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Chairpersons report 2014/2015 
was a year of progress and change for our 
Association, and a year in which we reached 
new milestones and started on new initiatives.

Physical development and housebuilding 
are always the most obvious and dramatic 
indicators of progress. With over 200 units, 
our recent new build project in Laurieston 
saw the Association achieve its 1000th new 
build home. This marks a new milestone 
and a major accomplishment for us. 

The Laurieston development is the biggest 
ever grant funded social housing project 
in Scotland and, as it has been awarded 
the four most prestigious annual design 
awards (Scottish Design, Saltire, RIAS 
and RIBA), we feel that we can call it 
our best. Most importantly, our tenants 
like it, and that’s what really counts. 

Completion of the 1700 home window 
replacement project and the securing of 
funding to put gas combi boilers into our 
three tracoba blocks at Silverfir Court (96 
flats) and Gas District Heating into the four 
Riverside High Rise (308 flats) are also 
major achievements. These projects will 
mean that fuel bills for nearly 2000 Gorbals 
residents will be massively reduced making 
life that bit more affordable for them.

 A major challenge this year was the letting 
of nearly 400 flats while also reviewing our 
waiting list, operating the new “Housing 
Options” system and continuing to attend 
to the day to day requirements of our 

tenants and applicants. We rose to this 
challenge and our housing management 
performance was maintained at a good level 
throughout the year. We were also kept very 
busy with the cyclical painting and disabled 
adaptions programmes this year, again we 
maintained performance levels in all of the 
key areas of planned and day to day repairs.

In addition to all of this core work, we have 
begun dedicating increased resources to 
the “Thriving Places” initiative. Slowly but 
surely, we are getting the funding, systems 
and support in place to begin to make a real 
difference through community engagement 
and development in collaboration with 
voluntary sector and public sector partners. 
Our commitment to the regeneration 
of the Gorbals extends beyond bricks, 
mortar and property management services. 
These are our “bread and butter” but the 
regeneration and development of the 
Gorbals’ community in a wider sense is a 
core objective and one to which we will 
dedicate our resources when we can. 

I hope you enjoy the rest of this Annual 
Report which gives more information on 
our work and achievements in 2014/2015. 
None of our work could have been done 
without the enthusiasm and commitment of 
my fellow volunteer committee members, 
and the hard work and expertise of our staff. 
I’d like to end my report by thanking all of 
them and you for your interest in our work.

Thank you.
Raymond Shannon

Ann Graham 
Sadly, former Chairperson and long 
serving Committee Member, Ann Graham 
passed away in June 2014. Ann joined 
the Committee in 1992 and was first 
elected as Chairperson in 1994. She led 
the Association until 1999 when she was 
elected as Vice-Chairperson before taking 
up the position of Chairperson again 
between 2004 and 2006. Ann left the 
Committee in 2009 to rejoin in 2013. 

Ann was an inspirational Chairperson 
who was skilled at bringing people 
together and bringing out the best in 
them. She was always there to support, 
encourage and make things happen in 
the spirit of cooperation. Ann was a great 
ambassador for the Association and 
represented us at events, conferences, 
openings, in the press and on television. 

Popular and full of life, Ann was much 
loved by her family and friends and 
everyone at New Gorbals Housing 
Association. Ann is sorely missed. 

1000th 
New Build 
Home.
This marks a 
new milestone 
and a major 
accomplishment 
for the Association.

Image: Ann pictured 
during the then 
First Minister Jack 
McConnell’s visit to 
the Association in 
November 2005.
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Development 2014/2015 was a year 
of great achievement in development 
for New Gorbals Housing Association.

“Client of the Year” in recognition of 
both our achievements in Laurieston 
and our work over the last 20 years.
Momentum in Laurieston has been 
maintained with the commencement 
of phase 1a which will provide a further 
39 homes for mid-market rent for the 
Association, along with 69 houses for sale 
by Urban Union, our development partner.
The Association’s development on the 
Eglinton Street/Cumberland Street 
corner has obtained funding approval but 
has been delayed. We now expect it to 
start towards the end of 2015. This has, 
unfortunately, also delayed the associated 
environmental improvements to Eglinton 
Court, and the houses in South Laurieston.

Community Energy 
Savings Project
We have now completed the huge window 
replacement programme that we started in 
2013, having installed new energy efficient 
triple glazed windows to nearly 1700 homes 
(including over 500 owners) in the Gorbals. 
With Funding from the Community Energy 
Savings Programme, CESP, (provided 
by Intergen), The Energy Company 
Obligation, ECO, (provided by Scottish 
and Southern Electricity) the Home 
Energy Efficiency Programme Scotland 
(provided by Glasgow City Council), 
along with our own investment, we have 
been able to greatly improve the energy 
efficiency of both tenanted and privately 
owned properties throughout Gorbals.

