
Over the first few months of restrictions, we delivered 
over 1000 hot meals, 2000 food parcels and made over 
3000 welfare calls, in addition to weekly check-in calls 
to around 150 people. Other local organisations were 
also busy supporting local people, as were community 
members themselves, with many quickly stepping up to 
support those around them. It was a privilege for us to be 
able to provide extra help to residents during this crisis.  

We are learning new ways of working (mostly from 
home) and that includes the Management Committee, 
who are now attending virtual meetings. We have also 
adjusted to the situation, with many of our services 
now restored, although our office remains closed to 
the public.

Like everyone else, I desperately hope that there will 
be an end to the pandemic soon. The Gorbals is a very 
resilient community and our Association will continue 
to function and serve our community as best we can. 

So this year I would like to say a special thanks to 
our voluntary committee members and staff for 
maintaining their focus and commitment to doing 
their best in such difficult circumstances, and to our 
tenants and factored owners for their patience as we 
adjusted to this new normal.

Linda Malone
CHAIRPERSON OF NGHA

ANNUAL 
REPORT 19/20

Last year started on a high for us at 
New Gorbals Housing Association. We 
completed 28 fantastic new flats on 
Crown Street, and celebrated 30 years of 
community ownership. But it ended on a 
very different note, with the closure of our 
office, major restrictions on our services, 
and the furloughing of half of our staff. 

Coronavirus has dominated all aspects of life for months 
now, but the Association was largely unaffected until 
February 2020. By then we had completed our 
Riverside heating project, and hosted a major UN 
conference. The First Minister had officially opened 
our new office, we were hosting community events in 
the new Gorbals Piazza, and planning our next steps 
in the regeneration of the area. We kept up our high 
service standards in our property management services, 
and continued with our commitments to tackle poverty 
and pursue community development.

While I’m delighted with these achievements, it has been 
our response to the pandemic that I am most proud 
of. Despite our sudden office closure, we maintained 
our emergency repair and gas heating services, our 
telephone and email contact was unaffected, and 
we immediately switched our focus to supporting 
vulnerable tenants. 
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DEVELOPMENT
Our biggest development 
achievement over the year was the 
completion of new homes, our office, 
and a public piazza on Crown Street. 
The first tenants moved into this 28 
home development in May 2019, 
and the office and piazza space were 
officially opened in August by First 
Minister Nicola Sturgeon. We were 
also thrilled to host a UN visit in 
September, bringing the regeneration 
of the Gorbals area to the attention 
of delegates from all over Europe.

DISTRICT HEATING 
We finished our district heating project 
at Riverside in August 2019, installing 
the system in all 308 of our multi-storey 
properties in the area. Many tenants have 
already reported significant savings and 
lifestyle benefits from this new system.  
Our G-HEAT advisor remained on site until 
November, giving tenants one to one advice 
on how to get the most out of their heating.

RIVERSIDE DOOR  
ENTRY SYSTEM
We installed a door entry system to protect 
communal deck access in properties across 
Riverside. This has reduced antisocial 
behaviour that was causing issues in 
these spaces, and has helped to improve 
the security of 113 homes in the area.

CLELAND LANE ARCHES
Almost £1million was secured in grant funding for improving the Cleland Lane arches and surrounding 
area. This is part of a planned project with Network Rail to turn the arches into usable spaces. We hope 
to use this grant funding to turn two arches into partially sheltered community spaces, with an additional 
arch fully refurbished for use. A new pedestrian route through one of the arches will help to further link 
Hutchesontown and Laurieston. 

NORTH GATE 
Designs have been finalised and grant 
funding approved for our North Gate site, 
currently a vacant spot on Crown Street. 
This development will provide 32 properties 
for social rent. We hope to go on site for this 
development in autumn 2020.   

COLISEUM SITE
This is expected to be a development of 
around 35 properties for social rent from 
NGHA, with a further 26 properties for 
sale through Urban Union. 

