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1. INTRODUCTION  

About our Business Plan 

New Gorbals Housing Association (NGHA) is a community-controlled social landlord, with 

over 2,500 rented properties under management, and an ambitious programme of new-

build housing. We are an independent organisation, a registered charity, and do not trade 

for profit.  

 

We aim to provide high-quality housing, repairs and maintenance services, ensuring at the 

same time that our rent charges are as low as possible and affordable to people on low 

incomes.  

 

To maintain our service standards and deliver our new-build plans, the Association must 

plan and review our business and financial resources carefully, to ensure best possible 

outcomes for the organisation, our tenants and the local community. 

  

This is particularly important in the current climate, where the Covid pandemic has 

presented significant challenges for us all, with the fall-out, economic and otherwise, yet to 

be fully understood and assessed. The Covid crisis adds to other challenges that may 

affect many social landlords, including ramifications from the 2017 Grenfell tower tragedy, 

and heightened emphasis on fire safety in high-rise blocks. 

 

The Association’s last full Business Plan covered the three year period 2016 to 2019, and 

was supplemented via annual updates for 2017/18 and 2018/19.  

 

This new Business Plan will cover the 3 financial years 2021/22 to 2023/24. It takes 

account of changes in our operating environment, drawing on our knowledge and 

experience as at April 2021, and sets out clearly our strategic priorities and future plans 

spanning the next 3 years. These are supported by updated financial projections.  

 

Our Plan highlights the Association’s progress and achievements, our recent performance 

against key performance indicators for service delivery and value for money, and our 

latest targets. The Plan also identifies key risk issues and how we will address these. 

 

Going forward, we will monitor our plans and finances on a regular basis, as we hopefully 

move ahead to full service resumption post Covid lockdown and loosening of restrictions.  

Background to New Gorbals Housing Association 

In 2019, New Gorbals Housing Association was proud to celebrate our 30th anniversary.  

 

The Association was established in 1989 by a committee of local residents, and with the 

support of Glasgow City Council, to create new, high quality homes in a local community 

that had endured a series of unsuccessful housing redevelopments over generations, 

resulting in blight and dereliction.  
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From the outset, the Association has played a pivotal role in re-creating Gorbals as a 

successful and vibrant mixed tenure neighbourhood. The Association did not own a single 

property in 1989, but has subsequently grown – via our own new-build programme and 

through acquisition of existing housing stock from the Council and Scottish Homes - to 

now own and manage over 2,500 social rented properties across the Gorbals.   

 

The staff team has also grown, from just a single staff member in 1989 (who remains as 

our current Director), to over 100 staff, including our in-house maintenance team, located 

in the heart of the community with a newly built office in Crown St. 

 

As the organisation has grown, we have continued to set our rents at a level that ensures 

they remain affordable for the local community.  

 

This commitment has guided the Association’s decision, on an exceptional basis, to freeze 

rents and not apply any rent increase for the current financial year, 2021/22, recognising 

that the pandemic has had a serious impact on the finances of many of our tenants. For 

2021/22, the Association’s annual rental income receivable totals £11.58m.  

 

NGHA is a Registered Social Landlord, registered with and regulated by the Scottish 

Housing Regulator. We are also a registered charity, regulated by the Office of the 

Scottish Charity Regulator. 

Our purpose 

NGHA exists for the benefit of the local Gorbals community. Our primary focus over the 

years has been the on physical regeneration of the Gorbals, providing high quality, well-

designed new housing and environment.  

 

Much has been achieved, with private investment coming on the back of initial successes 

in building housing for social rent. However, some gap sites and development 

opportunities remain, and the Association is determined to see through the successful re-

development of the area to completion.  

 

At the same time, as a landlord of 2,500 tenanted properties, NGHA has a strong focus on 

providing the best possible service to tenants and housing applicants, and on keeping our 

housing stock well-maintained and in a good state of repair, with rents affordable to those 

in low pay.  

 

The Association also plays an important role in providing a competitively-priced property 

factoring service for over 1,800 privately owned properties throughout the Gorbals. NGHA  

is the landlord or factor of over 95% of the homes in the key Gorbals areas of 

Huchesontown and Laurieston. 

 

In recent years, as the local population has grown and stabilised via the new-build 

programme, NGHA has become increasingly involved in and committed to the wider social 

and economic regeneration of the Gorbals. The Association has successfully attracted 

significant external grant funding to support a range of local projects and activities and to 

fund related staff posts. 
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Local control 

The Association’s success is rooted in our status as a community-controlled housing 

association, and to the commitment of local people who serve on our volunteer 

Management Committee and make decisions with the best interests of the community at 

heart. This has enabled a truly grass roots approach to local regeneration.  

The Association’s Management Committee are democratically elected by our members, 

and accountable to the membership.  

Working closely with the staff team over the years, the Management Committee has had a 

huge influence on what has happened in the Gorbals. This includes:  

 deciding on re-development proposals;  

 setting design and quality standards and types and sizes of new-build housing;  

 selection of architects and all other professional consultants;  

 approving property improvements and maintenance programmes;  

 setting rents at affordable levels;  

 and driving our pursuit of wider regeneration ambitions including social, economic 

and environmental regeneration. 

Rental income raised by NGHA is spent only in the Gorbals, on management, 

maintenance of our housing stock and tenancy support services. Any rent increases are 

approved annually by the Association’s Management Committee who live locally, rather 

than by any external body. NGHA is committed to retaining this unique form of local 

control, and we will continue to focus exclusively on the wider Gorbals area, as defined in 

our Rules. 

Our business at a glance - 2021 

 

 

 

2,600 social 
rented properties 

annual rental 
income of 

£11.6m

7,746 repairs 
completed during 

20/21

factoring service 
for  1,886 private 

properties

average weekly 3 
apartment rent 

of £85.37

total private 
loans of £46.7m 

at April 21

£994k loan 
finance repaid 
during 20/21

3,250 applicants 
on our housing 
list at April 21

45% of all lets 
allocated for 

homelessness in 
20/21

39 in-house 
maintenance 

staff 
107 staff in total 

£1.39m spent on    
repairs

37 new-build 
houses on site at 

April 21

354 new-build 
houses planned 

over next 5 years

£550k spent on 
wider community 

regeneration in 
20/21 

Cash in bank 
£13.9m at April 

21
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2. OUR VISION AND VALUES 

New Gorbals Housing Association vision 

The Management Committee agreed the Association’s vision as set out in our 2016/19 

Business Plan, and it remains current: 

 

 To provide the highest possible quality housing, environment and services to 

all of our customers 

 

 

 To maximise our contribution to overall regeneration of the Gorbals, 

addressing wherever possible the needs of those in the community who are 

disadvantaged 

 

 

 

 

New Gorbals Housing Association values  

In the delivery of our vision, and in every aspect of our business, our behaviour will reflect 

our core values. We aim to be: 

 

 

 representative of, and accountable to, the local Gorbals community 

 

 

 open and accessible 

 

 

 fair and equitable, treating every individual with courtesy and respect 

 

 

 innovative and creative, working in partnership with others to 

achieve the best possible outcomes for our tenants and local 

community 

 

 

 customer-focused in delivering our services, to provide optimum quality 
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3. OUR GOVERNANCE ARRANGEMENTS  

Constitution and regulatory arrangements 

Established in 1989, New Gorbals Housing Association is: 

o constituted as a not-for profit Community Benefit Organisation, registered with 

the Financial Conduct Authority (FCA) 

o governed by a written constitution (our Rules) approved by our local 

membership and the FCA 

o led by a democratically-elected volunteer (unpaid) Management Committee, 

where tenants of the Association form a majority in line with our Rules, and 

with one-third of Committee standing down for re-election each year at our 

Annual General Meeting 

o a Registered Social Landlord regulated by the Scottish Housing Regulator  

o a Scottish Charity registered with the Office of the Scottish Charities Regulator 

Membership of the Association costs £1, and is open to people living in our area of 

operation. Members can attend and vote at general meetings, seek election to the 

Management Committee, and vote in the election of Committee members.  

Management Committee and Governance Structure 

NGHA is directly under the control of our voluntary Management Committee. The 

Committee is the Association’s governing body, with control over key decisions and 

strategic direction.  

Our Rules permit a Management Committee of a maximum of 18 members -  up to 15 

local members elected by the Association’s membership; and up to 3 additional members 

(who need not be local residents) who are appointed directly by the Committee as co-

optees, if this is deemed beneficial, e.g. to broaden skills and experience available within 

the Committee. 

Currently we have 12 Management Committee members (10 local elected members and 2 

x co-optees), all of whom contribute to the work of the Association and our sub-

committees. In addition, our Wider Action Sub-Committee has two co-opted community 

members.  

The Association’s office bearers, (Chair, Vice-Chair, and Secretary), are elected annually 

by the Management Committee. Our current office bearers, elected in September 2021, 

are: 

 

Chair:   Jean Miller  

Vice-Chair:  Kirsten Adams-McKenzie 

Secretary:  Iain McCreaddie 
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The Management Committee has established 6 sub-committees to which it delegates 

certain responsibilities.  

 

NGHA also operates a group structure, comprising the Association and one non-charitable 

subsidiary company, New Gorbals Property Management Ltd, and the Management 

Committee is the parent body in our group structure. 

 

New Gorbals Housing Association – Governance Structure 

 
Servicing of and support to the Management Committee is led by the Association’s 

Director, or in the absence of the Director, by the Depute Director. 

 

The Association’s sub-committees operate in accordance with arrangements and remits 

set out within the Association’s Standing Orders. 

Subsidiary Company New Gorbals Property Management Ltd (NGPM) 

NGHA’s wholly owned subsidiary company NGPM began trading in 2016. The company 

manages 69 properties that the Association own and built for “mid-market rent” to meet a 

requirement set by our grant provider Glasgow City Council. As a registered charity, the 

Association cannot currently manage this stock directly as it is a profit-making business. 

Therefore, NGPM manages the 69 properties on NGHA’s behalf under a lease agreement.  

 

The board of NGPM currently comprises three NGHA Management Committee members 

and two NGHA senior staff members.  

 

NGPM operates via an Intragroup Agreement with NGHA. The Association has 

constitutional and strategic control of the subsidiary, including powers to set group 

objectives, approve NGPM business plan, and appoint NGPM board. A Service Level 

Agreement between the two organisations is in place, under which NGHA staff team 

provide management services to NGPM. 

 

To date NGPM has generated an operating surplus annually, enabling transfer of gift-aid 

back to the group parent organisation, NGHA. 

Management 
Committee

Development
Finance and 

Admin

Property Services 
(Housing  

Management)

Property 
Services 

(Maintenance)
Wider Action

Audit Sub-
Committee

New Gorbals 
Property 

Management Ltd
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Committee Training and Development 

The Association has a Committee Member Induction Policy in place to support new 

members.  

 

Committee member appraisal reviews were introduced in 2015, led by the Association’s 

chair, with the latest round completed in late 2019. The review process provides an 

opportunity for committee members to consider the role and effectiveness of the 

Management Committee, as well as their own contribution and training requirements and 

preferences. The process provides valuable feedback and suggestions from members, 

and helps ensure that the Committee has a strong blend of skills and experience.  

 

The review process informs our Committee Development Plan, including a programme of 

in-house and external training sessions for committee, taking account of business plan 

priorities plus preferences and feedback from the committee member reviews.  

Senior Management Team  

The Management Committee delegates day-to-day running of the organisation and 

management of the staff to the Director, Fraser Stewart, who is supported by a senior 

management team: 

        

    New Gorbals Senior Management Team 

 

 

 

 

 

 

In addition to these reporting lines, NGHA’s Health &Safety Manager, Communications 

Co-ordinator and Community Co-ordinator (wider action) also report directly to the 

Director. 

 

The Depute Director has overall responsibility for the maintenance function as well as the 

housing service. The maintenance function includes 50 trades and landscaping 

operatives. NGHA’s two Maintenance Managers report directly to the Depute Director. 

Regulation 

As a Registered Social Landlord, NGHA is regulated by the Scottish Housing Regulator 

(SHR). We must comply with Standards of Governance and Financial Management set by 

SHR. 

 

 

Director 
Depute 

Director 

Head of 

Housing 

Head of 

Development 

Head of 

Finance 

Head of 

Corporate 

Development 
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SHR requires all social landlords to submit an Annual Assurance Statement to confirm 

compliance with these Standards and other regulatory requirements. The Association’s 

2020 Statement confirmed our compliance with requirements, as did our latest submission 

made in October 2021.  

 

SHR issued an annual Engagement Plan for NGHA on 31st March 2021. This confirms 

SHR’s assessment of our regulatory status as “compliant”. 

 

SHR also monitors the performance of all social landlords against Scottish Social Housing 

Charter indicators. NGHA submits an Annual Return to SHR on performance against 

Charter Indicators in May each year. NGHA takes account of SHR’s published data and 

analysis of landlord performance against Charter and financial indicators to regularly 

benchmark our own performance.  

 

As a registered charity, NGHA is regulated by the Office of the Scottish Charity Regulator 

(OSCR) and we also submit our Annual Accounts to OSCR. 

 

Our Annual Accounts are submitted to the relevant regulators – SHR, the Financial 

Conduct Authority and OSCR. 
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4.  Operating Context 

External Operating Environment 

The environment in which NGHA operates is continually changing. As part of our business 

planning process, we identify and assess external developments, and the impact these 

could have upon the Association.  

 

We also undertake a SWOT analysis, involving both staff and Committee, to assess the 

extent to which issues in our operating environment and issues internal to the business 

might represent real or potential strengths, weaknesses, opportunities or threats. 

 

The single-most significant recent threat to the organisation – the global coronavirus 

pandemic - descended upon the UK at speed, with severe, immediate impact. The virus 

posed a threat to our tenants, services, staff and finances. The financial response rolled 

out by Government, and its potential aftermath, may have implications for NGHA, and we 

will monitor developments closely. For now, our focus is on maintaining essential services, 

mainly via remote working, and extending normal services as soon as restrictions permit. 

 

In developing our Business Plan and shaping our priorities, NGHA also takes into account 

valuable feedback from our tenants and factored owners (see separate section on survey 

findings), and the views and policies of key stakeholder and partner organisations. 