The highlight being the formal opening 
of our new build at Laurieston by our 
constituency MSP, and now First Minister, 
Nicola Sturgeon; the Chair of Transforming 
Communities Glasgow, Bailie Liz Cameron, 
and the Chair of the Laurieston Delivery 
Group and local Councillor, Bailie James 
Scanlon. But there was also much progress 
made elsewhere in development as you will 
see in this section of our Annual Report.

Laurieston New Build
This project of 201 houses is the biggest 
ever grant funded project for social 
housing in Scotland and it took us past 
the completion of 1000 new build homes 
since our first handover in 1994.
The 201 houses have now become 
201 homes, with the majority being 

allocated to people who had been living 
in Norfolk Court. Nearly all of the 
feedback confirms that the tenant are 
delighted with their new homes and we 
have already held what we hope will be 
the first of many Laurieston community 
festivals with old and new residents.
In addition to the positive feedback we have 
had from the new tenants, the development 
has been recognised with a number of the 
most prestigious awards including 3 Scottish 
Design Awards, Saltire awards for both the 
housing and the landscaping and awards 
from both the Royal Incorporation of 
Architects in Scotland (RIAS) and the Royal 
Incorporation of British Architects (RIBA).
We were particularly proud that the 
Housing Association also received the 
RIAS/Scottish Government award for 

201 houses 
have now 
become 
201 homes.
The majority 
being allocated 
to people who 
had been living 
in Norfolk Court.

Image: Local resident, 
Eddie Graham, 
shares his knowledge 
of the Gorbals. 
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Image: Nicola Sturgeon 
MSP presents Annie 
O’Donnell with the 
keys to her new home 
in Laurieston. 



Project Description Housing 
Units 
(No. Of)

Progress 
(at 31st March 
2014)

Completion

Laurieston Phase 1a
201 Houses for social rent 
forming the first phase of the 
Laurieston Regeneration

201 Complete November 2014

Window Replacement 
Project (CESP)

Installation of high performance, 
energy efficient triple glazed windows 
to tenanted and owner occupied 
properties across Gorbals

1,700 Complete March 2015

Waterside Internal 
Modernisation

Internal modernisation of tenanted 
flats in the Waterside Area

(Waterside St, Benthall St,  
Snowdon St)

158 Complete March 2015

Laurieston Phase 1b Flats and Houses for Mid Market rent 39 20% 
Complete November 2015

Queen Elizabeth 
Square Phase 3 Flats for Mid Market rent 24 Commenced 

On Site January 2016

Former Gorbals 
Parish Church site

51 flats forming the gateway 
into the first phase of the 
Laurieston regeneration.

51 Funding 
Approved Autumn 2016

Laurieston 
Environmental 
Improvements

Environmental improvements 
around Eglinton Court and the 
Wellcroft Place/Cavendish Place/
Surrey St/Pollokshaws Road area

Planning 
Application 
Submitted

Autumn 2016

Demolition of 5-17 
Norfolk Court

Demolition and site clearance 
of the multi-storey blocks at 
5 and 17 Norfolk Court

Tenders 
issued Summer 2016

Cleland Street/Cleland 
Lane improvements

Environmental improvements to 
Cleland Street and Cleland lane on 
behalf of Glasgow City Council

90% 
complete October 2015

Eco 
Homes 
Excellent.
These houses 
have been built 
to “Eco Homes 
Excellent” 
standards 
which mean the 
houses will be 
cheaper to heat 
than standard 
new builds.
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New Investment in the Gorbals.

£12m 
invested 
this year.
 

overview Our key development 
achievements during the year were:

During 2014/2015 the Association invested 
a further £12M in housing and housing 
improvements within the Gorbals. The Association 
has now invested over £129M in the area.
The Table below shows a comparison in the level of investment made by the 
Association in the last three years and the planned investment in 2015/2016.

£12,100,000

£17,901,024

£13,916,000

£5,388,075£4,980,844

£6,711,925

£8,917,000
£10,060,030

£7,186,507 £7,841,024

£4,999,000

£12,167,351

2012/2013 
(actual)

2013/2014 
(actual)

2014/2015 
(actual)

2015/2016 
(estimated)

•   Commencing with the construction of 
39 units of mid-market rent housing 
as part of Laurieston Phase 1b.

•   Obtaining funding approval for 
Queen Elizabeth Square Phase 3 and 
commencing with the construction 
of the 24 homes, finally moving 
towards completion of the Queen 
Elizabeth Square development. The 
development will provide a further 
24 homes for mid-market rent.

•   Completing the internal and external 
refurbishment of the interwar tenements 
in the Waterside area (Snowdon 
Street, McNeil Street, Turnlaw Street, 
Waterside Street, and Benthall Street).

•   Securing the funding for the installation 
of new heating systems to the multi 
storey blocks at Riverside (Waddell and 
Commercial Court) and the 8 storey 
Tracoba blocks in Hutchesontown. We 
are particularly grateful to the Energy 
Regulator, Ofgem, and the supplier 
Intergen who proposed that the value of 
penalties applied to Intergen for missing 
carbon targets be granted to New 
Gorbals to complete essential works. 
As a result, we received £4.8m which 
would otherwise have just been paid over 
as a fine to the UK Government. The 
£4.8m is being used for Riverside District 
Heating and further insulation work.

