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Performance

WIN £50!
Two lucky tenants can 
win £50 by completing 
the “Our Performance” 

Questionnaire.



Our Performance is New Gorbals 
Housing Association’s second 
Annual Report to Tenants since 
the Scottish Social Housing 
Charter was introduced.
It reports on the outcomes and standards as set out 
in the Charter and compares our performance to the 
Scottish Average for the year beginning April 2014 and 
ending March 2015. This year we have compared our 
performance with two local Housing Associations, Govanhill 
and Southside as well as Glasgow Housing Association 
(GHA). GHA used to be landlord to many of our tenants.
You can compare us to other Housing Associations or 
Local Authority landlords by visiting the Scottish Housing 
Regulator’s website www.scottishhousingregulator.gov.uk  
We are also happy to send you this information in the post if 
you ask us for it.
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Our tenants Decide what is 
important and what they want to 
know about our performance.

Last year you told us that you 
wanted one report that compared 
information about our performance 
with other landlords in Glasgow but 
also highlighted and celebrated our 
achievements in the Gorbals.
For a second year our Tenants 
Panel, a small dedicated group of 
New Gorbals Housing Association 
tenants, worked with us to help make 
sure the information provided in this 
report is meaningful to tenants. 
If you would like to join this group 
and help shape how we deliver 
our services please get in touch. 
Your views matter to us.
You might prefer to give feedback 
on the report rather than join the 
Tenants Panel. We are keen to find out 
what all of our tenants think of “Our 
Performance” – have we got it right 
this time, what can we do better, what 
do you want to hear more about? 
The back page lets you know the 
different ways you can get in touch 
with us and there is also a comments 
questionnaire in the middle of ‘Our 
Performance’ which we would be 
delighted if you could complete and 
return. All questionnaires returned 
by our deadline will be entered 
into a prize draw, so good luck. 

Last year we reported the results 
of our Tenant Satisfaction Survey. 
We made a commitment to listen, 
provide better information and where 
possible make improvements to our 
services. It has been two years since 
our Tenant Satisfaction Survey and 
although the Scottish Regulator 
recommends that we carry out a 
survey every three years we have 
decided to carry out an independent 
Health Check this winter to find out 
if we are getting it right for you. 
You may be asked to participate in 
our telephone survey and we hope 
you take the opportunity to share 
your views and thoughts with us. We 
will let you know the result of our 
health check in spring 2016. We will 
also use this information to shape our 
third Annual Report to Tenants. 
This year we will concentrate on the 
following information and outcomes:
• Chairperson’s Report
• Communication and Engagement
• Homes and Rents
• Access to Housing 
• Housing Quality and Maintenance
• Value for Money
• Complaints Handling

Breakdown of property types

Size of 
Home

New 
Gorbals HA

Glasgow 
HA

Govanhill 
HA

Southside 
HA

1 apt 19 2,737 34 115

2 apt 994 7,391 1,083 960

3 apt 1,407 20,543 950 535

4 apt 293 8,233 270 543

5 apt 59 1,289 39 36

TOTAL 2,772 40,193 2,376 2,189

Average weekly rents

Size of 
Home

New 
Gorbals HA

Glasgow 
HA

Govanhill 
HA

Southside 
HA

Scottish 
Average

1 apt £52.50 £58.57 £62.28 £64.07 £64.03

2 apt £68.73 £69.47 £73.56 £76.85 £68.54

3 apt £76.10 £74.30 £77.26 £83.53 £69.60

4 apt £85.37 £86.76 £89.98 £91.56 £75.69

5 apt £97.50 £94.50 £108.50 £92.88 £84.04

  New Gorbals HA

  Glasgow HA

  Govanhill HA

  Southside HA

  Scottish Average

Our perfOrmance

At 31 March 2015 New Gorbals Housing Association owned 2,772 homes. 
The total rent due for the year was £9,568,978. We increased our weekly 
rent on average by 2.40% from the previous year. The following information 
compares our performance with Govanhill and Southside Housing 
Associations who are a similar size to New Gorbals Housing Association. We 
have also compared our performance with Glasgow Housing Association 
which is far bigger but used to be landlord to some of our tenants.

Your Views 
Matter.
You can join this 
Tenants Panel 
and help shape 
how we deliver 
our services.
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The average length of time (in days) taken to complete non-
emergency repairs:
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The average length of time (in hours) taken to complete emergency 
repairs:
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The percentage of stock meeting the Scottish Housing Quality 
Standard (SHQS) at the end of the reporting year
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HOusing and quality maintenance

Total Rent due to be collected

Percentage average weekly rent increase applied
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£9,568,978

£152,389,453

£8,987,039 £7,991,939
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The percentage of reactive repairs carried out in 
the last year completed right first time:
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98.3%
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neigHbOurHOOd and cOmmunity

Cases of Anti-social behaviour, per 100 homes, reported in the last year:
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The percentage of anti-social behaviour cases reported in the last year 
which were resolved within locally agreed targets:
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value fOr mOney

Percentage of total rent due collected in the previous year

99.6%
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Percentage of rent due not collected through homes being empty in the 
last year:
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The average length of time (in days) taken to re-let properties  
in the last year:

14.4%

48.9%

13.1%

36.8%

16.5%
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cHairpersOns repOrt 
2014/15 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 house 
building 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 we 

feel that we can call it our best so far. 
It has been awarded four prestigious 
annual design awards (Scottish 
Design, Saltire, RIAS and RIBA). 
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 mini 
high flats 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 respond to the 
demands made on our repair service.
In addition to all of this core work, 
we have begun dedicating increased 
resources to the “Thriving Places” 
initiative. 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 “Our 
Performance” Annual Report to 
Tenants which gives more information 
on our work and achievements in 
2014/15. None of our work could have 
been done without the enthusiasm 
and commitment of my fellow 
volunteer committee members, our 
Tenants Panel and the hard work and 
expertise of our staff. I’d like to end 
my report by thanking everyone for 
their commitment and, of course 
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 and again 
between 2004 and 2006. 
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. 
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.

chaIrPersONs rePOrT

2014/2015

1000th 
New Build.
This marks a 
new milestone 
and a major 
accomplishment 
for us.
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Image: Ann pictured 
during the then 
First Minister, Jack 
McConnell’s, visit 
to the Association in 
November 2005. 