Summary of current external issues and recent developments  

In reviewing our Business Plan, we identify significant issues and developments that may 

affect our organisation and the housing association sector generally: 

Economic/ Financial  

 UK fiscal policy - the UK fiscal response rolled out to address economic implications of the 
COVID-19 pandemic, is unprecedented and dramatic, overtaking Brexit in terms of 
significance for public finance.  

 

This, plus the financial fall-out around the globe, and financial recovery plans, could affect 
housing associations significantly e.g. changes to inflation and interest rates; rental income 
and rent affordability; pension deficit; and running costs. We will monitor the position and 
adjust our business plan as required.  

 

 Private finance - NGHA recognises that the pandemic and other major changes such as 
Brexit may impact on cost and availability of private finance. For now, our borrowing has not 
been negatively impacted, with 2 new facilities with THFC and Alia, approved in 2020, plus a 
facility with Unity Bank approved in March 2021. This ensures that we have funding in place 
for our flagship new-build re-provisioning programme. 
 

 Pension costs - NGHA regularly monitors its pension costs and liabilities. In light of 
significant increases in SHAPS defined benefit final salary contributions, the Association 
completed a staff consultation exercise in March 2020. NGHA decided to close the SHAPS 
final salary scheme with effect from 1st August 2020, and to open SHAPS Career Average 
Revalued Earnings (CARE) 70th Scheme, with SHAPS defined contribution options also 
available. The Association will continue to review all of its pension arrangements annually. 
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  Grant subsidy - our new-build plans rely on suitable levels of grant subsidy from Glasgow 
City Council, and we liaise closely with GCC to optimise our grant allocation and help deliver 
their housing objectives. NGHA has also secured subsidy support direct from the Scottish 
Government, linked to our plans to demolish the Caledonia Rd high-rise blocks and provide 
replacement new-build housing.  

 

In March 2021, the Scottish Government published its Housing to 2040 Strategy. Proposals 
include a target to build 100,000 affordable homes over 10 years (with 70% for social rent); 
new homes for social rent to be zero emission by 2026; and a common housing quality 
standard across all tenures. These issues will likely have cost implications, and it is critical 
that subsidy rates are sufficient to enable high quality new-build housing and continued 
affordability of rents. The Government has recently established a working group to consider 
subsidy issues, with influential participation by NGHA senior staff.  
 

  Local authority finance/services - we also engage with GCC where changes to their 
services could impact on the Association. Currently, we are concerned about changes GCC 
is introducing to its bulk uplift service, and potential negative impact on the neighbourhood, 
residents, and NGHA services. We are actively liaising with GCC on this issue. 

 

Political 
 

 Brexit - the UK withdrew from the  EU in January 2020, with a transition period then 
operating until end December 2020, at which point a new trade deal, agreed by the UK 
Government, came into effect. NGHA will closely monitor relevant impacts from the new 
arrangements with the EU, for instance relating to cost and supply of labour and materials 
 

 Scottish Parliamentary election May 2021 - the election outcome may impact upon 
delivery of current Government plans (e.g. in relation to housing supply) and generate new 
policy initiatives. A second independence referendum has been proposed by the current 
administration, and we will monitor relevant developments. 

 

  Powers / funding for Scotland - UK Government housing/ infrastructure expenditure may 
lead to “consequential” funding for Scotland; also, new benefits, due to come on stream via 
Social Security Scotland, could help maximise tenants’ income.  

 

We will monitor any changes to UK Welfare Reform/ Universal Credit, or further relevant 
powers for Scotland, e.g. if Housing Benefit is devolved. 
 

Social/ Demographic 

 

 Demographic change - GCC’s 2018 demographic projections estimated growth of between 
17,000 and 34,000 in the city’s population from 2014 and 2024; and projected a further 
increase of between 16,000 and 33,000 for 2024 to 2034, with assumptions on net migration 
levels a key variable.  
 

For 2024 to 2034, the number of elderly (age 65+) is projected to rise by around 2,400 per 
annum, with a small reduction in the number of children. This may have impacts for NGHA in 
terms of services and types of accommodation we provide.  
 

The UK’s departure from the EU may impact on population levels and net migration, 
potentially affecting demand for social housing.   
 

 Housing market - we monitor changes to housing supply and tenure in our surrounding 
area. This assists with longer-term planning to ensure our stock remains in high demand and 
continues to address need, and informs our approach to alternative tenure activity.  

 

 Poverty and impacts of Welfare Reform - NGHA is committed to do all we can to mitigate 
against poverty and exclusion. We have two full-time welfare rights staff, providing advice to 
tenants and residents, to help reduce rent arrears and maximise access to benefits. 
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From the initial March 2020 lockdown due to Covid, our housing services, welfare rights, 
repairs, and wider action staff teams have made a concerted effort to identify and assist 
local vulnerable households – providing food parcels and other vital support, optimising 
benefit payments, and securing sources of financial support.  
 

Prior to the pandemic, Universal Credit (UC) was increasingly problematic for tenants - 
particularly with delays in payments leading to tenant hardship and delayed rent payments. 
Currently, 22% of the Association’s tenants are on UC. The uplift to UC due to the 
pandemic, together with recent system improvements have had a positive impact, and 
NGHA will monitor developments going forward.  
 

NGHA recognises the importance of ensuring rents are affordable to low income households 
who are not entitled to welfare support for housing. We monitor our rental levels against 
those of other housing associations in the city as well as local private rent levels. Due to the 
financial pressures on such households due to the pandemic, the Association did not apply 
any increase in rents for 2021/22. 

Wider Regeneration 
 

 Community regeneration - wider regeneration of Gorbals to build a thriving community 
goes beyond housing, and is a core NGHA strategic aim. NGHA continues to pursue funding 
opportunities and partnerships to benefit tenants and local community, and to tackle poverty. 
Examples include our community breakfast initiative, school holiday programme, and local 
community support services provided during the pandemic, including several on-line events. 

 

 Physical and economic regeneration - working in close partnership with GCC, NGHA has 
secured funding of £1m from the Government’s Regeneration Capital Grant Fund. This will 
support a partnership initiative with Network Rail to undertake environmental improvements 
to Cleland Lane railway arches, improving pedestrian connections between neighbourhoods 
and converting a number of arches to provide commercial and community space. 

 

Legislative and Regulatory  
 

 Fire safety - following the Grenfell fire tragedy, NGHA took immediate action to review fire 
safety procedures and standards, with expert advice, to ensure a continued robust approach 
to mitigation of fire risk across our high-rise stock. we also reviewed our processes and 
procedures against the Government’s November 2019 guidance on fire safety in high-rise 
flats, and implemented an action plan for any changes or enhancements required. 

 

Post Grenfell, NGHA commissioned specialist fire engineers to review safety compliance of 
cladding materials for our high-rise stock. As a result of initial findings, further disruptive 
surveys were undertaken to 2 blocks, 305/341 Caledonia Rd, which had been over-clad by 
government housing agency Scottish Homes prior to their acquisition by NGHA. This led to 
additional safety and mitigation measures, in consultation with Scottish Fire and Rescue.  
 

In December 2020, having regard to feedback from our tenant consultation, and successful 
funding negotiations with Scottish Government, NGHA made the decision to clear and 
demolish both blocks and provide replacement new-build housing, in preference to 
expensive and disruptive cladding replacement works.  

 

NGHA has made significant progress in relation to the new requirement for heat and smoke 
alarms, and carbon monoxide monitors (installation timescale extended to February 2022); 
and will act upon the Government’s December 2020 announcement that sprinklers must be 
fitted in all social rented new-builds with from March 2021.  
 

 

 Homelessness: NGHA’s Allocation Policy was updated in 2019. It reaffirms our 
commitment to respond quickly to people in acute and urgent housing need, and to assist 
GCC to meet their statutory duties. 
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 Scottish Housing Regulator – New Regulatory Framework April 2019 – SHR’s new 
Framework requires social landlords to submit an Annual Assurance Statement to confirm 
compliance with regulatory requirements and standards. NGHA’s 2019 and 2020 
submissions confirmed compliance. Our October 2021 Statement confirms continued 
compliance, notwithstanding service delivery challenges arising from the pandemic. 

 

 Equalities and human rights - NGHA pays full regard to the general legislative duties 
applicable for registered social landlords, including in relevant policy areas such as housing 
allocations. We are aware that SHR is working with landlord representative organisations 
and other bodies to develop a guidance framework around equalities and human rights in 
social housing, including effective data collection. 

 

 Freedom of Information - the Government introduced legislation to extend Freedom of 
Information (FOI) to housing associations from October 2019. Application of FOI is limited to 
certain functions – homelessness, management of tenancies, and gipsy/traveller sites. 
NGHA has approved a FOI Policy and Guide to Information, with staff training undertaken on 
FOI responsibilities and management. 

 

 Fuel Poverty - the Government’s Fuel Poverty Act came into effect in July 2019, setting a 
target of no more than 5% of households in fuel poverty by 2040. NGHA will monitor 
developments and assess implications and opportunities for social landlords and tenants. 
 

Environmental 
 

 COVID-19 - this emerged as a serious issue across the UK in early 2020. NGHA has taken 
swift action to protect against the virus in the workplace, and to prioritise continuity of service 
delivery and safety of our tenants. As the situation has developed, we continue to pay full 
regard to government advice, and act in line with our Emergency Plan procedures. 
 

Our Committee has received regular reports throughout the pandemic on the impacts across 
NGHA, and actions taken – including housing, repairs and estate services delivery, health & 
safety and personal protective equipment, staffing, home working, rent arrears, financial 
performance, welfare advice/welfare checks, food deliveries and other support to tenants.  

  NGHA moved to resumption of a full repairs service from April 2021 as government      
restrictions eased, and recovery plans for the business are a major focus over 2021/22.  

 

 Energy efficiency - NGHA seeks to maximise local uptake and funding from Scottish and 
UK Government environmental/ energy initiatives and programmes. Most recently, we have 
applied to the Scottish Government Low Carbon Energy Capital Fund for funding £415k to 
meet 50% of the cost of ground source heat pumps for our Coliseum new-build project. 
 

NGHA has attained near 100% compliance with the Energy Efficiency Standard for Social 
Housing (EESSH). We will progress in accordance with the Government’s 2021 guidance for 
EESSH 2, which sets a target of all social housing to meet EPC Band B by 2032. 

 

 New-build standards - GCC has introduced a new “Gold Standard” for new-build housing. 
Most significantly, this includes new energy efficiency requirements under “Gold Aspect 1” 
(Part 6 of Building Regulations). NGHA co-commissioned research, along with other GWSF 
members, on cost implications of the Standard. This provided evidence that there would be 
an on-cost, and reinforced the case for increased grant funding from GCC. 

 

 Climate change and green agenda - NGHA’s updated strategic objectives make specific 
reference to a “greener” Gorbals, and we will take cognisance of new requirements and 
opportunities to reduce carbon emissions and improve the quality of the local environment.  

 

Recent developments include provision of eight electric car-charging points in the area, via 
£60k of funding from Energy Savings Trust, with installation (with a linked car club scheme) 
now recommenced. NGHA has also secured £110k funding from the Social Housing Fund 
for bike shelters and two bike repair stations, and again, installation work has recommenced. 
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Technology 
 

 Working arrangements - pandemic restrictions have led to a significant shift towards home 
working, assisted by technology. Restrictions remain in place for now, with our office closed 
to the public, and staff attendance limited to provision of essential services. We anticipate a 
progressive return to the workplace as restrictions ease, but recognise that there may be 
opportunities for and interest in greater flexibility in working patterns going forward. 
 

 Digital services - NGHA had prioritised use of technology to enhance our services to 
customers prior to the pandemic, investing in new I.T systems and staff training. Covid has 
necessitated greater use of technology to provide services remotely, and a wider range of 
media to support communication with tenants and owners. We recognise that there may be 
opportunities to explore as restrictions ease in terms of change in how we provide services 

 

 Cyber security – with the temporary shift to home working for many of our office-based 
staff, a broader range of digital services, increased threat of fraud, and a complex regulatory 
regime for data protection, NGHA recognises the importance of ensuring appropriate cyber 
security to protect the organisation, tenants and customers and staff.  

 

 

SWOT analysis (strengths, weaknesses, opportunities and threats) 

At our 2019 Business Planning Away Day, workshop sessions identified issues potentially 

impacting on NGHA’s strategic planning and how we operate going forward. This analysis, 

which pre-dated the COVID-19 outbreak, informs our forward planning and priorities: 

STRENGTHS OPPORTUNITIES 

 Community-based: shapes our culture and 
relationship with community 

 Accountable and transparent 

 Committee and staff have strong 
commitment and positive attitudes 

 Many of committee well known in 
community 

 Effective leadership 

 High quality housing stock 

 Tenants and community high expectations  

 Mixed community, we are at the heart of it 

 The city centre is on our doorstep 

 Big enough to do ambitious things, but still 
staying close to community 

 Open to working in partnership with others 

 Ambitious, tenacious in pursuing goals 

 Measured approach to taking risks   

 Inclusive - focus on wider community as 
well as tenants 

 Still have small number of local 
development opportunities: use them well 

 Continue shift to social and economic 
regeneration – e.g. modern apprentices, 
Cleland Bank, railway arches 

 Design of new office will promote more 
interaction between teams 

 Pursue efficiencies and continuous 
improvement (e.g. use of technology, in-
house services, review how we do things, 
procurement strategy, more ways of 
engaging with residents) 

 Develop new services to meet community 
needs and utilise new space (piazza, new 
and old office) 

 Make Gorbals a “destination” not just a 
place to stay 

 Build influence with partners and 
stakeholders, to achieve shared goals – 
e.g. relationships with Health Centre 
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WEAKNESSES THREATS 

 High % of our income comes from Housing 
Benefit/Universal Credit 
 

 Financial difficulty for tenants because of 
welfare changes, sanctions etc. 