 Grant

 Private Funding

 Total
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By December 2014 all 201 new build 
properties had been allocated, all 
tenants from Norfolk Court had been 
rehoused, and both 5 and 17 Norfolk 
Court had been cleared for demolition.

Our re-let activity for 2014/2015 
remained fairly comparable with last 
year’s figure of 185 properties and, as 
expected, the main turnover was within 

our high rise flats at Riverside (16%) and 
Caledonia (15%). Our turnover of empty 
properties reduced slightly from last 
year’s 7.6% to 7.2% of the total stock. 
This shows that the majority of tenants 
are happy to remain in their tenancies. 

The table overleaf provides a breakdown 
of the 183 lets made during 2014/2015 
by apartment size and source of let.

The figures show that our properties 
remain available to a broad range of 
applicants. Our prediction, as detailed 
within the Annual Lettings Plan, was that 
there would be 170 re-lets over the year; 
therefore the actual number of 183 re-
lets is slightly higher than anticipated. 

The main reason for the increase in empty 
properties was that a significant proportion 
of Transfer households were allocated a 
new build property in Laurieston. We had 
several families under-occupying their 
homes and seeking smaller properties 
and some that needed rehoused into a 
ground floor property due to medical 
reasons. The increase in internal transfer 
activity freed up additional properties 
within our existing stock for allocation 
to our various housing list categories.

As highlighted in the table, there were very 
few properties let to Clearance households 
from our re-lettable stock. The vast majority 
of Norfolk tenants were earmarked for the 
new build and only a few had requested 
other areas within our existing stock. 
Compensating for the reduced number of 
lets to this group was an increase in lets to 
the Housing List which ensured many more 
applicants were able to access housing.

During 2014/2015 the average time taken 
by New Gorbals Housing Association to 
re-let properties was 17 calendar days.

Unfortunately we narrowly missed our 
challenging target of 15 calendar days. 
With the additional pressures of the 
201 new build properties to let, this is 
still considered a good performance.

alloCation performanCe 
figures We had a very busy year 
during 2014/2015 with 183 properties 
let from within our existing stock 
and 201 new build properties let.

Allocations: 2014/2015 Property Type

Source of Let 1apt 2apt 3apt 4apt 5apt TOTALS

Housing List Applications 0 31 65 5 0 101

Transfer List Applications 0 13 13 4 2 32

Clearance Transfers 0 3 1 0 0 4

GCC Homeless Referrals 3 18 16 5 0 42

Special Lets 0 1 2 1 0 4

totAl 3 66 97 15 2 183

 Housing mAnAgement

 Allocation 
Performance Figures

New Gorbals Housing Association
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housing list The demand for housing 
from the Association continues to be high 
with another 803 applicants during the 
year wanting to be rehoused in Gorbals.

ethniC monitoring 
New Gorbals Housing 
Association continues to 
promote equal opportunities 
in all its services, including 
access to housing.Housing List as at 31st March 2015

  No of Applicants (Housing List) 
Total: 2,874

  No of Applicants (Transfer List) 
Total: 460

= 1,7121,498 2142apt

= 961819 1423apt

= 462382 804apt

= 199175 245apt +

On the 31st March 2015 we had 
3,334 people on our Housing List. 

During 2015 a review of the Housing 
List will be carried out to identify those 
applicants who are no longer interested 
in being rehoused by New Gorbals 
Housing Association. A Housing 
Options interview will also be offered to 
all new applicants so that their choices 
in accessing housing are maximised. 

The table below shows the demand for 
house sizes from the Housing List and from 
existing tenants on the Transfer List. 

The main demand for housing in the 
Gorbals is for 2 apartment and 3 apartment 
homes. The change in Welfare Reform 
Legislation continues to influence the 
demand for smaller accommodation 
from the Transfer List, which in turn has 
affected the general Housing List. 

Of the 3,334 applicants on our 
housing lists up to 31st March 
2015, 910 were from non-white 
households. This represents 
27% of our housing list and 
demonstrates that Black and 
Minority Ethnic applicants can 
easily access our services.
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Image: Tenants chat in 
the link building at the 
Caledonia Road flats.
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It is New Gorbals Housing Association’s policy 
to increase rents each year based on the 
Retail Price Index (RPI) at December plus 
1%. The RPI at December 2014 was 2.3%. 
As such, the initial proposal put to tenants 
was to increase the rent by 3.3% with a 4.3% 
increase for our earlier new build properties. 
Our new build properties developed before 
2007 have significantly lower rents than the 
rest of our stock and the city average. In order 
to bring the rents charged for these properties 
in line with the rest of the stock it is policy to 
increase the rent each year by an extra 1% 
unless the rents have been adjusted at a re-let.