LOOKING  
FORWARD
We hope to build some larger properties on 
the former health centre site at Pine Place, 
and are currently in the process of selecting 
architects for the project. We have carried out a 
feasibility study at the old fire station building in 
Tradeston, which could be converted to around 
30 properties. We’re excited to be working with 
Glasgow City Council to develop proposals for 
regenerating the city’s south bank area between 
Norfolk Street and the River Clyde. We hope to 
see this become a thriving mixed use area with 
shops, cafes, and offices, as well as new housing. 
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HOUSING 
MANAGEMENT

OUR HOMES
Gorbals is a popular area, and we have 
thousands of people on our housing lists 
seeking a home with us. 

We reviewed our allocations policy and 
procedures in 2019, which led to a change 
in how we allocate points to each applicant. 
This review, plus adjusting thousands of live 
applications, was a huge undertaking for the 
association. We have now completed this 
process, and a new points system is  
in operation. 

A review of our application materials also 
took place, with updated forms and leaflets 
due before the end  of 2020. 

Demand for our properties remains very high, 
with 3284 people on our Housing List by 
31st March 2020. Due to service restrictions 
caused by the Coronavirus pandemic, 
we temporarily stopped processing new 
applications from 23rd March 2020. 

We will reopen the application process in line 
with stage 4 lockdown restriction measures.  

In comparison to the demand for housing, 
very few of our properties become available 
for rent. Only 213 of our existing properties 
between April 2019 and March 2020. We 
completed an additional 28 new build flats 
in May 2019, bringing the total available to 
rent in the year to 241. 

Due to our low turnover, only a limited number 
of people on our housing list will be successful 
in renting a home from us. We offer all new 
applicants a Housing Options interview where 
we advise on other routes to housing that 
may be open to them. This year, 103 people 
attended one of these interviews. 

HOW OUR HOMES WERE ALLOCATED

Homeless Referrals 86
Housing List Applicants 77

Strategic Need Lets  20

Transfer List Applicants 58

The majority of properties we let over the year were two 
and three apartment.

OUR HOMES FOR SOCIAL RENT 

1 apt  19
2 apt 889

4 apt  294
5 apt  58

3 apt 1317

Total number of socially rented homes as at  
31st March 2020.

2577

In addition to managing and maintaining our 2577 
homes for social rent we: 
• Own and maintain 2 care units for the needs of 16 

elderly residents (managed by the Mungo Foundation).

• Own and manage 63 mid-market rent properties 
through our subsidiary New Gorbals Property 
Management. 

• Provide a factoring service to 1865 privately owned 
properties in the Gorbals. 

RENT & TENANCY SUPPORT 
Each year we consult with tenants 
on a rent increase based on the 
Consumer Price Index (CPI) at 
September plus 1%.

CPI at September 2019 was 1.7%.
 
The Management Committee 
thought that a 2.7% increase was 
too high and decided to consult on 
a 2.4% increase. During the rent 
consultation, tenants told us that 
this increase was unaffordable to 
them. The Management Committee 
agreed a 2.2% increase for 2020/21, 
which represents CPI plus 0.5%.  

RENT

WELFARE RIGHTS
This year our welfare rights team 
helped to secure 

over  
£2,314,358
in additional income for community 
members. Team members support 
people to navigate the welfare 
system and access other funds. 

61 food bank 
vouchers 
were given out to tenants in need 
during the year.

We aim to support people to sustain their tenancies by 
keeping rents affordable and providing help and advice  
on arrears.

This year we collected:

At the end of the financial year, 478 tenants were 
receiving universal credit. In March alone there was 
an increase of 62 cases, with many reporting their 
employment had been affected by Coronavirus.

99.05% of rent due

current rent arrears 6% of annual rent

TENANCY SUSTAINMENT
Our tenancy sustainment project aims to support 
tenants in times of crisis.
 
We can help new tenants with applications to the 
Scottish Welfare Fund, and provide Starter Packs of 
household essentials. We reuse unwanted furniture and 
white goods that are in good condition by passing these 
on to tenants in need.  We have also helped with items 
such as bedding, towels and flooring. 

We actively apply to programmes such as Cash for 
Kids. Over 83 households who were struggling with 
costs received vouchers to help over the Christmas 
holiday period. This was funded through money raised 
at staff lunches, community raffles, Cash for Kids 
applications, and donations from the Co-op and some 
of our contractors.
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SMOKE AND HEAT DETECTORS 

We continued our upgrade of smoke and heat detectors across our stock. 