 

 Communications on repairs are not always 
as good as they should be 

 

 Temporary posts: skills and knowledge are 
lost when people leave 

 

 Lack of political leadership on 
homelessness and asylum seekers 
 

 Left to pick up/pay for GCC services – 
increased community expectations of us 
 

 Not enough movement in housing list to 
respond to some types of need 
 

Car park by non-residents creates 
problems, and GCC response to this. 

 Impact of UC on future rent collection - 
risks for business, tenancy sustainment, 
maintenance standards, staff morale, our 
reputation 

 Possibility of future caps on rent increases 
e.g. when rent subsidy devolved – could 
jeopardise services, investment etc. 

 Continuation of austerity - further Council 
cuts and reductions in services 

 Reduced Scottish Government funding for 
new homes and lower subsidy after 2021? 

 Lack of new infrastructure (e.g. schools) to 
match housing renewal – threat to long-
term success 

 Loss of key staff members (through 
resignations or retirements) 

 Burden of regulation and risks this presents 

 

Subsequent to our Planning session, the COVID-19 pandemic presented additional 

challenges and potential threats to the business, These, and our related response and our 

recovery plans, alongside other issues identified via the SWOT analysis, have informed 

the Association’s strategy and priorities for 2021/22 and beyond. 

 

External Stakeholder and Partner Organisations 

Glasgow City Council and Glasgow Community Planning Partnership 

Within Gorbals our key public agency partners are the Glasgow Community Planning 

Partnership (GCPP) and its members organisations, including Glasgow City Council 

(GCC), the Glasgow City Health and Social Care Partnership, Police Scotland, Scottish 

Fire and Rescue, Glasgow Life and Jobs and Business Glasgow. Additionally, we will also 

work with a range of community agencies and Gorbals voluntary sector providers. 

 

At citywide level, NGHA has strong and positive relationships with Glasgow City Council in 

relation to its role as strategic housing and planning authority, which includes housing 

strategy, housing investment, homelessness, and housing benefit administration. Other 

services that are the responsibility of GCC -such as refuse collection, bulk uplift service, 

street lighting, street cleaning and landscaping – can impact on our housing stock and 

local environment, and we liaise with GCC as necessary to resolve any service issues. 

Thriving Places  

Thriving Places is a programme established by Glasgow Community Planning Partnership 

to tackle inequality, improve quality of life and improve local participation in decision-

making in 10 deprived areas across Glasgow. The initiative launched in Gorbals in 2013.  
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NGHA performs the lead role of community anchor organisation, employing a staff team 

via external funding to co-ordinate a wide range of activity, including community 

consultation/ participation events, community breakfasts and school holiday programmes. 

Recent highlights include 3 successful partnership funding bids to Government totalling 

£284k; 3880 food parcels, 4520 Social Bite meals, and 3245 breakfast packs delivered; 

over 200 households supported with fuel costs; 120 prescriptions delivered; and 360 

digital devices and internet connections purchased and distributed with training packages.  

 

NGHA also services the Gorbals Regeneration Group that oversees Thriving Places. The 

Group, which meets quarterly, comprises representatives of voluntary and public sector 

organisations, and is chaired by a local councillor. The Association has positive 

relationships and works closely with the diverse range of voluntary and community bodies 

to co-ordinate and better focus all partners’ efforts on the regeneration of the Gorbals, 

particularly priorities that have been identified by the Gorbals community. 

Scottish Government 

NGHA has worked closely with the Government, as key funding body, to secure grant 

funding for major projects that contribute to social, economic and physical regeneration.  

 

Recently, our engagement with Government has extended to direct grant funding for 

housing, to enable the Association to progress its preferred strategy of clearance, 

demolition and replacement housing for the Caledonia Rd high-rise blocks. NGHA is 

appreciative of the work and support of Government officials in helping to deliver a 

successful outcome to complex negotiations on the grant funding package for the project. 

This will ensure no detriment to our financial position due to adoption of a new-build 

solution, and will deliver the optimum housing outcomes for tenants. We will continue to 

work closely with the Government over the implementation of the project. 

 

Funders and Regulators 

NGHA’s main funders include Bank of Scotland, Nationwide, The Housing Finance 

Corporation and Affordable Housing Finance, with a variety of fixed and variable rate loan 

agreements in place. Over the past year, we have agreed two new facilities, with Alia and 

Unity Bank. We maintain close relationships with our funders, and carry out robust checks 

on an ongoing basis, to ensure compliance with loan covenants.  

 

Our main regulator is the Scottish Housing Regulator. We provide SHR with annual 

reports on performance and finances, and advise SHR of any Notifiable Events as they 

occur. This has included full updates on progress with fire safety measures undertaken at 

Caledonia Rd high-rise blocks, and plans for demolition and replacement of the blocks.  

Our business strategy seeks to take account of SHR guidance and priorities. These 

include an increasing focus on business planning, strong governance, financial 

performance and risk management, cost control, asset management and value for money.  
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In August 2020, SHR issued supplementary business planning advice, having regard to 

possible impacts of the COVID-19 pandemic, and we have taken cognisance of this within 

our business and financial planning. We are still in the midst of the pandemic, with impacts 

not yet known on key issues such as unemployment levels, possible reversion of 

Universal Credit payments to pre-pandemic levels, inflation rates, etc.. Therefore, we 

anticipate reviewing our Plan against SHR’s Covid business planning guidance in 2022, 

when recovery will hopefully be fully underway, with minimal restrictions in place. 

 

NGHA Tenants Panel 

The Association’s Tenants Panel provides valuable feedback and input on matters such 

as our Annual Charter Performance Report and annual rent reviews, and these have then 

been the subject of wider dissemination or consultation with all tenants. We are committed 

to supporting the Panel and extension of their work to other areas. 
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5.  SATISFACTION SURVEY FINDINGS 

NGHA conducts satisfaction surveys on a 3-yearly basis, to gain feedback on: 
 

 Satisfaction with our services and general performance 

 areas for improvement  

 preferences and priorities of tenants and owners on a range of issues.  
 

The results and information provided via the surveys assist NGHA performance 

assessment, and influence our development of policies and priorities.  

 

The Association commissioned full independent surveys in 2018, covering both tenant and 

factored owner satisfaction.  

 

These have now been updated, with fresh surveys arried out by an independent research 

company in August 2021, involved telephone interviews with a sample of 400 tenants 

(15% of total) and 211 factored owners (11% of total).  

 

Many questions in the 2021 surveys replicated those covered in our earlier 2018 survey, 

to enable us to measure change in performance. However, we recognise that the recent 

survey occurred in the midst of the COVID 19 pandemic, at a time where service levels 

were restricted, and our office closed to the public. Therefore, like-for-like comparison with 

our 2018 survey may be more limited in such circumstances. 

 

The Association took the opportunity include additional survey questions more directly 

related to the pandemic to gain feedback on our performance and key issues over the 

period of lockdown/ restrictions in service levels  

 

Findings from both tenant and owner surveys were generally very positive, and gave 

valuable feedback on service quality, priorities, communication and engagement. Results 

are summarised below. For comparison purposes, our 2018 survey results, and the 20/21 

Scottish housing association average, are included where available. 

Tenant satisfaction survey 2021 

The survey covered a diverse range of housing types, households/demographic groups, 

and the various housing neighbourhoods within our area of operation.  

Overall NGHA tenant satisfaction (those either very or fairly satisfied) in 2021 was 89%, 

just below the level reported in 2018, and equivalent with the 20/21 Scottish housing 

association average. For the seven indicators where comparison data is available, NGHA 

satisfaction levels exceeded the Scottish housing association average in six instances, the 

exception being repairs satisfaction, where NGHA 2021 independent survey indicates 

84% versus a Scottish average of 90%, and 86% in NGHA’s 2018 survey. 

Otherwise, satisfaction results were similar to 2018, or significantly improved, with 5 areas 

-  keeping tenants informed; rents as value for money; neighbourhood management; and 

close cleaning – all up by 6%; and satisfaction with concierge/ security service up by 14%: 
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TENANT SATISFACTION SURVEY 2021 % of tenants either very or fairly satisfied 

 

Survey question 

NGHA 

2018 

NGHA 

2021 

% change 

v 2018 

HA 

average 

20/21 

General     

1. Overall tenant satisfaction 

How satisfied are you with NGHA overall service?  
90% 89% -1% 89% 

2. Keeping tenants informed 

How good do you feel NGHA is at keeping you 

informed on services and decisions? 

91% 97% +6% 92% 

3. Opportunities to participate 

How satisfied are you with opportunities to 

participate in NGHA decision-making?  

93% 94% +1% 87% 

4. Repairs service 

Thinking about your most recent repair (in past 

year) how satisfied are you with NGHA service?  

86% 84% -2% 90% 

5. Quality of home 

How satisfied are you with quality of your home? 
87% 87% 

 no change 87% 

6. Rent representing value for money 

Do you think that your rent represents good value 

for money? 

82% 88% +6% 83% 

Questions specific to covid 19 pandemic     

7. Service during the Pandemic 

How satisfied are you with NGHA service during 

the COVID pandemic over the past year? 

N/A 91.6% N/A N/A 

8. Advice or support (e.g. food /welfare rights) 

Where advice or support was received from 

NGHA, how satisfied were you? 

N/A 94.2% N/A N/A 

Estate management     

9. Management of your neighbourhood 

How satisfied are you with NGHA management of 

your neighbourhood? 

88% 94% +6% 86% 

10.  Neighbourhood quality 

How satisfied are you with your neighbourhood as 

a place to live? 

92% 91% -1% N/A 

11. Close cleaning 

How satisfied are you with NGHA service? 
77% 83% +6% N/A 

12. Garden/ landscape maintenance 

How satisfied are you with NGHA service? 
N/A 81% N/A N/A 

13. Litter picking 

 How satisfied are you with NGHA service? 
N/A 88% N/A N/A 

14. Security/concierge service 

How satisfied are you with NGHA service? 
83% 97% +14% N/A 

         = increased satisfaction          = modest reduction in satisfaction    = more significant reduction 
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Factored owner satisfaction survey 2021 

Overall satisfaction with NGHA’s factoring service in 2021 was 74%, just below the level 

reported in 2018, but significantly higher than the 20/21 average of 65% reported by 

Scottish housing associations. 

 

Scope for like for like comparison is limited due to some changes in survey questions 

between 2018 and 2021 surveys. Where data is available, this shows a significant 

increase in satisfaction with the close cleaning service, up 9%, but a significant reduction 

of 5% in satisfaction with the landscaping service, though both services were adversely 

affected by the COVID pandemic. 

OWNER SATISFACTION SURVEY 2021 % owners either very or fairly satisfied 

 Survey question 
NGHA 

2018 

NGHA 

2021 

% 

change  

v 2018 

Scottish 

HA 

Average 

General     

1. Overall satisfaction 

How satisfied are you with NGHA overall factoring 

service? 

75% 
 

74% -1% 65% 

2. Communication 

How good is NGHA at keeping you informed 

about services and decisions? 

N/A 

 
90% N/A N/A 

3. Factoring charges 

Do you think your factoring charges represent 

good value for money? 

63% 
 

62% -1% N/A 

Question specific to the covid 19 pandemic     

4. Service during the Pandemic 

How satisfied are you with NGHA service during 

the covid pandemic over the past year? 

N/A 

 
69% N/A N/A 

Estate Management     

Management of your neighbourhood 

How satisfied are you with NGHA’s contribution to 

management of your neighbourhood? 

N/A 

 
84% N/A N/A 

Neighbourhood quality 

How satisfied are you with your neighbourhood as 

a place to live? 

N/A 

 
85% N/A N/A 

5. Close cleaning 

How satisfied are you with NGHA service? 
68% 77% +9% N/A 

6. Garden/landscape maintenance 

How satisfied are you with NGHA service? 
81% 76% -5% N/A 

7. Litter picking 

 How satisfied are you with NGHA service? 
N/A 77% N/A N/A 

8. Security/concierge service 

How satisfied are you with NGHA service? 
N/A 71% N/A N/A 

         = increased satisfaction         = modest reduction in satisfaction  = more significant reduction 
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Additional survey feedback 

Survey participants who were not very/fairly satisfied with satisfaction were asked follow-
on questions, providing valuable feedback on reasons for dissatisfaction. We also sought 
feedback from all tenants and owners participating in the survey - to help inform our 
approach, and to identify areas for prioritisation and improvement. This involved a mix of 
open-ended questions and some questions offering a menu of choices: 

FEEDBACK QUESTIONS - TENANT AND OWNER SURVEYS  2021 

Survey question 
Top 3 x responses 2021 survey feedback 

TENANTS OWNERS 

1. Communication 
How do you prefer NGHA to 
keep you informed about 
services generally?  
 
How do you prefer to 
communicate with NGHA? 
 

 

 Letter                             59% 

 Newsletter                     53% 

 Email                             18% 

   N/A 

 

  Letter                        48% 

  Newsletter                44% 

  Email                        34% 
 

  Telephone                74% 

   Email                       35% 

  Text                            3% 

2. Tenant/owner participation  
Are you aware of participation 
opportunities? 
 
Are you interested in 
participation opportunities? 
 
 

What, if anything, stops you 
becoming more involved? 

 

 Resident group             47% 

 NGHA Committee         46% 

 Satisfaction surveys      44% 
 

 Not interested               64% 

 Satisfaction surveys     25% 

 Resident group             14% 
 

 Not interested              42% 

 Health/disability            20% 

 Work commitments      12% 

 

  Resident group         46% 

  Not aware                 44% 

  Focus groups            27% 
 

 Not interested            69% 

 Resident group          16% 

 Satisfaction surveys   11% 
 

 Not interested            39% 

 Work commitments    20% 

 Health/disability          15% 

3. Service priorities 
What is most important to you 
as a tenant of NGHA? 
 

 

 Good repairs service        93% 

 Well kept neighbourhood 91% 

 Good standard of home   90% 

 
N/A 

4. Service quality 
On overall service, what do you 
think NGHA does best? 

 
 
What could NGHA do to 
improve overall service? 
 