An extensive consultation on the rent 
increase was carried out during the Winter 
of 2014/2015. We encouraged all of our 
tenants to have their say on the proposed 
rent increase by holding drop in sessions 
in local venues, delivering a ‘Rent Special’ 
newsletter and feedback questionnaire 
to all tenants, and by holding in depth 
discussion with our Tenants Panel. 

The general feedback from the consultation 
events was that the proposed rent increase 
was too high given the rising cost of food 
and bills. Many also commented on limited, 
or no, pay increases. The Management 
Committee listened to this feedback and, 
after discussion, applied an inflation only 
increase for the majority of our housing 
stock and an additional increase of 0.5% 
for the Early New Build properties. 

Annual Rent Increases

2.3% Stock Transfer Properties  
(Ex Scottish Homes + GHA)

2.3% Developments 
completed after 2007 

2.8% Developments completed 
prior to 2007

2.3% Increase in service 
charges applied

rent inCrease An extensive 
consultation on the rent increase 
was carried out during the 
Winter of 2014/2015. 

Over  
£1 Million. 
This has been 
claimed to the 
benefit of many 
of our residents.

rent management Our priorities 
lie not only in maximising the Association’s 
rental income but also in assisting our 
tenants to maximise their own income. 

We support those experiencing financial 
difficulties by agreeing affordable payment 
plans to help them sustain their tenancies. 

We are now required to report on both 
current and former tenant arrears and are 
operating in a financial climate where our 
tenants are facing increasing household 
costs. In this challenging context our gross 
arrears remain relatively low at 5.68%.

Association staff take a firm but fair 
approach when agreeing repayment 
arrangements and will support current 
and prospective tenants to manage and 
sustain their tenancies. We have reviewed 
our Rent Management procedures and are 
taking a firmer approach in pursuing former 
tenants who owe the Association money.

For the second year our Welfare Rights 
Officer has supported our tenants and 
residents in the Gorbals to maximise 
their income. Over the last year more 
than £1 million of additional income has 
been successfully claimed for on behalf 
of almost 500 tenants. With the support 
of an additional Welfare Rights Officer, in 
2015/2016 it is anticipated that this service 
will benefit many more of our residents. 
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TOTAL RENTED  
HOUSING STOCK

2,494
AT 31ST mARCH 2015

In addition to our rented stock, the Association: 
•  Provides a factoring service to 1,590 owner 

occupiers throughout the Gorbals area 
•  Part owns and manages 24 shared 

ownership properties 
•  Has 6 shared equity properties 
•  Owns and maintains 2 Care Units catering for 

the needs of 16 elderly residents. These units 
are managed by the Mungo Foundation 

•  Lets 8 Lock-Ups which are located in 
the Laurieston area of Gorbals

Property Size
 1apt
 2apt
 3apt
 4apt
 5apt+

Number of
19
858
1,267
293
57

Complaints hanDling 
proCeDure By recording and 
monitoring complaints we have 
been able to make improvements 
to the services we deliver.

New Gorbals Housing Association 
manages the complaints we 
receive in line with the Scottish 
Public Service Ombudsman 
(SPSO) Model Complaints 
Handling Procedure. 

The table below shows how 
many complaints we received 
in 2014/2015 at each stage 
of the Complaints Handling 
Procedure, how many complaints 
were upheld by the Association 
and how well we performed 
against SPSO timescales.

100% 
Response.
The Association 
responded to all 
190 complaints 
in full.

1st Stage 
Minor Complaints

2nd Stage 
Complex Complaints

Number of Complaints No % No %

Equalities Related 2 2

Other 149 37

Total Number of Complaints 151 39

Responded to in Full 151 100 39 100

Upheld 91 60.26 19 48.72

Responded to Withing SPSO Timescales 133 88.08 35 89.74

New Gorbals Housing Association

engAgement

Complaints Handling 
Procedure
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a thriving plaCe New Gorbals Housing 
Association is proud to have been given a key 
role in the local “Thriving Places” approach.

The Association will support, organise, 
coordinate, innovate, experiment, inspire, 
engage - and do anything else it can to 
help the Gorbals community thrive.

“Thriving Places” is an intensive community 
based approach being promoted by 
the Glasgow Community Planning 
Partnership in areas where there have been 
longstanding issues with child poverty, 
misuse of alcohol, income levels, life 
expectancy and youth unemployment.

In 2013 it was decided that Gorbals 
would be one of the three initial Thriving 
Places in the city where outcomes 
were to be developed jointly with the 
community, and that New Gorbals Housing 
Association would be the community 
anchor and co-ordinating agency.

The main drive for the Thriving Places 
approach is to make the best possible use of 
all the Gorbals’ existing assets, particularly 
the assets of the Gorbals community, in 
line with the following set of principles:
•   A long term focus on partnership 

working (at least 10 years)
•   Coordinated by a locally based 

community anchor organisation
•   A Focus on Community Capacity Building.
•   Intensive activity to build social capital 

and empower communities and make 
the most of community assets

•   All organisations being willing and able 
to respond flexibly to local needs and 
change the way resources are allocated.