Since December 2018, we have upgraded and installed these detectors in 
896 properties. 

GREENER TRANSPORT

We’ve made efforts over the year to encourage cycling and electric vehicle use in the area. So far, 
three bike shelters have been installed across the area thanks to over £16,000 funding from the 
Social Housing Fund. This funding also enabled us to buy two bike repair stations that are waiting to be 
installed. We also received over £60,000 of funding through the Energy Savings Trust for four electric 
vehicle-charging stations in Gorbals. 

144 73 135

LEARNING FROM 
COMPLAINTS
Our aim is to make it simple for you to complain 
to us when something has gone wrong. Our 
Complaints Handling Procedure helps us to make 
things right when you are unhappy with our service. 

Total complaints received
Complaints upheld
Complaints responded to within Scottish 
Public Service Ombudsman timescales

REPAIRS AND MAINTENANCE
This year we carried out 

10,742 repairs 

We also asked tenants who received this service how satisfied 
they were with it. Of the 4,713 responses we received, 

ACCESSIBILITY
We were able to access grant funding of 

£189,614 
over the year to carry out 

55 medical 
adaptations 
These adaptations make it possible for people to get 
the best from their homes for their specific needs. 

99% reported satisfaction 
with the repairs service 

* Due to the developing 
situation with COVID-19, 
we switched to emergency 
repairs only in early March 
2020, which means our total 
number of repairs is lower 
than expected.

We carried out 

9,402 
non-emergency repairs in our 
social housing stock this year. 

9,170 
of those repairs were 
completed ‘right first time’.

RIGHT FIRST TIME

This means they were completed within our target timescales 
and without the need for further appointments.

97.5%
right first time
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We made several successful funding bids during 
2019/20. We were especially thankful to receive 
funding from the Scottish Government’s Investing 
in Community Fund, and the Big Lottery, which are 
both spread over three years. Over the three-year 
period, we will receive over £430,500 from these 
bids to support our community engagement and 
participatory budgeting work, and our partnership 
work on food poverty. 

COMMUNITY 
ENGAGEMENT

YOUTH EMPLOYMENT
We continued to work with charity WorkingRite to 
help Gorbals-based young people into employment 
with a tailored induction programme. This year, 9 
young people from the Gorbals took part in the 
programme. So far, 6 of the trainees have moved on 
to either employment, an apprenticeship or further 
education on completion of their 13 week placement, 
while 2 remain on the programme. WorkingRite 
have continued to engage with trainees throughout 
the Coronavirus restrictions, and we are excited to 
expand the project over the next three years with the 
help of further funding from Glasgow City Council.  

GORBALS IDEAS FUND
The Gorbals Ideas Fund continued to grow last year. 
Funding from the Scottish Government, Glasgow 
City Health and Social Care Partnership, Urban 
Union along with the Association’s own contribution 
allowed the Community Panel to host 3 separate 
voting events. Over the year the Panel conducted 
research to include the wider community in priority 
setting; as a result 3 priorities were identified – health, 
environment and culture. In the final community 
vote of the year a move to digital voting attracted the 
highest numbers yet, with 247 local people voting to 
decide how to spend £15,000 to support ideas and 
activities. To date almost 1000 local people have been 
involved in funding decisions, distributing £62,046 to 
over 51 unique ideas and activities

SCHOOL HOLIDAY 
PROGRAMME
Following on from our successful bid last 
year, NGHA were able to access over 
£80,000 from Glasgow City Council to 
support free food and activities for children 
and young people during the school 
holidays. We co-ordinated a bid with 
several local partner organisations, and 
delivered holiday activity programmes 
during the Easter, summer, October 
and February breaks. Activities included 
sports, arts, music workshops, Bookbug 
sessions, cooking workshops, and trips 
to attractions such as Heads of Ayr Farm, 
Deep Sea World and Wonderworld Soft 
Play. This year we also added a daytime 
Christmas Party in December for primary 
school children, with parents and carers 
joining for a family meal afterwards to 
kick off the winter holiday season.

COMMUNITY BREAKFAST 
Our breakfast sessions continue to be 
popular with community members. Over 
the course of 2019/20 we served over 
4,680 free meals, working in partnership 
with Glasgow City Health and Social Care 
Partnership and Gorbals Youth Café, and 
supported by community volunteers.