 

 Repair/maintenance       24% 

 Don’t know                     20% 

 Good overall service      13% 
 

 Don’t know                     20% 

 Communicate better        7% 

 Improve repairs service    6% 

 

 Don’t know                   24% 

 Landscaping/upkeep   17% 

 Good overall service    11% 
 

 Don’t know                   23% 

 Nothing                        15% 

 Landscaping/upkeep   10% 

 
Taking satisfaction survey results forward 
 

2018 surveys 
Various action points arising from our 2018 surveys were progressed over 2019. However, 
the pandemic led to delays in taking forward all of the proposals for improvement.  
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The 2021 surveys supersede these earlier surveys to some extent, though the 2018 
surveys provide useful trend information, and include a number of questions not replicated 
in the 2021 surveys. These include: 
                                                                                                                                              

Tenant Survey 2018 

 Satisfaction question  % satisfied 

Helpfulness of staff 91% 

Feedback questions 

Use of internet or mobile apps 
     None                    58%* 
     By smartphone    32% 
     By tablet              22% 
*though 84% of under 25s used apps or internet 

Aware of NGHA welfare advice service 
          Yes                91% 

Interest in consultation topics 
   None                                                 58% 
   Plans for modernisation                    36% 
   NGHA anti-social behaviour role      32% 
   NGHA estate management              31% 

    

These 2018 results and feedback will inform an Action Plan together with the 2021 results. 
  

Key Issues for action 

Repairs: the 2021 survey indicates a satisfaction level of 84%, based on 224 responses ( 
equating to 9% of all tenants) to a question about their last repair completed in the 
previous. The 84% satisfaction rate reflects a reduction of 2% from the 2018 satisfaction 
rate of 86%. 
 
In the 2021 independent survey, 36 of the 224 tenants -1 in 6 - were not satisfied.  
 
The 2018 and 2021 surveys identify similar issues where tenants were not satisfied: 
 

 Poor quality of workmanship/ trying to fix rather than replace 

 Job incomplete/ongoing problem 

 Repair timescale 
 

For both the 2018 and 2021 surveys, results diverge significantly from higher satisfaction 
levels from in-house repairs surveys, as reported via NGHA Annual Return on Charter: 
 

ARC Return 18/19 (10,002 repairs) - 96.7% satisfied (34 of 1,732 repairs surveyed unsatisfactory) 

ARC Return 19/20 (9,402 repairs) - 99.1% satisfied (43 of 4,713 repairs surveyed unsatisfactory) 

ARC Return 20/21 (6,554 repairs) - 99.5% satisfied (8 of 1,695 repairs surveyed unsatisfactory) 

 
In the 2021 independent survey, 1 in 6 tenants responding were not satisfied with repairs. 
In contrast, our 20/21 ARC survey data indicates that 1 in 211 repairs was viewed as 
unsatisfactory.  
 
We will examine this disparity with the independent satisfaction survey findings. Our more 
extensive in-house data is gathered nearer to repair completion date, so may not be 
exactly comparable (e.g. problems emerging post survey may not be taken into account). 
We will take appropriate action, should change be required to repair standards or data 
collection methods.  

Owner survey 2018 

Satisfaction questions % satisfied 

Insurance claims 91% 

Bill payment methods 97% 

Bill easy to understand 91% 

Bill charges reflect deeds 88% 

Making contact with staff 81% 

Helpfulness of staff 92% 

Staff skills/knowledge 91% 

External repairs/ 
maintenance 

81% 

Internal common repairs 83% 
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Estate Management: NGHA has already taken steps to improve the close cleaning 
service, as is likely reflected in these most recent survey results. Latest proposals will 
involve close monitoring of the contract and regular liaison with contract managers. 
 
Our landscaping service undoubtedly suffered during the pandemic, with recovery plans 
now actively implemented. A review of service standards is planned, together with 
development of quality control measures and augmented staff training. 
 
Bulk uplift has been a major issue recently. Glasgow City Council restricted the service 
during the pandemic, and now plan to withdraw the free service. NGHA’s 2021 satisfaction 
surveys included a question relating to GCC’s services - bin collection (84% tenants and 
68% owners satisfied); and bulk uplift (89% tenants and 71% owners satisfied). NGHA is 
likely to take over the bulk service from GCC, introducing a charge to cover costs. The 
survey data therefore provides a useful benchmark for NGHA going forward.  
 
Communication: going forward, in seeking feedback, NGHA is keen to make a clearer 
distinction between different types of communication and participation, to gain a better 
understanding of tenant/ customer preferences. In 2022/23, we intend to undertake some 
further survey work specifically on communications to assist with this.  
 
The Association is also aware that our 2021 satisfaction surveys were carried out 
exclusively by telephone, which may have had some impact on the results. Going forward, 
we will explore use of a wider range of participation methods, including face to face (not a 
realistic option for 2021 due to the pandemic), digital and paper-based.  
 
Survey results have been positive in terms of NGHA keeping tenant informed, and 
communication methods we use – mainly letter and newsletter, However, we will look to 
expand the range of options available, for instance by making newsletters available 
electronically where preferred. Survey results are also very positive in terms of 
opportunities for involvement in NGHA decision-making processes, although better 
promotion of opportunities by NGHA was suggested to improve awareness and 
participation levels. To progress this, we will review our Tenant Participation and 
Engagement Strategy to take account of survey feedback. We will also develop a strategic 
plan to promote opportunities. 
 
Our Action Plan will cover all relevant issues, with progress overseen by our Property 
Management Sub-Committees, and by Management Committee. 
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6. PERFORMANCE REVIEW  

Report card - progress since our 2016/19 Business Plan 

Our 2016/19 Business Plan highlighted major priorities to be progressed over the Plan 

period. The position for these 3 years on, in 2019/20, is highlighted below: 

Strategic Objective 1 – complete the physical regeneration of the Gorbals 

Priority Progress/Comment 

Complete Laurieston 1A and 1B Completed 

Site start Parish Church site (Lauriestion 1C) Completed 2018, shared equity sold 

Complete Crown St regeneration Sandiefield + piazza complete 2019. 
Northgate site worked up 

Complete investment programme for Riverside 
MSFs (concierge station, corridors, foyers) 

Deferred - delayed until after completion 
of district heating project 

Promote environmental improvement, transport and 
economic development for key locations 

Grant application submitted for arches 
and adjoining land. Grant approved 2020 

Progress other identified site opportunities Coliseum site acquired, further 
opportunities being progressed 

 

Strategic Objective 2 – maintain affordability of rents and support tenants to deal with 

welfare cuts and high cost of energy 

Priority Progress/Comment 

Obtain and assess feedback on rent affordability   Tenant surveys carried out for annual 
rent increase and findings reported to MC 

Regularly test affordability for different house types 
and compare rents with peer HAs etc. 

  Rent benchmarking undertaken 
annually. Analysis by house type to follow 

Install district heating and additional wall insulation 
to Riverside MSFs 

 Completed 2019 

Convert electric storage to gas boilers in Silverfir Ct    
Provide advice and education for home energy 
efficiencies 

  G-heat commissioned to provide advice 
for district heating project 

Advise and support tenants adversely affected by 
Welfare Reform measures 

   

Help safeguard household incomes and manage 
risks to NGHA rental streams 

 

 

Strategic Objective 3 – provide high quality, value for money services, and manage 

our assets effectively 

Priority Progress/Comment 

Deliver Housing Options service to maximise 
choices for new tenants 

 

Introduce Housing Options for older people and 
contribute to multi-agency initiative to improve 
homeless referrals process 

 

Complete 100% stock condition survey and 
develop revised asset management strategy 

part 

Spending review for repairs and maintenance  part repairs service taken in-house 

Undertake spending review for close cleaning and 
estate based services  

part – contract for close cleaning 
procured. Review of estate services  

Analyse 2016 benchmarking data to identify 
priority areas for development/improvement 

 benchmarking undertaken annually and 
arrears identified as improvement priority 
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Strategic Objective 4 – strengthen our engagement and communication with tenants 

and the wider community 

Priority Progress/Comment 

Develop and implement Communications Strategy, 
update website and increase social media presence 

part - corporate communications function 
embedded 

Implement priority actions from 2015 tenant 
satisfaction survey 

  

Complete NGHA re-branding exercise 
 

part 

Review and update Tenant Participation Strategy Strategy approved 2019. Sub-committee 
to monitor Action Plan 

Review complaints handling procedure  Complete 
 

 

Strategic Objective 5 – make Gorbals a Thriving Place 

Priority Progress/Comment 

Implement year 1 of high-intensity, sustained 
programme of community engagement 

 

Establish wider action committee to oversee 
NGHA involvement in Thriving Places activity 

 

Maintain excellent partnership working with others 
involved in Thriving Places 

 

Take lead role in Gorbals Regeneration Group as 
hub organisation for Thriving Places 

 

 

Strategic Objective 6 - ensure NGHA is cost-effective and well-managed, achieving 

high standards of governance, financial probity and competence 

Priority Progress/Comment 

Maintain compliance with all loan covenants Full compliance maintained 

Complete review of governance policies and 
implement procedures for compliance 

Governance policies updated and 
procedures developed 

Review methods for committee/senior staff 
communication, and internal staff communication  

 Ongoing. New sub-committee bulletin and 
staff bulletin introduced 

Conduct annual committee member reviews and 
implement committee Development Plan 

3 x rounds of MC reviews completed 

Provide support to Committee members via 
training and other development opportunities 

 Ongoing. MC Business Planning Away 
Days and annual committee review in place  

Review staffing and structures on ongoing basis  Ongoing. Management resource 
increased to support new in-house 
maintenance service 

Provide support services to subsidiary NGPM 
 

Group/service level agreements in place 

Appoint internal auditor and approve audit plan  Auditor appointed, annual Audit Plan  
Review costs/affordability of pensions schemes 
and implement auto-enrolment  

 Committee receive reports on pensions. 
Staff consultation March 2020  

Integrate new asset management software with 
NGHA’s repairs and financial systems 

  New software operational  
 

Improve efficiency of systems and processes for 
invoicing, payments and accounting 

 New software operational 

Review procurement policy and procedures v 
procurement legislation and 2016 regulations 

part. Interim Procurement Policy approved 
October 2019 
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Invariably, unforeseen new challenges and opportunities emerged subsequent to approval 

to the original Plan in 2016. These have mostly been captured via annual Business Plan 

updates, and include taking our repairs service in-house, withdrawal of funding support for 

sheltered housing, MSF fire safety, funding for “buy-backs” and new regulatory regime 

Out-turn Performance 2018/19 to 2020/21 
 

Key highlights and achievements over 3 years 18/19 to 20/21 

Looking beyond key priorities identified in the 2016 to 2019 Business Plan, subsequent 
priorities and achievements, over the 3 financial years 18/19, 19/20 and 20/21, include:  
 

Year  Priority  

2018/19  New-build - Cumberland St and Sandiefield housing projects completed 
 

 Riverside district heating project - intensive contract management and 

tenant liaison implemented; resources committed for energy advice 
 

 High rise fire safety - engineers commissioned to assess MSF fire risk; 

action plan implemented, including new fire doors at Riverside 
 

 “Buy back” properties - 7 purchased with 100% grant funding of £970k  
 

 Tenant and owner satisfaction survey - updated surveys completed, 

action plan to be developed 
 

 Sheltered housing - consultation on service change completed; new 

Livingwell service and alarm arrangements in place 
 

 Borrowing facility - loan finance of £1m secured for modernisation works 
 

 New technology – new repairs software commissioned 
 

 Health & Safety - Manager in post; H&S Framework / Policy approved 
 

 General Data Protection Regulation - policies and procedures in place 

to meet new GDPR requirements 
 

 Wider role funding – £24k grant (Local Resilience Pockets & Prospects) 

for community breakfast and other food initiatives over 2 years 
 

 Governance - Standing Orders and key governance policies reviewed 

2019/20 
 

 NGHA 30th anniversary – successful event combined with Sandifield 
opening by First Minister 
 

 Office - move to new office premises completed  
 

 Environment - completion of new piazza 
 

 Caledonia Rd MSFs - option appraisal undertaken and detailed 
negotiations opened with Government on funding package 

 

 Riverside District Heating - contract complete 
 

 Allocation Policy - review complete 
  

 Tenant Participation Strategy - update complete, action plan to follow 
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Year  Priority  
 Freedom of Information - new policies and procedures in place 
 

 Annual Assurance Statement - submitted to SHR, confirming compliant 
 

 Close cleaning contract – new contract procured 
 

 Equality Policy - new policy approved, action plan to follow 
 

2020/21 
 

 Covid pandemic - extensive arrangements put in place and actions 
undertaken in response to the pandemic  

o Home working maximised, office closed to public and restricted to 
low number of essential staff, with safety protocols in place 
 

o Staff furlough arrangements put in place 
 

o Services restricted to emergency repairs. Gas servicing (100% 
compliance) and other safety works, and estate/concierge service 

 

o Tenant support services provided, including food parcels and 
income maximisation 

 

o Expanded range of communications introduced, including 
information for tenants and owners; extensive reporting to 
Management Committee; and internal staff communication 
 

 Caledonia Rd MSFs 
o Scottish Government grant funding package secured  

 

o tenant consultation exercise successfully completed 
 

o approval of clearance, demolition and re-provisioning proposals 
  

o Re-housing Plan approved and underway 
 

o Installation of fire detection and notification system completed  
 

 Urban Union Laurieston - £2.8m purchase of 11 new-build properties to 
support Caledonia Rd re-housing, with 72% of cost funded by grant 
 

 Northgate new-build - tender approved, with September 2020 site start  
 

 Review of SHAPS pension arrangements - closure of final salary 
scheme from July 20 and alternative, more affordable, options put in place 

 

 Rent increase - rent freeze across all stock approved for 2021/22 
 

 Borrowing facilities – £13.7m loan finance secured via 3 facilities- 
£7.2m from THFC; £3.5m from Alia and £3m from Unity Bank. Funding 
will mainly to support the new-build re-provisioning programme 

 

 Buy-backs - 14 properties acquired at cost of £1.5m, 100% grant funded; 
works of £336k completed, with 40% of cost grant funded 

 

 Riverside Lift renewal - lift works substantially completed by March 21 
 

 Financial delegations - review completed 
 

 Stock valuation - update valuation completed 
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Annual Return on Charter (ARC) Key Performance Indicators 18/19 to 20/21 