•   A focus on co-production between 
communities and organisations.

As the co-ordinating agency we have made 
a start by securing over £250,000 worth 
of Scottish government and Glasgow 
City Council funding to help to develop a 
framework and to support and develop a 
critical mass of engagement activity in the 
Gorbals, and coordinate better ways of 
working with all of the service providers.

What’s Happening in the Gorbals? 
The past year has been a busy one in the 
Gorbals. Local groups and organisations 
showcased the wide range of activities 
and services that are already happening 
at a fun filled and fast paced Pecha Kucha 
presentation. Pecha Kucha allows each 
presenter twenty images and twenty 
seconds to speak on each image. 

The event was organised by the Voluntary 
Sector Network and was so well received 
that plans have begun for an even bigger 
and busier event this Autumn. We look 
forward to these events becoming a regular 
part of the Gorbals Calendar and watching 
the list of activities and services grow. 

Spirit of the Gorbals
A key highlight of the Gorbals Thriving 
Place approach to date is the award of a 
£250,000 budget to be spent on projects 
and proposals selected by local people. 
The budget was awarded by Spirit 2012 
through their fourteen project and. This 
was the result of a joint bid submitted by 
voluntary and public sector partners.

The £250,000 will be allocated to groups 
and individuals in the Gorbals over three 
years by a panel of local people. This 
panel will be supported by development 
workers from Foundation Scotland, who 
have been appointed by Spirit 2012 to 
ensure local priorities are targeted through 
the development of a community plan. 
The panel will use the money to increase 
participation levels locally in the arts, 
sports, volunteering and youth activity. 
The resource budget offers an exciting 
opportunity for people who live in the 
Gorbals to deliver, shape and support 
the activities and services that they want 
to see in their community. Spirit of the 
Gorbals is Thriving Gorbals in action.

Community Coordinator
A “Community Coordinator” will be 
appointed in 2015/2016 to work with 
local people and organisations to build 
on the Thriving Place foundations that 
have been put down and help deliver a 
programme of sustained community 
development through direct work and 
by helping support the work of others.

Community Events and Celebrations 
The Summer Fair (organised by the Gorbals 
Fair Committee and headed up by SEAL), 
New Gorbals Housing Association’s 
Christmas Lights switch on and the Winter 
Extravaganza (headed up by Glasgow Life) 
were even bigger and better than previous 
year’s events. The combined efforts of 
local individuals, groups and organisations 
came together to create memorable days 
that attracted hundreds of local people.
Community events have grown in number as 
well as size and provide many opportunities 
throughout the year for people to come 
together and have a great time. Amongst 
them were the Halloween Party and Spring 
Fling (organised by The Bell Group and 
New Gorbals Housing Association) which 
were huge hits with children, an array of 
Christmas events from across the area, and 
a day (followed by a play) at the Citizen’s 
Theatre for new Laurieston tenants and their 
families to get to know each other. The event 
at the Citizen’s Theatre was designed and 
hosted by a unique partnership including 
The Community Health Partnership, 

A New 
Role. 
A “Community 
Coordinator” will 
be appointed 
in 2015/2016.

Annual Report / 2014/2015 New Gorbals Housing Association

19 engAgement

 A Thriving  
Place

Image: Designing a 
Touchstone as part 
of Art & Living: 
Laurieston. 

Image courtesy of 
WAVEparticle.
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Annual 
Report to 
Tenants.
Lets tenants know 
how we performed 
during the year.

CommuniCation & 
engagement Events were 
an opportunity to get to know 
local residents better. 

Citizen’s Theatre, WAVEparticle and New 
Gorbals Housing Association. The feedback 
from the event was very positive and the 
Community Health Partnership committed 
to supporting the tenants to continue 
the conversation they started that day. 

Taken together, these events help build 
community confidence and networks. The 
wide range of opportunities for local people 
to meet and socialise together will provide 
excellent occasions for consultation and 
collaboration and a positive foundation for 
developing the community’s strengths.

Resource Mapping
New Gorbals Housing Association 
completed a mapping exercise of the 

voluntary, community and public sector 
organisations that operate locally. Amongst 
the resources identified and recorded were 
the services, buildings, volunteers, staff, 
skills and ambitions of local organisations. 

A summarised Resource Map will be 
published and distributed to Gorbals 
residents in 2016 and a full on line directory, 
The Gorbals Neighbourhood Map, will be 
launched in Autumn 2015. “The Gorbals 
Neighbourhood Map” will allow local people 
to find and share services and opportunities 
in the area. This tool will complement the 
popular Gorbals Calendar created by Bridging 
the Gap and featured on www.thegorbals.
co.uk, a website developed for the Gorbals 
by local resident Anthony O Doibhailein. 

New Gorbals Housing Association 
continued to participate in, and help 
organise, local events throughout 
2014/2015. From the Spring Fling to 
the Winter Extravaganza the local social 
calendar was full and we enjoyed getting 
to know Gorbals residents that bit better. 

