repaying loans and continuing to build new housing 
to fit the needs of those on our waiting lists.

The RPI at September 2016 was 2%. Taking into consideration 
that many of our tenants are on low incomes, it was felt that a 
3% increase would be too high. Instead, a rent increase of 2.5% 
was proposed. A lower increase than this could have had a major 
impact on the services we provide to tenants. 

All tenants were asked to give their feedback on the proposed 
rent increase during the winter of 2016/17. A total of 136 tenants 
responded to our questionnaire, with the majority of feedback 
indicating that the 2.5% rent increase proposed was reasonable. 
The Management Committee listened to the feedback and, after 
discussion, agreed to apply the 2.5% increase for 2017/18. 

Our rent increase for the 2017/18 year was marginally higher 
than other local landlords. Southside HA applied a 2.2% increase 
for the year ahead, while Govanhill set an increase of 2%. 
However, our average weekly rent remains cheaper for every 
property size in comparison to both Southside HA and Govanhill 
HA, providing our tenants with better value for money.

Apsley Place 
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Reactive Repairs Tenant Satisfaction
After a repair is carried out we ask tenants how satisfied 
they are with the service provided. This year 3,167 of 
9,475 tenants asked completed a questionnaire. 99% of 
these tenants were satisfied with the repairs process.

When reporting a repair how satisfied were you with how quickly your enquiry was dealt with?

11 3 19611 2946

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

11 4 18813 2951

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

11 1 1629 2984

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

12 1 1609 2985

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?

11 2 18015 2959

 Very Dissatisfied  Fairly Dissatisfied  Neither  Fairly Satisfied  Very SatisfiedRight First Time
We aim to complete non-emergency 
reactive repairs on a ‘right first time’ basis.

This means they should be completed: 

> within our target timescale

>  without need for further appointments. 

This is a requirement laid out in the Scottish Social  
Housing Charter. 

This year we carried out 8199 repairs in total for our social  
rented stock, with 8034 recorded as ‘right first time’. 

This is why we set challenging targets for reacting to repairs. We 
are pleased to report that we have exceeded our targets for both 
Urgent and Routine repairs, and also met our ambitious target of 
99% for Emergency repairs. 

Reactive Repairs 
A reliable and fast repairs service is a 
priority for us and our tenants. 

98%

of our repairs were 
‘right first time’

Crown Street
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Surplus and Reserves
Our surplus for the year to  
31st March 2017 was £2,112,814 
(2016: £1,883,060).

Money Spent
The following table shows how we spent each £1 of rented income 
received during the year 2016/2017 and 2015/2016.

The Association’s reserves have  
increased from £23,655,590 to 

£25,768,405

DEBT REPAYMENT

19p | 18p
MANAGEMENT

24p | 21p
INSURANCE

4p | 4p

FUTURE CAPITAL REPLACEMENTS

20p | 9p
SERVICE COSTS

14p | 17p
REPAIRS/RENEWALS

19p | 31p

New Investment in Gorbals 
During 2016/2017 we invested a further £ 5,486,574 in new housing and housing modernisation 
within the Gorbals. This brings our total investment in the area to over £140M. 

The table below shows a comparison in the level of 
investment made by the Association in the last three years 
and the planned investment in 2017/18. Grant funding was 
significantly below the level anticipated, largely because of 
delays to the new housing developments in Laurieston.

£12,100,000

£6,526,389£6,711,925

£5,388,075

£4,137,494

£2,388,895

£5,486,574

£1,648,329

£3,838,244

2014|2015 
(actual)

2015|2016 
(actual)

2016|2017 
(actual)

2017|2018 
(estimated)

£14,500,000

£9,150,000

£5,350,000

 Total
 New Gorbals H.A. Funding
 Grant
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Cyclical Maintenance 
During 2016/2017 we continued our 
cyclical maintenance work to keep 
homes safe and comfortable. 

Gas Servicing
In 2016/17 all boilers on our annual Gas Servicing 
Programme were serviced by qualified gas engineers. 

This is a major annual undertaking that required cooperation 
from our tenants to help keep their homes safe. 

Gutter Cleaning 
During the year we carried out 26 gutter cleanings at 
tenanted and factored properties. 

Legionella Testing
Legionella testing was carried out for all properties that 
have a common storage tank water supply. 

Medical Adaptations 
In 2016/17 we received 47 social work 
referrals for medical adaptations. 

We were able to access £181,583 in grant funding to carry 
out these 47 adaptations and support our tenants and their 
families to live in and enjoy their homes to their full extent. 

This was possible due to the funding provided by the 
Scottish Government through Glasgow City Council.

Replacement Front Doors 
As part of the Association’s planned 
maintenance programme for 2016/17,  
some main door properties in Pine Place, 
Old Rutherglen Road and Benny Lynch 
Court received replacement house doors.

The new doors were sourced from Glasgow-based supplier 
Russell Timber and manufactured to replicate the existing 
doors. This meant that the replacements continued to 
compliment the architecture of the building and fit into  
the style of the area.

Kitchen Replacement 
Programme 
During 2016/2017 we replaced 13 
kitchens in Hayfield Court. 

Tenants were invited to view samples of different kitchen unit 
worktops, doors and handles before making their choices. 

11 tenants completed the satisfaction survey after the works 
had been completed. All of the tenants who responded to 
the survey were satisfied with the works, and rated their 
new kitchens as good or excellent. 

Hutchesontown Court 
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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.

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. 

Consultation

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.

New Gorbals Housing Association

Our 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? 
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

New Gorbals Housing Association

Consultation

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?

New Gorbals Housing Association

Our Performance Questionnaire

mailto:admin@newgorbalsha.org.uk


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 
0845 27 27 999 (Emergency)

Electricity Helpline
105 (Power Cuts)

National Grid 
0800 111 999 (Gas Emergencies)

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