We continued to work with local partners to 
organise and support community events and 
activities throughout the year. We were excited 
to take on a larger role in the Gorbals Fair, while 
also taking full advantage of the new Piazza to 
make our Christmas celebration larger, and add 
new events like Party in the Piazza and Street 
Play to the calendar.

TENANT PANEL
Tenant Panel members share their views and 
experience with us to help us shape our services.

The group has given us guidance on several 
important issues throughout the year, including 
our performance information, our allocations 
policy review, and our rent increase. Meetings 
are open to all tenants, if you are interested in 
joining we would love to hear from you. 

We also continue to support local residents 
groups in the area:

• Hutchesontown Area Association
• Waterside Residents Association
• Crown Street Residents Association
• Laurieston Estate Action Group
• Paragon Residents Association

PARTY IN THE PIAZZA
Our favourite event of the year had to 
be Party in the Piazza, which we created 
with our partners (and neighbours) at New 
Gorbals Health and Care Centre. Intended 
as a one off event to welcome local people 
into the new public space, it was such 
a hit that we plan to make it an annual 
occurrence. Over 500 people joined us for 
dancing, games, a treasure hunt, and tours 
of our new office and the new health centre.
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MONEY SPENT 
ASSETS

LOANS

INCOME AND EXPENDITURESURPLUS AND RESERVES

Income 2018/19(£) 2019/20 (£)
Rent 12,732,038 13,325,299
Factoring 855,235  907,285
Other Income 924,677  2,326,405
Interest Receivable 54,343 27,614
Gain on Sale of Fixed Assets (13,248) 30,948
Pension Gain - 1,491,000
Total Income 14,553,045  18,108,551

Expenditure 2018/19 (£) 2019/20 (£)
Rented Accommodation 9,801,662  10,708,155
Factored Accommodation 860,320  933,349
Loan Costs 1,437,119  1,463,241
Other Costs 672,265  2,243,765
Pension loss 376,000  -
Total Expenditure 13,147,366 15,348,510

Balance of Comprehensive Income
Previously gain or loss 1,405,679 2,760,041

The following table shows how we spent each £1 of rented income 
received during the year 2017/2018, 2018/2019 and 2019/2020.

The tables below summarise our income  
and expenditure for the year ending 31st  
March 2020 and 31st March 2019.

Our surplus for the year to  
31st March 2020 was: 

£2,760,041
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The Association’s reserves have 
increased from £30,610,894  
to £33,370,936.

M
illi

on

Spent on Existing 
Properties

Total Loans

Properties Acquired

Debt Per Unit

New Build

Net Loan Per Unit

GRANTS RECEIVED REPAIRS SPEND PER UNIT

Total Received  
in 2018/19:  

£2,586,140

Total Received  
in 2019/20:

   £181,991
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Reactive 2018/19 Reactive 2019/20

Planned & Cyclical 2018/19 Planned & Cyclical 2019/20

Loan Repayment Repairs/RenewalsManagement Service CostsInsurance
Future Stock  

Improvements
13p | 18p | 20p 22p | 19p | 21p26p | 19p | 31p 12p | 12p | 14p4p | 3p | 4p 23p | 29p | 10p

£1,143,537

£37,691,461

£955,433

£14,665

£603 £598

£324 £305

£7,876,245

£13,540

£1,959,093

£38,530,325

£215,000

£14,836

£12,605,531

£14,515

2018/2019
2019/2020

This information is an extract from New Gorbals Housing Association’s 2019/20 Annual Accounts

*2019

£1,405,679*vs.

FINANCE

BREAKDOWN OF £1.00 OF RENT

2018/2019
2019/2020
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DROP INTO THE OFFICE AT:
200 Crown Street, Gorbals, 
Glasgow, G5 9AY

GIVE US A CALL ON: 
0141 429 3900

EMAIL US AT: 
admin@newgorbalsha.org.uk

Help to improve your area by 
joining the Association. 
If you live in the Gorbals, you can join for a one-off 
payment of £1. 

Members can vote at our AGM, and be put forward for a 
place on our Management Committee. 

Contact us for an application form and help shape the 
future of our neighbourhood.

GET INVOLVED