Tenants Panel 
The very dedicated members of our Tenants 
Panel were busy this year. The new regulatory 
requirement to produce an Annual Report 
to Tenants was a challenge that the Panel 
took on with enthusiasm and we worked 
together to develop “Our Performance”, our 
first Annual Report to Tenants. It didn’t take 
the Panel long before they were thinking 
about how this work could be built on for 
2015/2016 and how, most importantly, 
they could make the information provided 
as accessible as possible for all tenants. 

The Panel reviewed our rent 
consultation process and amongst their 

recommendations was that feedback 
summarising the consultation results, 
and explaining why the Management 
Committee reached their decision, should 
be provided to tenants. This improvement 
was implemented straight away and the 
information was delivered to all tenants 
in a newsletter. The Panel also spent 
some time re writing the consultation 
questions that are used in the Association’s 
rent consultation questionnaire. 

Website
2014/2015 was the first full year of 
New Gorbals Housing Association’s 
website. We have been working with the 
Tenants Panel to gather ideas on how we 
can continue to develop the website to 
meet the needs and aspirations of our 
residents. In 2015/2016 our new Customer 
Engagement Officer will continue to 
work with the Panel and other interested 
residents to turn their ideas into reality.
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Factored Properties 
We have also carried out 559 reactive repairs to factored properties where we use the same 
challenging target figures for monitoring purposes. We completed over 93% of all categories 
of repairs on time to our factored properties. 

Gas Servicing
During 2014/2015 we acquired an additional 377 properties from our new build 
development and new “fuel switch” (electric storage to gas combi) boiler installations through 
CESP. This brought the total number of annual services up to 1,815 and we are pleased to 
report that 100% of these gas services were carried out within the statutory timescale.

Emergency
Attendance to 
make safe or 
to complete 
within 4 hours

Urgent
Completion 
within 3 
working days

Routine
Completion 
within 10 
working days

The table below shows the targets set for 
completing reactive repairs within the response 
times set for 2014/2015 and our actual performance 
for the year for tenanted properties. The table 
also details the actual number of reactive repairs 
carried out to our housing stock during 2014/2015.

Repair Type Number 
of Repairs 
Carried Out

Number 
of Repairs 
Completed 
on Time

Percentage 
of Repairs 
Completed 
on Time

Business 
Plan Target

Emergency 984 939 95% 99%

Urgent 3,275 3,233 99% 97%

Routine 4,037 3,969 98% 97%

totAl 8,296 8,141 98%

Reactive Repairs.

Tenant Satisfaction - Reactive Repairs
 Very Dissatisfied  Fairly Dissatisfied  Neither   Fairly Satisfied  Very Satisfied

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

34
(1.07%)

8
(0.25%)

14
(0.44%)

2,593
(81.41%)

536
(16.83%)

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

30
(0.94%)

9
(0.28%)

16
(0.50%)

2,602
(81.70%)

528
(16.58%)

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

22
(0.69%)

4
(0.13%)

8
(0.25%)

2,688
(84.40%)

463
(14.16%)

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

27
(0.85%)

4
(0.13%)

8
(0.25%)

2,688
(84.62%)

463
(14.16%)

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

29
(0.91%)

6
(0.19%)

11
(0.35%)

2,534
(79.56%)

605
(19.00%)
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maintenanCe In 2014/2015 
we continued to work to keep 
homes safe and comfortable. 

Gutter Cleaning
During 2014/2015 we carried gutter cleaning 
to 962 tenanted units and 640 factored units.

Medical Adaptations 
During 2014/2015 the Association spent 
£97,476 on undertaking 71 medical 
adaptations. We received £76,037 in grant 
funding towards this essential work. 

Medical adaptations help tenants to live 
more comfortably and independently in 
their own homes.

Cyclical Painter work
During this programme we invited 
tenants to choose new close colours. 
Their choices resulted in brighter and 
more modern looking closes. 

This work covered a total of 65 closes. 
The great majority of the painter work 
was at the Hutchesontown maisonettes 
and nearby new build and the Gorbals 
East area around McNeil Street, Moffat 
Gardens and McNeil Gardens.

As well as the painting of the closes, 
where required, we painted external 
render, boundary walls, street signage, 
poles, lamp posts, pergolas and railings.
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 Cyclical 
Maintenance 

New Gorbals Housing Association

25  Door entry handsets  
relocated

15  Remote controlled door 
closers for wheelchair 
adapted properties

13  Level access showers

Annual Report / 2014/2015

9  Handrails fitted 
to common and 
internal stairways

3  Ramps for  
wheelchair access

3  Wet floor rooms

1  Kitchen worktop 
adjusted to 
wheelchair height

1  Shower seat fitted

1  Key safe fitted



inCome anD expenDiture 
The tables below summarise the 
Association’s income and expenditure 
for the year ended 31st March 2015 
and 31st March 2014 for comparison.