NGHA measures annual out-turn against key performance indicators (KPIs)for social 

landlords set by the Scottish Housing Regulator. The table below shows NGHA 

performance over 3 years: 

 

NGHA out-turn performance v key performance indicators over 3 years 

ARC Performance Indicator 18/19 19/20 20/21 

Current tenant arrears 3.8% 4.5% 3.7% 

Gross arrears (incl. former tenants) 5.2% 6% 4.97% 

Annual rent loss due to void 0.28% 0.44% 0.4% 

Stock vacancies (turnover) 8.1% 9.5% 4.5% 

Average re-let timescale 16.6 days 18.7 days 33.9 days 

% of lets to homelessness 

(as % of total lets) 

48 
 

(24%) 

86 
 

(35.7%) 

49 
 

(45%) 

Tenancy offers refused 33% 23.5% 25% 

Tenancies sustained >  1 year 94% 89.9% 94% 

Evictions per 1000 houses 2.4 2.4 0 

Anti-social cases resolved in target time 

Total cases reported 

96.8% 

31 cases 

83% 

55 cases 

57% 

14 cases 

Emergency repairs timescale 2 hours 1.5 hours 1.53 hours 

Non-emergency repairs timescale 4.9 days 4.9 days 3.35 days 

Repairs competed right first time 96.4% 98% 95% 

Stock meeting SHQS 
 

SHQS compliance excl. exemptions  

90% 
 

99.6% 

      90.1% 
 

99.7% 

90.3% 
 

99.7% 

Gas certificate within anniversary 100% 100% 100% 

Adaptations applications completed 

 Average timescale to complete  

59               
(70% of  total) 

27.6 days 

22 
(86% of total) 

20 days 

22 
(49% of total) 

74 days 

Stock meeting SHQS 
 

SHQS compliance excl. exemptions  

90% 
 

99.6% 

90.1% 
 

99.7% 

90.3% 
 

99.7% 

Complaints received 

% complaints responded to in timescale 

143 

95% 

150 

99% 

57 

96.5% 

Overall tenants satisfaction 90.2% 90.2% 90.2% 

Owner satisfaction 74.5% 74.5% 74.5% 
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  Our 2020/21 performance differed from earlier years due to impact of the pandemic on 

out-turn performance. This was particularly true for volumes of tenancy terminations and 

allocations, both of which were significantly down. For allocations we were able to make, a 

higher proportion than usual related to homelessness, and properties took significantly 

longer to let on average, due to government restrictions and safety protocols. 

 

The volume of emergency repairs, at 1,192 repairs, was down 11% from 19/20, though we 

maintained our previous good performance average completion timescale of 1.5 hours. 

We completed a total of 6,554 non-emergency repairs, down 30% from 19/20, achieving 

an average completion timescale of 3.3 days, which improved upon 4.9 days for 19/20.  

 

We maintained 100% gas safety compliance throughout 20/21, similar to previous years. 

 

The exceptional circumstances that applied throughout 20/21 have limited the scope for 

like for like comparison with previous years. However, arrears was an area where we 

achieved a significant improvement, with gross arrears out-turn of 4.97% of annual rental 

income. This compares with 6% for 19/20, equating to a 17% improvement. We carefully 

monitored and managed arrears during the pandemic, with efforts made by housing 

services staff and welfare rights staff to maximise benefits and other financial assistance 

for tenants. We aim to continue to improve arrears performance over 21/22.  

 

Benchmarking our Annual Return on Charter performance 

NGHA benchmarks performance on key indicators against 14 other Glasgow-based 

associations with the largest stock, ranging in size from Govan HA with 1,630 units to 

GHA with 39,400 units. The group includes associations that, in common with NGHA, 

have a sizeable proportion of high-rise flats (GHA, Queens Cross, Southside, Maryhill, and 

North Glasgow HAs). 

 

Management Committee receives detailed reports on ARC performance. Over the 

pandemic period, Committee has also received regular benchmarking reports comparing 

our monthly or quarterly performance with that of the other large Glasgow-based HAs, for 

a more limited range of indicators for which SHR has introduced social landlord reporting. 

 

Benchmarking on ARC data is supplemented by assessment of our performance for a 

range of financial indicators, using key data published by SHR from housing association 

annual accounts.  
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7.  STRATEGIC PLANNING AND OBJECTIVES 
 

Our Strategic Planning Process 

NGHA currently plans on the basis of a 3 year Business Plan, based an in-depth, 

comprehensive review of strategy and priorities. We generally carry out an annual review 

and update of the Plan to take account of performance and progress over each financial 

year plus external or internal changes in our operating environment that could have an 

impact on the business. There was no update last year due to the pandemic.  

In recent years, Committee has held an annual Away Day, attended by the senior staff 

team to review progress, our operating environment, and to confirm strategic direction and 

key priorities. Again, due to the pandemic, the last away day occurred in August 2019. 

Away Day discussions take account of information on out-turn performance and 

benchmarking; SWOT analysis; tenant feedback via satisfaction survey findings; 

consultation responses and Tenants Panel feedback; and views of strategic partners and 

funders. The Business Plan is developed to take account of Away Day outcomes, 

identifying key priorities and financial plans.  

An Annual Resource Plan, attached as an Appendix, accompanies the Business Plan to 

set out in more detail the various tasks and priorities to be progressed, target timescales 

and lead personnel. Out-turn performance is then reviewed prior to the next Plan Update. 

 

Business Planning Away Day 2019 

Our August 2019 event was facilitated by an experienced independent consultant, and 

was structured to allow debate and discussion around the following: 
 

 SWOT analysis (strengths, weaknesses, 

opportunities and threats): workshop 

sessions, with a focus on NGHA’s own 

activities and business plus local operating 

context (the main outcomes are summarised 

in section 5 of this Plan) 
 

 Review session: presentation on major 

milestones and achievements to date, 

overview of performance, plus summary of 

current agenda and challenges 

 

 NGHA - Fit for the future?: workshop 

session, to discuss how NGHA may change 

over the next 5 years and how NGHA might prepare for possible changes ahead 
 

 NGHA priorities for the next 3 years – discussion to identify what our key 

priorities should be, covering essential “must do’s” and useful “like to do’s” 
 

 NGHA strategic objectives – discussion on whether any changes required in light 

of the Away Day discussions 

Annual business 
Planning  event

Agree  strategic 
objectives 

Review/update 
Business plan 

Monitor progress 
via Committees

Review 
Performance
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Review of NGHA Vision and Strategic Objectives 

At our Away Day, Committee reviewed strategic direction of NGHA, together with the 6 

strategic objectives that have underpinned our business plan since 2016. Committee 

agreed that our strategic vision continues to be relevant and remains unaltered: 
 

 

 

 

 

 

 

 
 

There was consensus that our 6 strategic objectives, through which we aim to deliver our 

vision, remain valid and appropriate, with minor modification (as highlighted) suggested for 

objectives 1 and 5, to reflect Management Committee’s recognition of: 

 potential opportunities to extend our development role to other neighbourhoods in 

our agreed area of operation (to North Laurieston and Tradeston). This is subject to 

financial feasibility, with our core neighbourhoods remaining the over-riding priority.  
 

 growing awareness and technological development in relation to the green agenda, 

and the potential  for NGHA to make a positive contribution as a landlord, employer 

and regeneration agent, to improve the local environment and reduce emissions 

NGHA STRATEGIC OBJECTIVES 2021/22 TO 2023/24 

Objective 1 

Complete, and where feasible, extend the physical regeneration of the 
Gorbals 

Objective 2 

Keep rents affordable and support tenants in dealing with welfare cuts and 
high cost of energy 

Objective 3 

Provide high quality, value for money services, and manage our assets 
effectively 

Objective 4 

Strengthen our engagement and communication with tenants and the wider 
community, giving priority to tackling loneliness and isolation and impact on 
mental health 

Objective 5 

Make Gorbals a thriving, greener place, with a comprehensive NGHA 
approach to sustainability 

Objective 6 

Ensure NGHA is cost-effective and well-managed, with high standards of 
governance, financial probity and competence 

 

 To provide the highest possible quality housing, environment and 

services to all of our customers 
 

 To maximise our contribution to overall regeneration of the 

Gorbals, addressing wherever possible the needs of those in the 

community who are disadvantaged 
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Short to medium term strategic direction – other key issues discussed at Away Day 

Our 2019 Away Day included a scenario planning workshop, “Fit for the Future?”, where 

Committee and staff considered how the business might change over the next 5 years, 

and how we might respond to changes or challenges ahead. Issues considered included: 

                Scenario Planning Discussion Questions 
1. Will NGHA still be a fully independent community-controlled organisation? 

Will our area of operation still be the same? 
 

Resolute commitment to remain fully independent. Extension of activity to wider 
Laurieston area already identified. View to be taken as other opportunities arise 

2. Will the profile of the people that NGHA houses be different? 

     Possible increase in level of younger people, BME residents and asylum seekers,    
and homelessness. Limited scope for changing existing housing mix via 
development programme; possible increase in private letting. Likely demand for 
dementia friendly and older people’s housing and services. 

3. Will tenants’ needs and expectations change?  Will tenants look for more 
ways to communicate or access services?  What about vulnerable tenants? 

     Likely increase in demand for digital access; consider customer profiling study to 
get better information on our tenants; build on exiting digital services; promote 
more tenant engagement and involvement 

4. Will partnerships with other agencies be different? (e.g. homelessness, 
health and social care) 

Need to capture work we are doing on tenancy sustainment and working with 
vulnerable tenants; local service provision helps, but needs to be properly 
resourced by Health & Social Care Partnership 

5. Will it be more or less challenging to invest in tenants’ homes? 

     Challenges ahead may include: new energy efficiency and other standards; 
growth in demand for adapted housing; increasing tenant expectations. Need to 
future proof our investment as far as feasible e.g. sustainability of gas heating. 
Explore potential new external funding streams e.g. linked to energy efficiency 

6. Will the Association still be building new homes? 

With sufficient funding and security, the existing programme can be completed 
within next 5 years or so; other opportunities can be developed subject to 
availability of grant, security and borrowing 

7. What will NGHA’s financial profile be like?  Any new pressures or risks? 

Access to funding vital to support development and wider role activity. Universal 
Credit may create more financial pressure without significant reform. Economic 
fall-out of Brexit may impact on e.g. inflation, interest rates, construction costs) 

8. Will rents still be affordable? 

NGHA is committed to maintaining rents at an affordable level, and our strategy 
must be built around this. Recognition that rent increases impact significantly on 
the working poor and we must guard against this as much as possible. 

9. What part will NGHA play in community engagement and regeneration?  
How can we link this to mainstream activity e.g. tenancy sustainment? 

       External funding is key, otherwise difficult decisions may be needed about the    
continuation of some services. NGHA community anchor role is bringing positive 
benefits to the community. NGHA must continue to maximize external funding 
for wider role activity that is not part of our core landlord services 
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Short to medium term strategic direction – other relevant issues 

All of the above strategic business planning discussions pre-dated two hugely significant 

issues that emerged after August 2019, with major implications for the Association at least 

in terms of short to medium term strategy: 

1) The COVID-19 pandemic, which was first the subject of a major, urgent report to 

Management Committee at the end of January 2020.  

 

Some of the longer term issues identified and discussed at the Away Day came into 

sharper focus unexpectedly, due to the pandemic, including:  

 

o the added value of our wider action team in providing vital support to 

vulnerable tenants, fully supported by housing services and repair and 

maintenance staff;  
 

o looking at different ways of communicating with and providing 

services to tenants, that became a reality as our office closed to the 

public and electronic working from home became the norm for most 

office-based staff;  
 

o measures introduced to maintain essential repairs, keeping tenants 

and staff safe.  

 

2) Fire safety issues at 305 and 341 Caledonia Rd high-rise blocks, which 

emerged later in 2019 and led to a implementation of comprehensive range of 

safety measures, and an in-principle decision by Committee in December 2020, to 

support a clearance, demolition and new-build re-provisioning strategy as an 

alternative to removal and replacement of cladding.  

The Committee’s preferred strategy was contingent upon tenants support and 

satisfactory a funding package being secured from the Scottish Government, who 

had inherited the liability for fire safety failings from defunct government housing 

agency Scottish Homes, who had undertaken the cladding works to both blocks in 

the 1990’s, prior to their transfer into NGHA ownership.  

Both of these major developments are covered in detail within the “priorities” 

section of this Plan, together with ongoing priorities as at 2019 and other relevant 

issues that have arisen more recently. 

  

Longer-term strategic direction 

At our August 2019 Away Day our community-controlled status was identified as a key 
strength, shaping our culture and our relationship with the community. 

 

Our objectives and our constitution make clear that the entire focus of the Association is 

the local Gorbals community. As an independent community owned and controlled 

organisation, with a local membership and democratically elected governing body, NGHA 

has been a unique vehicle for local people to have real influence and decision-making 

powers, and ultimate control, over what happens in the area, including: 
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 overall re-development plans which have helped reverse the disastrous impacts 

of previous top-down solutions imposed on the Gorbals 

 

 the built form, quality, standards and tenure mix of new housing 

 

 the demolition of and improvement of existing housing in the Gorbals 

 

 housing service standards and quality 

 

 rent levels, with NGHA rental income spent only in the Gorbals 

 

 wider social and economic regeneration of the area  

 

 recruitment of senior staff of the Association by the Management Committee 

NGHA has achieved steady growth and durability, celebrating our 30th year anniversary in 
2019. Our Business Plan confirms our ongoing financial viability, prudent financial 
management and good performance against key indicators, including tenant satisfaction 
survey results.  

 
The Management Committee is satisfied that the community-controlled model provides 

optimum outcomes for our tenants and local community in comparison with other 

approaches, and is resolved that NGHA will continue to flourish by maintaining and 

strengthening its independent, community-controlled status. This should provide a degree 

of certainty and bolster long-term strategic planning, as NGHA continues to navigate 

challenges and opportunities in a less certain external environment. 

 

We aim to continue to develop new-build beyond the next 5 years or so, subject to 

financial capacity. However, given the significant progress made to date and planned over 

the next few years, site opportunities may be limited.  

 

Beyond our development role, NGHA will focus on providing high quality services to our 

tenants and factored owners, and will continue to develop our role as partner and delivery 

vehicle for wider social and economic regeneration of the wider area. 
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8. PRIORITIES AND TARGETS FOR 21/22 TO 23/24  

Business Planning Away Day 2019 

At our August 2019 Away Day (which preceded the COVID-19 pandemic and the 

investigative report on Caledonia Rd and related discussions with Scottish Government), 

Committee and staff workshop sessions identified 12 “must do’s” in terms of guiding 

principles and strategic priorities: 

 

            Away Day key principles and priorities 

 Prudent business planning 
with robust stress testing 

 Scrupulous attention to 
governance and finance 

 Support to tenants affected by 
welfare cuts 

 Maximise rent collection to 
support services and 
investment 

 Maximise external funding for 
wider role 

 Management Committee 
succession and recruitment 

 Review estate services to 
drive improvements 

 Integrate wider role into core 
services /tenancy sustainment 

 Embed services and 
proactively identify vulnerable 
tenants 
 

 Maintain stock value to support 
future borrowing 

 Support staff to develop skills 
and manage changes ahead 

 Succession plan for future 
changes – medium + long-term 

 

These principles and priorities remain just as valid now, and, coupled with the potential 

impacts of the COVID-19 pandemic and recovery plans, and our plans to implement a 

complex clearance and augmented new-build programme, the emphasis on prudent 

business planning and stress testing, and maintaining stock value, is particularly relevant.  

 

Production of our Business Plan was delayed due to the pandemic and the outcome of 

discussions with Government on funding for Caledonia Rd, such is the fundamental 

importance of this to our forward financial planning. In the interim, following the Away Day, 

our Annual Resource Plan was prepared and approved by Committee in December 2019, 

reviewing performance for 18/19, and setting out our key tasks and priorities to be 

progressed over 19/20 and into 20/21 and beyond.  
 

Priorities and targets for 2021/22 

Taking account of our Away Day discussions, progress achieved over 19/20 and 20/21, 

and new issues that have emerged, our major priorities for 2021/22, to be progressed over 

the current year with some projected to extend into the following 2 financial years 22/23 

and 23/24, are: 
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NGHA MAJOR PRIORITIES 2021/22 

Business area Our Priorities 

COVID-19 
recovery plan 

 Managing next steps in terms of our response to the pandemic, as and 
when government restrictions permit, will be a major focus for NGHA 
during 2021/22. We will plan carefully and flexibly, ensuring we can 
adapt our plans to suit circumstances, and to ensure safety of our 
tenants, staff and housing stock. Our preparations extend to: 
 

- Plans for a gradual increase in office-based staff to provide essential 
frontline services as restrictions lift, with potential for a further phased 
return of staff from end-June 2021  
 

-  Re-introduction of a full repairs service from late April 2021 
 

-  Possible re-introduction of key face-to-face services for tenants (in 
controlled environments) from June 2021 

 

- Continuation of existing workplace protocols and physical safety 
measures (screens, sanitisers, ventilation, etc.), with any additional 
works to be undertaken as necessary 

 

- Exploration of a “blended” model of work, combining office and home 
working, with procurement of appropriate I.T support 

 

- Extending a pilot survey of staff well-being to consult with all staff on 
issues such as working methods 

 

-  Reviewing our business plan financial performance and projections as 
restrictions ease and we are operating in a more normal environment, 
in light of any significant economic and fiscal developments consequent 
to the pandemic (e.g. inflation, interest rates etc.)  

Caledonia Rd 
clearance and 
re-provisioning  

 Our plans to re-house tenants from the two Caledonia Rd high-rise 
blocks (276 flats) via our existing stock and ambitious programme of 
replacement new-build housing, is a foremost priority for NGHA over the 
next 4 to 5 years, and our focus in 21/22 will be: 
 

- Successful outcome to negotiations with Scottish Government on grant 
funding for key elements of the project (new-build, reimbursement of 
costs for safety/ remedial works, project management costs, demolition 
costs, home loss and disturbance payments, and rent loss incurred as 
the blocks are emptied). Many issues have been substantially resolved, 
with technical discussions ongoing on remaining issues 
 

- Implementation of our Caledonia Rd re-housing plan  
 

- Implement a Communication Plan to ensure continued effective, regular 
engagement with Caledonia Rd tenants as plans progress 

 

- Delivery of early new-build projects to maximise opportunities for re-
housing during 21/22 – including the Northgate development on Crown 
St and a planned “off the shelf” purchase of 90 properties in Laurieston 
from developer Urban Union 

 

- Gearing up and delivery of the remainder of our new-build re-
provisioning programme (see separate section on new-build plans) 

 

- Securing private loan finance to fund the balance of new-build costs not 
met be SG grant funding (latest facility, with Unity bank, being finalised)  
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Business area Our Priorities 

Development  Our development team will focus primarily on delivery Caledonia Road 
new-build re-provisioning programme as outlined above, including: 
 

-  Leading funding negotiations with Scottish Government and GCC 
 

-  Progressing the acquisition of related sites and off the shelf purchases 
 

-  Commissioning design teams and securing statutory consents 
 

- Preparation of funding bids 
 

-  Procurement of contractors and client oversight of projects in 
development and on site 

 

- Preparation for the demolition of Caledonia Rd 

Housing 
services 

 Review of estate services (links to plans to clear and demolish 
Caledonia Rd high rise blocks) 
 

 Develop and implement Riverside strategy 
 

 Undertake policy review (rent management, empty property 
management, estate management) 

 

 Develop and implement Tenancy Sustainability and Anti-poverty 
Strategy (to be informed by tenant feedback and social/ economic 
survey, with timing subject to lifting of COVID-19 restrictions) learning 
from lessons learned in the pandemic. 

 

 Implement Tenants Engagement and Participation Strategy Action Plan 
(again timing may be subject to lifting of COVID-19 restrictions) 

 

 Progress update of satisfaction surveys in 21/22 
 

 Review Customer Care standards (joint work as also applies to other 
areas e.g. maintenance and factoring services)  

Maintenance  Review and implement high rise fire safety action plan 
 

 Develop and implement 5 year detailed investment programme for 

planned and cyclical maintenance/ major repairs/ improvement works 
 

 Develop and implement landscape strategy 
 

 Undertake review of maintenance procurement procedures in line with 

NGHA Interim Procurement Policy 
 

 Resume installation programme for fire and smoke detectors, to 

achieve completion by February 2022 

Finance and 
Admin 

 Undertake I.T and Digital Capability review and develop Strategy, to 
include making systems easier for tenants and customers to use 

  

 Source and implement new complaints software (jointly with 
communications staff) 

 

 Review and tender existing external audit services 
 

 Review resources to support I.T and H.R. functions 
 

 Review effectiveness of GDPR policies and procedures 
 

 Review of processes to improve data security/IT ethical hacking project 
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Business area Our Priorities 

Corporate  Review of 3 year Business Plan  
 

 Update Risk Management Strategy and Strategic Risk Register  
 

 Develop operational risk registers for key business  
 

 Review of housing management staff/teams structure 
 

 Implement Health & Safety Action Plan (ongoing) and undertake 

Employee Health & Safety audit (ongoing) 
 

 Implement programme of policy review /policy management 
 

 Develop Communications Strategy and review communication 

methods (internal /external) taking account of changing trends and 

preferences. 
 

 Review and upgrade website 
 

 Implement new complaints system and review arrangements for 

learning from complaints 
 

 Update NGPM Business Plan 
 

 Implement Equality Action Plan 
 

 Develop and implement NGHA overall Sustainability Strategy and 

“Green Action Plan”, including scope for electric vehicle fleet and 

ground source heat pumps 
 

 Roll out staff appraisal to senior management and then to all teams 

Governance  Complete Governance Self-Assessment /Assurance Statement 21/22 
 

 Develop and implement plan to promote HA / committee membership 
 

 Progress 2021 committee reviews and update Committee 

Development Plan 

Wider role  Be a joint lead on a socio-economic audit of the Gorbals to inform 
policies (including rent) and highlight where intervention most needed 
on poverty, need and isolation  

 Continuation of pandemic related work as necessary  

 Continuation of Community Anchor role, co-ordinating community 
activity, and supporting groups and maximising funding. 

 Integrate direct support work (e.g. to alleviate destitution, provide 
essentials and maintain contact with vulnerable tenants) with NGHA’s 
mainstream services  

 Review and update strategies and proposed actions in relation to food 
and fuel poverty; loneliness and isolation, paying regard to Government 
Strategy; mental and physical health; digital inclusion. 

 Re-introduction of community engagement, co-production and 
participatory budgeting. 

 Continued support for WorkingRite and other projects for young people 
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Key Performance Indicator Targets for 2021/22 

In addition to our business priorities, we set annual key performance indicator (kpi) targets 

for Annual Return on Charter service out-comes, paying regard to out-turn performance 

for the previous year, and benchmarking information comparing NGHA performance with 

that of other local housing associations.  

 

Out-turn performance data for 20/21 may be of limited applicability in informing 21/22 

targets, due to impacts of the pandemic. Core business was badly affected last year, with 

volume of repairs and allocations significantly lower than usual, and with services such as 

repairs, and improvements to void properties, where these could be delivered, taking 

longer due to restrictions and safety protocols. However, catch up repairs after the first 

lockdown were completed in 6 weeks, so some impacts can be quickly reversed. 

 

In setting targets for 21/22, therefore, consideration of out-turn performance for last year 

may be of limited relevance, with 19/20 performance providing a more useful yardstick: 
 

Summary of ARC KPI Out-turn Performance and Targets 
Function Out-turn 19/20 Out-turn 20/21 Kpi target 21/22 

Housing Services 

% current tenant arrears 
4.5% 3.7% 3.5% 

% gross tenant arrears 
6% 4.97% 4.5% 

% rent loss 
0.44% 0.4% 0.4% 

% stock vacancies  (turnover) 
9.5% 4.5% 6.4% 

Average days to let 
18.7 days 33.9 days 30 days 

% Lets to homelessness 35.7% 45%         25%  
(reduced due to MSF 
re-housing) 

% tenancy refusals 
23.5% 25% 25% 

% new tenancies sustained > 
1 year 

89.9% 94% 95% 

% anti-social cases resolved 
in target time 

83% 

55 cases 

57% 

14 cases 

89% 

Maintenance 

Average timescale - 
emergency repairs 

1.5 hours 1.53 hours 
tbc 

Average timescale - non-
emergency repairs 

4.9 days 3.35 days 
tbc 

% repairs right first time 
98% 95% 

tbc 

% gas safety checks by 
anniversary 

100% 100% 100% 

Average completion 
timescale for adaptations 

20 days 74 days tbc 

% stock meeting SHQS (excl. 
exempt stock) 

99.6% 99.7% 99.7% 
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8. NEW-BUILD PROGRAMME 

Our Business Plan reflects a large forward programme of new-build housing. This is due in 

part to our decision in favour of a demolition and new-build solution in response to the 

cladding problems identified at the high-rise blocks at 304 and 341 Caledonia Rd. This 

decision has been met with support from Scottish Government and Glasgow City Council.   

 

Costs for removal and replacement of cladding and balcony enclosures are very high, with 

prolonged works causing major disruption and inconvenience to tenants. These factors, 

plus other shortcomings such as restricted housing mix; need for improvements and 

internal modernisation; and feedback from tenants, have led NGHA to favour replacement. 

We will implement phased clearance of both blocks and re-housing via a substantial new-

build programme, and the MSF blocks will be demolished following completion of re-

housing, with re-development of the site for new housing also incorporated within our plan.  

This augmented new-build programme will dominate our strategy over the next 6 years, 

and contributes to achievement of our strategic objectives, as outlined below: 

     Contribution of Caledonia Rd clearance and new-build to strategic objectives  

Objective 1: complete and where feasible, extend physical regeneration of Gorbals 

NGHA will secure accelerated funding for key pipeline projects, such as Pine Place and the 
Coliseum sites, and other sites currently under discussion. A substantial site will also result from 
demolition of the blocks, sensitive development of which will enhance Hutchesontown.   

Objective 2: keep rents affordable and support tenants in dealing with welfare cuts and 

high cost of energy 
NGHA will keep new-build rents affordable, minimising financial detriment to tenants who are re-
housed (on a like-for-like basis, new build rents will be lower). New-build housing standards are 
more energy efficient than high-rise, resulting in lower fuel costs for tenants. 

Objective 3: provide high quality, value for money services, and manage our assets 

effectively 

Replacement of the two high rise blocks with mostly tenemental new-build offers better value for 
money over the long-term as management and maintenance costs will be lower and our new 
build has a significantly lower annual average vacancy rate than the rate currently applying for 
Caledonia Rd, thus reducing costs due to voids, rent loss, etc.  

Objective 4: strengthen engagement and communication with tenants and the wider 

community 
Clearance and new-build will involve extensive and sensitive engagement with all affected 
tenants - to gather their views, requirements and preferences - and to take cognisance of and 
incorporate these into our strategy and delivery plan. NGHA has a successful track record on 
this, having managed 3 previous MSF clearance projects totalling 1,000 units.  

Objective 5: make Gorbals a thriving, greener place 

NGHA will provide a high quality environment in new developments. This includes pipeline sites 
and re-development of Caledonia Rd site. A key feature of the new-build plan is to secure 
funding for community facilities to replace those operating currently from Caledonia Rd  

Objective 6: ensure NGHA is cost-effective and well-managed, with high standards of 

governance, financial probity and competence 

The financial package negotiated with Government and GCC protects NGHA’s financial position. 
However, the clearance solution reduces exposure to risk going forward given inherent risks 
associated with high-rise. The new-build option will build asset value whereas high-rise will 
generally have a negative value due to high running and capital costs. 
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The 276 Caledonia Rd flats account for 11% of our current housing stock. A key element 

of our strategy, in negotiating funding support with the Scottish Government, has been to 

ensure no detriment to the Association in terms of our stock base and financial position. 