Income 2014/2015 2013/2014

Rent 9,724,397 9,218,735

Factoring 1,027,558 900,206

Other Income 2,687,534 209,217

Interest Receivable 77,412 407,529

Gain on Sale of Fixed Assets 96,911 83,643

totAl income 13,613,812 10,819,330

Expenditure 2014/2015 2013/2014

Rented Accommodation 8,532,559 7,859,736

Factored Accommodation 974,138 891,709

Loan Costs 975,253 1,249,169

Other Costs 2,499,943 17,966

Taxation - -

totAl eXpenDituRe 12,981,893 10,018,580

Increased 
Income 
for 2014.
 

Money Spent
The following table shows how we spent each £1 of rented 
income received during the year 2014/2015 and 2013/2014.

Surplus and Reserves
Surplus for the year to 31st March 2015, is £631,919 (2013: 
£907,750). Our surplus for the year is slightly down on last 
years and is due to an increase on spending on repairs.

The Association’s reserves have increased from £20m to £20.5m.

More 
Money 
Spent On 
Repairs.
 

Debt Repayment

11p/13p

Repairs/Renewals

28p/26p

management

24p/32p

Service Costs

20p/20p

Insurance

4p/3p

Future Capital Replacements

13p/6p
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Energy Prices
Energy prices have fallen back over the 
past few months and we have tendered 
and forward fixed energy costs where 
appropriate. This has resulted in an 11% 
saving on our biggest energy bills.

Loans
Around 22% of our loans are variable 
and the Association has benefited from 
lower interest rates for the past few years. 
However, interest rates are predicted 
(by many sources) to increase over the 

course of the next year to 18 months. 
Over three quarters of the Association’s 
loans are fixed (at generally low rates) 
and this will reduce the cost to the 
Association of future interest increases.

Cash Deposits
If interest rates increase, deposit interest 
received on cash balances will also 
increase. We have already seen a small 
increase on deposits available to us 
and further rises would help offset the 
corresponding increases in our loan costs.

eConomiC outlook 
Negotiating the best for our tenants.

Image: A view of the 
Gorbals from the 
Caledonia Road flats.

FinAnce

Economic  
Outlook
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mAnAgement committee 
Raymond Shannon
Chairperson 
Thomas Smart
Vice Chairperson  
(resigned September 2014)
Kirsten Adams-Mackenzie
Vice Chairperson 
(from September 2014)
Jean Miller
Secretary
Ann Graham 
(deceased June 2014)  
Eddie Bradley

Sandra Cameron

Dot Denham

Linda Malone

Shahila Mandaniya

Elizabeth Peden

Aaron Reilly

William Sharkey

George McFadyen 
(resigned September 2014)
Iain McCreaddie 
(joined September 2014)
Robert Murray 
(joined September 2014)

FinAnce & ADmin
Fraser Stewart 
Director 
Mary Reilly 
Head of Finance and Administration 

Amanda Irwin 
Finance Manager 
Jennifer Crocock 
Office Manager 
Gillian Cameron
Factoring Finance Officer 
Maureen Cherry 

Joseph Orr 
Finance Assistant 
Kerry Newton 
Factoring Finance Assistant 
Lisa Crawford 
Administrator 
Meena Saleh 
Receptionist 
Andrea Struthers 
Trainee Administrator
Elaine McCue
Scanning Assistant/Receptionist

Housing mAnAgement
Norman Fitzpatrick
Depute Director 
Kirsty Fotheringham
Head of Housing Services 
Winifred Bauld 

Elaine Gunn

Julie Macdonald

Yvonne Rooney 
Area Housing Manager 
Collette Amato

Catherine Athmani

Darren Clark

Lee Craigon

John Edmiston

William Lanigan

Amanda Milne

Michelle O’Donoghue

CarolAnne Rafferty

Elizabeth Walker
Housing Officers 
Patricia Reed
Voids Officer 
Linda Foy
Welfare Rights Officer 
Christine Rothnie
Communications and Engagement Officer  
Mary Aitchison

Lianne Brown

Nazia Rafiq 

Morag Thomson
Housing Assistants 
William Blakely

Anthony Hale

Alan McConnell 

Gerald Reilly
Estates Services Officers
Allan Boyce

David Burns

Thomas Drew

Alexander Duff

Paul McCulloch

David Robertson

Ian Welsh
Neighbourhood Wardens

mAnAgement mAintenAnce
Michael Houghton 
Head of Maintenance 
Paul Cowan

Sukhdeep Hopper

Tracey McCauley 
Area Maintenance Manager
Margaret Cullen 

James McGuigan

Iain Wylie 
Maintenance Officer
Lucinda Stewart

Andrea Moyes

Rachel Stark
Maintenance Assistants 

Development
Simon Metcalfe 
Head of Development
Margaret Logan
Senior Development Officer 
Margaret Fitzpatrick