   

The Association had already assumed modest growth in our stock base over the next 5 

years via a funding bid to GCC for a new-build programme. We anticipate that this 

programme will now be accelerated, with projects earmarked to assist with Caledonia Rd 

re-housing. The Government has confirmed that it will provide additional grant funding to 

NGHA for additional new-build projects. As a result, we anticipate developing 391 new-

build units in total over a 6-year period. This equates to our current stock plus (prior to 

demolition of the Caledonia Rd blocks plus our original planned new-build programme. 
 

NGHA planned new-build re-provisioning projects 

Planned developments and timescales and estimated are set out below: 

Project Social 
rented units 

Estimated 
site start 

Estimated 
completion 

Northgate - Crown St  
 

37 April 20 Feb 22 

Gorbals St (off-the-shelf purchase 
from Urban Union) 

63 Feb  20 Jan 22 

166 Gorbals St wrap around (Urban 
Union partnership) 

27 Nov 20 May 22 

Coliseum site phase 1 
 

45 Apr 21 Oct 22 

Pine Place (former health centre site)  
 

20 Oct 21 Sep 22 

Car park site  24 Aug 21 
 

Oct 22 

Coliseum site phase 2 
 

45 Jan 22 June 23 

Church site ph 1 20 Aug 23 
 

Oct 24 

Church site ph 2 
 

20  Aug 23 Oct 24 

Caledonia Rd cleared site phase 1 
 

60 Oct 23 Apr 25 

Caledonia Rd cleared site Phase 2  
 

30 June 25 Oct 26 

TOTAL 
 

391   

 

Some programme dates have been subject to some slippage due to covid-19 pandemic 

restrictions over 20/21 and 21/22, and further delays could occur due to the impact of the 

pandemic, possible construction backlogs, and labour supply in the construction sector 
 

Of the various new-build sites identified, 2 sites are not currently owned by NGHA. In the 

event that site purchase does not proceed, the Association will seek alternative 

opportunities.  
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The final projects will involve re-development of the cleared site of the Caledonia Rd 

MSFs. Timescales are more tentative here, as this will depend on the time it takes to 

achieve full clearance of the blocks. NGHA envisages that the site will be re-developed to 

provide 90 rented units, with capacity for a further 40 units which can potentially be 

provided for sale by the private sector. This would result in a total of 130 units on the site.  

  

We are optimistic that we can achieve re-housing over a relatively short timescale, though 

again, this has been impacted by the pandemic. We are working with tenants to identify 

their housing needs and preferences, and will seek to widen options by earmarking 

existing NGHA stock which becomes available for re-let, alongside new-build options, and 

properties we may acquire on the open market.      

 

Funding for new-build re-provisioning, clearance and demolition 

Our planned clearance and demolition of 305, 341 Caledonia Rd (276 units) is a major 

undertaking, with significant financial implications. From the outset, in 2019, when over-

cladding problems were first identified, NGHA’s overriding concerns have been to: 
 

 Take all necessary steps to ensure the safety of tenants, with a range of fire 

safety works and augmented surveillance measures put in place 
 

 Identify the optimum long-term solution for the blocks, taking full account of the 

outcome of an extensive tenant consultation exercise 
 

 Avoid detriment to our financial position, in the short-term and longer-term, 

(particularly as the problems uncovered were wholly beyond NGHA’s control, 

with liability lying with former government housing agency Scottish Homes/the 

Scottish Government) 

Following constructive negotiations with the Scottish Government over 2020 and 2021, the 

Association has secured a £40m grant funding package that: 

 Enables a clearance and replacement new-build strategy 
 

 Maintains our current stock numbers, with new-build replacing 276 units lost via 

the demolition 
 

 Provides funding, for 289 new-build units. These will be delivered in tandem 

with our existing new-build programme (102 units) funded via Glasgow City 

Council, resulting in a total of 391 new-build units 
 

 Improves the profile and value of our housing stock 
 

 Reimburses NGHA for costs incurred in undertaking fire safety works, putting 

security measures in place, and anticipated concierge redundancy 
 

 Covers net revenue losses that will arise as our rental income stream for 

Caledonia Rd reduces due to clearance  
 

 Meets in full the costs of demolition of the blocks 
 

 Contributes to our project management costs to deliver the new-build projects  
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This Government funding is in addition to funding from Glasgow City Council’s Affordable 

Housing Supply Programme, for pipeline new-build projects that also will support re-

housing. The GCC programme totals an estimated £11.2m grant subsidy.  

 

New-build funding 

The Government/ GCC new-build grant funding will be supplemented by private borrowing 

by NGHA, with loans repaid over the long term from our new-build rental income stream. 

In total, new-build programme costs are estimated at £71.4millon (2020 base date). This 

equates to an average total cost of £183,000 per unit. We currently estimate that £43.39m 

(61%) of the total new-build programme cost will be met by grant from Scottish 

Government/GCC, with the remaining £28.05m (39%) funded via private borrowing. 

Total costs of Caledonia Rd initiative 

Total costs of the project - new-build, demolition and other capital and revenue 

expenditure items - are estimated at £79.6m (base date 2020) as summarised below:  

CALEDONIA RD CLEARANCE AND  
RE-DEVELOPMENT - INDICATIVE COSTS  

Grant 
subsidy £m  

Private 
Loan  £m 

Total 
£m 

SCOTTISH GOVERNMENT FUNDING PROGRAMME 
Fire safety costs incurred by NGHA 

Staffing 0.249 N/A 0.249 

Fire warden service 0.232 N/A 0.232 

Fire safety works 0.306 N/A 0.306 

Sub-total fire safety costs 0.787 N/A 0.787 

NGHA revenue and other costs  

Project management costs 0.193 N/A 0.193 

Home loss and disturbance payments 0.822 N/A 0.822 

Rent loss incurred by NGHA 2.800 N/A 2.800 

Sub total revenue and other costs 3.815 N/A 3.815 

New-build projects 

UU off-the shelf purchase Gorbals St (63 units) 7.106 6.500 13.606 

UU partnership – 166 Gorbals St (27 units) 2.638 1.710 4.348 

Car park site (24 units) 2.142 1.462 3.604 

School site (40 units) 5.096 2.710 7.806 

Coliseum phase 2 (45 units) 4.591 2.876 7.467 

Caledonia Rd development site east (60 units) 6.654 3.990 10.644 

Caledonia Rd development site west (30 units) 3.938 2.017 5.955 

Sub total SG-funded new-build – 289 units 32.165 21.265 53.430 

Demolition of 304/341 Caledonia Rd 

Sub total demolition and related costs 3.608 N/A 3.608 

TOTAL SCOTTISH GOVT. FUNDING   £40.375m £21.265m £61.64m 
 

GLASGOW CITY COUNCIL FUNDING PROGRAMME 
New-build 

Northgate new- build (37 units) 3.887 2.486 6.373 

Pine Place (20 units) 3.137 1.537 4.674 

Coliseum phase 1 (45 units) 4.200 2.764 6.964 

TOTAL GCC FUNDING – 102 units £11.224m £6.787m £18.011m 

    

TOTAL FUNDING SCOTTISH 
GOVERNMENT + GCC PROGRAMMES 

£51.599m £28.052m £79.651m 
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To date (Nov 21), NGHA has received Scottish Government grant offers as follows: 

Scottish Government Grant offer Total Grant 
(£million) 

Offer received 

Off the shelf purchase 11 units Urban Union 2.014 December 20 

Off the shelf purchase 52 units Urban Union 5.118 May 21 

Fire safety, homeloss, project management 1.082 March 21 

Rent loss 2.709 September 21 

Total grant funding to date  £10.923m  

 

NGHA has also received a £3.9m grant from GCC for our Northgate project, currently on 

site, with the Council providing additional funding of £1.6m in 20/21 for 14 “buy-back” open 

market purchases, which will also support the re-housing programme.  

 

NGHA will continue to work closely with the Government and GCC to progress 

developments. We will review current cost estimates, which may change as a result of 

inflation rates, real price increases, actual acquisition/other costs incurred, liaising as 

required with Scottish Government and Glasgow City Council should adjustments to 

current grant funding levels be required. 
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9. RISK MANAGEMENT 
 

Approach to Risk Management 
 

A key role of NGHA’s Management Committee is to ensure that there are systems in 

place for identifying significant risks to the Association, its assets and reputation, and 

that these risks are managed appropriately. In 2021 the Committee considered and 

approved an updated Risk Management Strategy that formalises NGHA’s approach to 

risk management, to achieve the following objectives: 

 

The Strategy reflects good practice principles, setting out how we will identify and 
assess risks; manage risks; and monitor and report on risks: 

 
 

Key elements of our approach include: 
 

 A Strategic Risk Register that identifies the most significant risks for the Association 
(30 in all identified) 
 

 Introduction of operational risk registers for key areas and functions 
 

 Individual risk registers for major projects where required 
 

 An overall Risk Register to include: strategic and operational registers; reports to 
Committee or sub-committees relating to risk; notes of action points from review of 
the Strategic Risk Register; notes of any risk events and action taken; and any other 
information the Director considers relevant to risk management. 

Identify the risk
Analyse & 

evaluate the 
risk

Say how the 
risk will be  
managed

Monitor, review 
and report the 

risk

 Ensure that we manage, mitigate, monitor and report on risks in a proportionate 

and effective way. 

 Give priority to managing risks that may have an impact on our customers or 

employees, or that may prevent NGHA from meeting our objectives and 

obligations. 

 Ensure that we are alert to how risks may change over time, and respond 

accordingly. 

 Embed a culture of risk awareness, and routine consideration, control and review 

of risks among committee and staff members. 

 Empower NGHA staff to manage operational risks effectively, as they arise in the 

course of their duties 
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Risk Assessment and Scoring 

A common risk assessment and scoring methodology applies across all of our risk 
registers, which involves: 

 Identifying each risk and describing its potential impact, how the risk is currently 

being managed/ controlled, and any further action required  

 Scoring each risk twice: 

o for inherent risk - prior to any control measures- based on the potential 

likelihood of the risk occurring and the impact it would have upon the 

Association; and  

o for residual risk - as above, but taking existing control measures into 

account 

o A simple scoring method, to rate likelihood and impact between 1 to 5, 

lowest to highest, multiplying both (e.g. likelihood 2 x impact  3 = 6, with traffic 

light colour-coding so that risks judged to be most material are easy to identify. 

Risk Scoring - Heat Map 
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Strategic Risk Register 

Our Strategic Risk Register has been updated in 2021 as an integral part of our Business 

Plan review process. The Register identifies 32 strategic risks that NGHA may face. A full 

copy of the Register forms an appendix to this Plan.  

The top 10 strategic risks, ranked by residual risk score (maximum of 5 x 5 = 25), are 

summarised below: 

No.  Risk  Residual 
risk score 

NGHA Forward Planning 

 
1 

Economic conditions deteriorate (e.g. as a 
result of Covid19 and /or Brexit)  
 

16 
 

 

Focus on contingency planning, 
good liquidity, and control of 
operating costs 

 
2 

Costs increase in future due to energy 
efficiency/ net zero carbon housing 
requirements and changes to building 
standards 

16 
 

Full engagement and lobbying as 
proposals develop, to maximize 
grant funding to meet costs  

 
3 

Major health and safety or housing stock 
disaster incident 
 
 

12 
 

 

Participation in safety SFRS 
inspections and close working 
with Glasgow City Council 

 
4 
 

Failure to retain and attract committee 
members  
 
 

12 
 

Plan to recruit and develop 
members, and ensure meeting 
workload remains manageable 

 
5 

Loss of rental income due to Covid19 
pandemic / impact of Universal Credit 
 
 

12 
 
 

Maintain welfare rights service 
and maximize direct payments 

 
6 

Employer pension contributions continue to 
increase and have negative impact on 
NGHA finances 
 

12 
 

Review pensions arrangements 
annually, and obtain independent 
advice  

 
7 

Major data protection breach (e.g. 
unauthorised disclosure or loss of sensitive 
data) 
 

12 
 
 

Review GDPR policies and 
procedures 

 
8 

Financial position does not adequately 
support future obligations and strategic 
aspirations 
 

12 
 

Review lifecycle and component 
replacement costs/ independent 
review of Business Plan 

 
9 

Departure of senior officer/key 
management 
 

12 
 

Appraisals for senior staff 
team/succession planning to be 
taken forward 
 

 
10 

Significant delay to Caledonia Rd 
clearance and re-provisioning strategy  

9 
 

 

Complete planned new-build bulk 
purchase and maximise other 
opportunities for re-housing 
 

 

The Risk Management Strategy clarifies respective roles of the Management Committee, 

Audit-Sub Committee, and the Director and senior staff team in relation to the Strategic 

Risk Register, with annual review occurring as part of our business plan process. 
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Operational risk registers 

This year we will introduce operational risk registers for a range of functions and areas 

across the business, including: 

 Housing management 

 Maintenance 

 In-house maintenance team 

 Development (though this may mainly comprise separate registers for major 

projects) 

 Finance 

 Wider Role 

 HR 

 I.T. 

 Governance 

 Health & Safety 

 Communications 

Each member of the senior management team will ensure maintenance and regular 

review of registers for which they have responsibility (on at least a 6-monthly basis), and 

implementation of actions to mitigate risks. For operational activities that have a higher 

risk tariff, we may develop a risk register specific to the activity or project concerned. 

 

The senior management team will report any significant changes or issues relating to 

operational risks to the Director, and will submit annual reports on the operational risk 

registers to relevant sub-committees. 
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10.  FINANCE  
 

Annual budget 2021/22 

NGHA’s budget income and expenditure for 21/22 (initial March 2021 approved budget 

plus mid-year November 21 revision), with 20/21 out-turn provided for comparison, is: 

Income Budget 21/22 
revised Nov 21 

Budget 21/22 
approved Mar 21 

Out-turn 
20/21 

Rental income 10,859,200 10,569,100 11,047,600 

Service charges 510,400 504,500 534,800 

Less:void loss -113,700 -112,200 -84,300 

Management charge income 300   

Sub-total rental income 11,256,200 10,961,400 11,498,100 

Wider action income 49,700 49,700 500,400 

Commercial rent 19,100 19,100 21,500 

Factoring income 527,900 544,100 980,700 

Subsidiary lease/gift aid 419,000 424,300 412,900 

Grant amortisation 1,495,600 1,540,400 1,442,400 

Other income 1,374,400 1,130,800 463,800 

Sub-total £3,885,700 3,708,400 3,821,700 

Total turnover £15,141,900 £14,669,800 £15,319,800 

  

Expenditure Budget 21/22 
revised Nov 21 

Budget 21/22 
approved Mar 21 

Out-turn 
20/21 

Reactive repairs 1,575,500 1,531,600 1,393,900 

Planned maintenance 
(cyclical/ revenue major repairs) 

557,000 369,000 247,700 

Service costs 817,100 833,500 666,300 

Estate costs 868,400 882,700 921,900 

Wider action 65,000 66,300 547,600 

Medical adaptations  709,400 0 

Depreciation 2,373,300 2,752,900 2,809,300 

Factoring costs 231,800 231,800 919,500 

Bad debt 113,700 222,000 179,900 

Other costs 1,566,100   

Sub-total  8,167,900 7,599,200 7,686,100 

Office employee costs 2,932,300 2,859,400 2,751,600 

Less:capitalised staff costs -333,000 -333,000 -350,100 

Overheads 1,453,000 1,576,000 1,177,700 

Sub-total 4,052,300 4,102,400 3,579,200 

Non-social housing activity 200   

Total expenditure £12,220,200 £11,701,600 £11,265,300 

 

Operating surplus 2,921,700 2,968,200 4,054,500 

Earned interest 51,400 51,000 16,000 

Less: loan interest -1,537,200 -1,813,700 -1,384,300 

Surplus £1,435,900 £1,205,500 £2,686,200 

 

Income 2021/22 
 

Turnover: NGHA projected income for 21/22 is £15.14m, slightly down from 20/21. 
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Rental income: NGHA’s main source of income is our rental and service charges, 

totalling £11.5m for 20/21, versus £11.26m projected for 21/22.  

Rent increase: NGHA applied a rent freeze for 21/22, taking account of pressures 

faced by households and lower costs incurred by NGHA during the pandemic. For 

22/23, NGHA is consulting tenants on a rent increase of CPI +0.7% (3.8%), with a final 

decision due in February 2022.  

 

Void rent loss: The projected reduction in rental income for 20/21 is due mainly to 

increased voids arising from clearance of the Caledonia Rd MSFs, with higher stock 

turnover also expected across our remaining stock versus 20/21, when voids were 

significantly lower than normal due to pandemic restrictions. Net rent loss incurred by 

the Association in 21/22 due to the Caledonia Rd clearance will be recovered through 

the grant package agreed with the Scottish Government. 

 

Factoring income: NGHA factors 1,886 properties within the Gorbals. A range of 

factoring fees apply across different developments. Fees did not increase in 21/22, in 

line with our decision to freeze rents. For 21/22 factoring management fee income is 

projected to be £296,740, an average of £157 per unit. Other factoring income, for 

cyclical works, landscaping and repairs is projected to be £231k. 

 

Expenditure 2021/22 
 

Total expenditure: NGHA projects total expenditure of £12.22m for 21/22, versus 

20/21 out-turn of £11.26m, an increase of 8.5%. 

Repairs and voids: NGHA projects expenditure £1.575m for 21/22, an increase of 

13% versus 20/21 out-turn.  

Management costs: projected management costs (staff and overheads) total £4.05m 

for 21/22, an increase of £473k (+13%) from 20/21, with the pandemic and furlough 

support having a significant impact on last year’s out-turn. Employee costs account for 

64% of the total, with furlough support of £73k projected this year. 

Annual surplus: After adjustment for interest received and loan interest paid, NGHA’s 

projected surplus for 21/22 is £1.44m, 46% lower than out-turn surplus for 20/21.   

 

5 year Budget and cashflow 2021/22 to 2025/26 
 

NGHA’s planned 5 year income and expenditure is as follows (£ million):  

 

NGHA 5 year budget cash flow 
 

 21/22 22/23 23/24 24/25 25/26 5 yr total 

Net rental income 11.26 11.40 11.83 12.28 12.94 59.71 

Other income 3.88 3.90 3.56 3.50 3.27 18.11 

Sub-total  15.14 15.30 15.39 15.78 16.21 77.82 

Expenditure  12.22 12.10 11.86 12.03 12.28 60.49 

Operating surplus 2.92 3.20 3.53 3.75 3.93 17.33 

Less: interest paid 1.49 2.20 2.24 2.27 2.34 10.54 

Net surplus 
 

£1.43m £1.00m £1.29m £1.48m £1.59m £6.79m 
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We project a surplus in each of the 5 years, sufficient to ensure we continue to meet all 

loan covenants, with a total net surplus of £6.79m over the 5 year period. 

Cashflow 

Over the 5 year period, NGHA projects annual year end cash at bank as follows: 
 

 21/22 22/23 23/24 24/25 25/26 

Cashflow balance £5.52m £19.19m £14.55m £10.38m £5.78m 

 

Key Financial Assumptions 

Our 5 year projections reflect the following assumptions: 

Assumption 21/22 22/23 23/24 24/25 25/26 

Libor rate 0.5% 1% 1.5% 2% 3% 

Inflation rate (CPI) 0% 2% 2% 2% 2% 

Rent increase above inflation 0% 1% 0.7% 0.7% 0.7% 

Void rent loss 1% 1% 1% 1% 1% 

Bad debt 1% 1% 1% 1% 1% 

Interest rate - savings 2.5% 2.5% 2.5% 2.5% 2.5% 

 

Sensitivity Analysis 
 

We test our key financial assumptions against various scenarios: 
 

Assumption 

Year 5 
Surplus 

£m 

Year 30 
surplus 

£m 

Interest 
Rate 

Covenant 
Breach 

Quick 
Ratio 

Breach 
Comments 

Base Case £8.128m £27.004.m Never Never Interest cover in 2027 falls to 138% 
but increases year on year 

Rents less 1%     
yr 1-3 

£6.053m £18.801m Never* Never Interest cover in 2023 is 135% close 
to 110% required threshold 

Reactive 
Repairs +1% yr 
1 -3 

£7.894m £24.723m Never** Never Interest cover in year 2023 is 130% 
before increasing 

Management 
Costs + 1% yr 1-
3 

£8.501m £25.488m Never Never  

Major Repairs + 
1% 

£8.864m £26.580m Never Never  

Void and Bad 
debts +5% 

£4.856m £27.058m Never Never Interest cover in 2022 is 129% 
falling to 120% in 2023 before 
increasing year on year. 

Reactive & 
Cyclical + 5% 

£8.114m £20.147m Never 2047 Interest cover in falls to 127% in 
2027 before increasing yr on yr. 
 

Quick ratio falls beneath 1:1 ratio in 
2047 then increases above required 
level 

Management 
costs + 5% 

£6.676.m £2,502.2m Never*** 2045 

Interest cover in 2026 is 147% then 
drops to a low of 122% in year 2027 
before increasing. Quick ratio falls 
beneath 1:1 ratio in 2045 then 
increases above required level 
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The above information shows two trends: 

 During the re-provisioning period for 305/341Caledonia Rd, the reduction and 

timing of rent loss grant will be key to ensuring that income maintains its level to 

meet interest covenants. 
 

 Quick Ratio is only breached with large inflationary increases in repairs and 

management costs in later years.  Large cash balances in early years as NGHA 

develops is the main reason for no breaches in the first 20 years. 

 

Treasury Management 

At April 2021, our borrowing totalled £47.6m with 75% of this on fixed rates and the 

remaining 25% subject to variable rates.  

 

Borrowing 

During 21/22, NGHA approved 2 new loans - a fixed rate £20m facility from GB Social 

Housing, and a £3m variable interest loan from Unity Bank, which will support our 

augmented new-build programme. At November 2021, our total borrowing is now £70.6m, 

83% of which is fixed, with the remaining 17% variable: 
 

Loan 
Balance 
April 21 

Loan 
Type 

Rate/Margin Years Remaining 

Scottish Govt            
(smoke alarms) 

£553k Fixed 0% 4 years 

Bank of Scotland £729k Fixed 6.72% 7 years 

Allia £3.5m Fixed 1.88% 14 years 

Nationwide £5.773m Fixed 4.06% 16 years (11 yrs at 
fixed) 

THFC £4.418m Fixed 6.25% on £4m 
nominal 

20 years 

THC (AHF) £6.1m Fixed 2.22% 22 years  
Yrs 1-5 interest only  

THFC  £7.147m Fixed 5.2% on £4.5m 
nominal  

23 years 

THFC £10.171m Fixed 6.25% on £10m 
nominal 

23 years  

GB Social Housing 
(new 21/22) 

£20m Fixed 1.5% over Libor 25 years 

Sub-total fixed  £58.391 83%   

Bank of Scotland £1.318m Variable 1.7% above 
Libor 

6 years 

Bank of Scotland £745k Variable 1.6% 
 

8 years 

Nationwide £2.88m Variable 1% 18 years  

Unity Bank 
(new 21/22) 

£3m Variable 1.5% over Libor 25 years 

Bank of Scotland  £4.28m Variable 1.5% 27 years 

Sub-total variable £12.223m 17%   

TOTAL  
 

£70.614m 
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Loan covenants 

The table below details our required performance on each of our covenants for our main 

lenders. Each year of the plan shows compliance. Liquidity ratio out-turn is high due to 

carrying cash balances. 

Covenant 
Required 
performance 

2021 2022 2023 2024 2025 2026 

Bank of 
Scotland 
Interest Cover 

110% 333.96% 230.51% 183.85% 200.21% 201.23% 188.08% 

Nationwide 
Interest Cover 

 
110% 

 
262.29% 166.47% 141.70% 155.56% 153.36% 142.48% 

Nationwide 
Liquidity Ratio 

 
1:1 

 
33.04 19.85 59.38 47.47 37.87 24.31 

 

Pensions 

Following a staff consultation exercise, in August 2020 NGHA closed its Scottish Housing 

Associations Pension Scheme (SHAPS) final salary defined pension scheme in August 

2020. In its place, the Association offers employees a choice of SHAPS Career Average 

Revalued Earnings (CARE) 70th defined benefit scheme, SHAPS defined contribution 

scheme, or SHAPS auto-enrolment scheme.  

 

The Association continues to operate a Strathclyde Pension Fund final salary available to 

staff who transferred to NGHA from Glasgow City Council in 2011.  

 

Current employer pension contribution rates for are: 
 

SHAPS defined contribution  12.6% maximum contribution 

SHAPS auto-enrolment scheme 6%  

Strathclyde Pension Fund  26.09% 

 

NGHA continues to review all of its pension arrangements annually, and seeks 

independent professional advice wherever appropriate. This included a consultant’s report 

considered by our Finance Sub-Committee in September 21, on annual pension 

assumptions and movements in pension deficit. 

 

Financial Risk Management and Mitigation 

NGHA reviewed and updated our Risk Management Strategy and Strategic Risk Register 

in 2021 as part of our business planning process.  

 

The Strategic Risk Register, which forms an appendix to this Business Plan, sets out in 

detail current mitigations in place to manage these risks, plus future action planned to 

further strengthen our approach. Each individual risked is scored, with a green/amber/red 



55 
 

traffic light coding then applied.  Of the 32 risks set out within the full Register, 11 are 

categorised as predominantly financial: 

 

Financial Risk  
 

Grading 

Economic conditions deteriorate (e.g. as a result of Covid19 and 
/or Brexit)  

 

Costs increase in future due to energy efficiency/ net zero 
carbon housing requirements and changes to building standards 

 

Employer pension contributions continue to increase and have 
negative impact on NGHA finances 

 

Financial position does not adequately support future obligations 
and strategic aspirations 

 

Failure to comply with loan covenants 
 

Repairs and replacement element costs increase above levels 
allowed for in Business Plan 

 

NGHA is targeted by perpetrators of fraud  
 

Fraud occurs in NGHA's procurement and/or contract 
management processes 

 

Increasing loss of rental income due to voids 
 

Development cost overrun 
 

 
 

Internal Audit  

NGHA has appointed an internal auditor, and has an Annual Audit Plan in place, with 

progress overseen by the Association’s Audit Sub-Committee. Internal audits include 

the Finance functions, with audits undertaken most recently covering budget setting, 

treasury management and ICT management controls. 
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11. Plan Monitoring and Review Arrangements 
 

Our Business Plan is intended to cover the 3 financial years 2021/22 to 2023/24. 

However, it will be subject to annual review and update, not least to take account of 

progress and any significant changes relating to the Caledonia Rd clearance and 

re-provisioning initiative, given it is central to our Plan and related financial 

projections.  

 

In addition, our Development Sub-Committee will receive regular reports on 
progress of the new-build programme, with significant changes or milestones also 
reported to Management Committee.  

 

 Annual review of our Business Plan is also prudent as we hopefully emerge from 

the Covid 19 pandemic and related restrictions, to assess any financial and other 

impacts on the organisation.  

 

Both issues will be covered in a short 2022/23 Plan Update, scheduled for late 
2022. This will also take account of a number of planned actions agreed by our 
Management Committee: 
 

 Conclusion on the independent review of business planning financial 
projections which has been commissioned by the Association 
 

 Production of 5 year Investment Plan, providing programme/ project/cost 
information for planned and cyclical maintenance and major repairs projects, 
to supplement the high level projections within this Business Plan  

 

 Review of our Plan against the recent advice issued by the Scottish Housing 
Regulator on risk assessment 

 
It is hoped that the Association will be able to schedule an annual Strategy Away Day 
for Management Committee and senior staff later in 2022, to be held physically, to 
support the business planning review process.  
 
The key strategic risks which could impact on our organisation and Business Plan 
are set out in the Strategic Risk Register, see Appendix 1. The Register will be 
reviewed annually, as part of the 2022/23 Business Plan Update. 

 
Key actions, tasks and timescales to deliver our key Business Plan priorities have 
been collated within our Annual Resource Plan for 2021/22, see Appendix 2. The 
Director will report to Management Committee on out-turn performance for delivery of 
our Resource Plan. The Resource Plan will be updated in 2022/23. 

 

 