Julie Macfarlan

Julie McQuade
Development Officers 

Annual Report / 2014/2015 New Gorbals Housing Association

2014/2015

Committee  
& Staff31 2014/2015

Committee  
& Staff



consultAnts 
HR+  
Tenant Participation Advisory Service  
Tenant Information  
Service  
3 Fold 

tAX ADvisoRs 
Baker Tilly  
Campbell Dallas 

AuDitoRs 
Baker Tilly 

solicitoRs 
TC Young  
MacRoberts  
GHA Legal 

ARcHitects 
Page/Park  
Comrack Gracie  
Elder and Cannon

lAnDscApe ARcHitects 
Mike Hyatt Landscape Architects 
Ian White Associates

suRveyoRs & pRoject 
mAnAgeRs
Neilson Binnie McKenzie 
Armour Construction Consultants 
Reid Associates  
Ewing Somerville Partnership  
Movveo Lift Consultants

constRuction & Design 
Turner Townsend  
Brown and Walace

seRvice engineeRs 
Cadogan Consultants  
MaxFordham

stRuctuRAl engineeRs
AJ Balfour Associates  
Clyde Design Partnership 
Aecom 

cleRk oF WoRks
David Gilmour Associates

contRActoRs
Urban Union  
City Technical Services  
Land Engineering  
Bell Group UK  
City Building  
Ogilvie Construction  
Sanska  
CAS  
DCL Joinery  
Ener-G-Switch 2  
Skaala  
ECG  
CCG  
Eclipse  
SCI Communications 
Video Watchman

BAnkeRs & FunDeRs
Bank of Scotland 
Nationwide 
The Housing Finance Corporation 

insuReRs
Zurich 

pHotogRApHy
Anthony O’Doibhailein
Chris James
WAVEparticle

Design 
Merchant Soul
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mAnAgement committee 

Chairperson:  
Raymond Shannon

Vice Chairperson:  
Thomas Smart 
(resigned September 2014)

Vice Chairperson: 
Kirsten Adams-Mackenzie 
(from September 2014)

Secretary: 
Jean Miller

Ann Graham  
(deceased June 2014)  

Eddie Bradley

Sandra Cameron

Dot Denham

Linda Malone

Shahila Mandaniya

Elizabeth Peden

Aaron Reilly

William Sharkey

George McFadyen  
(resigned September 2014)

Iain McCreaddie  
(joined September 2014)

Robert Murray  
(joined September 2014)

FinAnce & ADmin

Director:  
Fraser Stewart 

Head of Finance and Administration:  
Mary Reilly 

Finance Manager:  
Amanda Irwin 

Office Manager: 
Jennifer Crocock

Factoring Finance Officer:  
Gillian Cameron

Finance Assistants:  
Maureen Cherry  
Joseph Orr 

Factoring Finance Assistant:  
Kerry Newton 

Administrator: 
Lisa Crawford 

Receptionist:  
Meena Saleh 

Trainee Administrator: 
Andrea Struthers 

Scanning Assistant/Receptionist: 
Elaine McCue

Housing mAnAgement

Depute Director: 
Norman Fitzpatrick

Head of Housing Services: 
Kirsty Fotheringham

Area Housing Managers:  
Winifred Bauld  
Elaine Gunn 
Julie Macdonald 
Yvonne Rooney 

Housing Officers: 
Collette Amato 
Catherine Athmani 
Darren Clark 
Lee Craigon 
John Edmiston 
William Lanigan 
Amanda Milne 
Michelle O’Donoghue 
CarolAnne Rafferty 
Elizabeth Walker

Voids Officer: 
Patricia Reed

Welfare Rights Officer: 
Linda Foy

Communications and Engagement Officer:  
Christine Rothnie

Housing Assistants: 
Mary Aitchison 
Lianne Brown 
Nazia Rafiq  
Morag Thomson

Estates Services Officers: 
William Blakely 
Anthony Hale 
Alan McConnell 
Gerald Reilly

Neighbourhood Wardens: 
Allan Boyce 
David Burns 
Thomas Drew 
Alexander Duff 
Paul McCulloch 
David Robertson 
Ian Welsh

mAnAgement mAintenAnce

Head of Maintenance:  
Michael Houghton 

Area Maintenance Managers: 
Paul Cowan 
Sukhdeep Hopper 
Tracey McCauley 

Maintenance Officers: 
Margaret Cullen  
James McGuigan 
Iain Wylie 

Maintenance Assistants:  
Lucinda Stewart 
Andrea Moyes 
Rachel Stark

Development

Head of Development: 
Simon Metcalfe 

Senior Development Officer:  
Margaret Logan

Development Officers:  
Margaret Fitzpatrick 
Julie Macfarlan 
Julie McQuade
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New Gorbals Housing Association is a charity registered in Scotland – SC041164
Register of Friendly Societies No. 2309 RS  Scottish Housing Regulator Registered No. HAL 211

Be Involved

Would you like to help 
improve your home 
beyond your front door?
If you live in the Gorbals, you can 
join the Association, for life, for £1. 

This allows you to vote at the AGM 
and be put forward for election to 
the Management Committee. 

Just contact our office for 
an application form.