Image: Raymond 
Shannon chats 
to new residents 
Aimee McLeod and 
David Wilson.



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.

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 critical mass of 
engagement activity to support and 
develop the Gorbals community and 
coordinate better ways of working 
with all of the service providers.

What’s Happening in the Gorbals?
The past year has certainly proven that 
the Gorbals is thriving. 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. The event 
was organised by the Voluntary Sector 
Network and was so well received that 
plans have begun for an even bigger and 
busier one 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. 

cOmmunicatiOn & engagement 
New Gorbals Housing Association is 
proud to have been given a key role in 
the local “Thriving Places” approach.

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. 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 
Foundation Scotland who have been 
appointed 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” 
started working with us as the end of 
September 2015. His role is to work 
with local people and organisations to 
support the Gorbals community to 
reach it’s full potential as a Thriving 
Place. The Community Coordinator, 
Michael will 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.

£250,000 
Funding.
This will be 
allocated to 
projects selected 
and designed by 
local people.
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Image: Laurieston ‘Past, 
Present and Possible’ 
event. Image courtesy 
of WAVEparticle.



Image: Image courtesy 
of WAVEparticle.

How do you think 
we are doing?
We want to know how you think we 
are doing – your feedback helps  
New Gorbals Housing Association 
to set our priorities and introduce 
service improvements that are 
important to you and your families in 
the Gorbals and the wider community.

WIN £50!
Have your say by filling in 
the “Our Performance” 
Questionnaire. All returns 
will be entered into our 
prize draw with two lucky 
tenants picked at random.

Community events have grown in 
number as well as size providing 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 and start a 
conversation. The event at the Citizen’s 
Theatre was designed and hosted by 
a unique partnership including The 
Community Health Partnership, 
Citizen’s Theatre, WAVEparticle and 
New Gorbals Housing Association.

The Gorbals Neighbourhood Map
In 2015/16 a directory of activities, 
services and groups in the Gorbals 
will be distributed to all residents and 

a full on line directory, The Gorbals 
Neighbourhood Map, will be launched. 
This will help local people to find and 
share services and opportunities in 
the area. These tools 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. 

Rent Consultation 
This year the Tenants 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. 
As a result of this the information was 
delivered to all tenants in a special 
newsletter. The Panel also spent some 
time re writing the consultation questions 
that are used in the Association’s 
rent consultation questionnaire.
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Name:  

Address: 

 

 

Postcode:  

Telephone:  

Mobile:  

Email:  

Our perfOrmance questiOnnaire

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

 YES    NO  

If no, please tell us why?

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

 YES    NO  

If no, please tell us why?

 3. Would additional information be helpful? 

 YES    NO  

If yes, please tell us what by ticking as many boxes as you wish.

 Repairs Service

  Neighbourhood and 
Estate Services

 Neighbour Disputes

 Rent Arrears

 Value for Money

  Our Housing Stock 
and number of Lets

 Keeping you informed

 Opportunities to participate

 4. What kind of consultation do you want on the content and layout of future 
 Tenant Performance Reports?  

Tick as many boxes as you wish.

 Feedback through Newsletters

  Consultation Events

 Tenant Focus Group

 Tenants Panel 

 Other

If other, please state what other ways you would like us to consult with you?

 5. If you have any other comments you would like to make about this report or 
 our performance, please tell us below.  

Thank you for taking the time to fill out this comments questionnaire.

Please 
return by 
Friday 13th 
November 
2015 to:
Christine Rothnie

New Gorbals 
Housing Association

187 Crown Street

Gorbals

Glasgow

G5 9XT.

Please 
return by 
Friday 13th 
November 
2015 to:
Christine Rothnie

New Gorbals 
Housing Association

187 Crown Street

Gorbals

Glasgow

G5 9XT.
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There are many ways to let us know what you think:
Drop into the office at 187 Crown Street 
and talk to a member of staff
•  Give us a call on: 

0141 429 3900
•  E-mail us at: 

admin@newgorbalsha.org.uk
•  Write to us at:  

187 Crown Street, Gorbals, Glasgow, G5 9XT 

Be Involved.
You can be kept up to date with 
information on how you can 
participate in the Association 
and receive information about 
opportunities in the community. 

 Phone   Email  Post

 5. If you would like to be involved, let us know how best 
 to contact you?  

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.

respOnding pOsitively tO 
cOmplaints By recording and 
monitoring complaints we are able to make 
improvements to the services we deliver.

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

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

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

100% 
Response.
The Association 
responded to 
every complaint 
that it received. 
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We support tenants who are having 
financial difficulties by agreeing 
affordable payment plans to help 
them sustain their tenancies. 
We now need to report on both 
current and former tenant arrears 
and, like everyone, our tenants are 
seeing their household costs rise. 
Despite these challenges our gross 
arrears are still quite low at 5.68%. 
Association staff take a firm but fair 
approach when agreeing payment plans 
and will support tenants to manage and 
sustain their tenancies whilst taking a 
firmer approach with former tenants 
who owe the Association money.
For the second year our Welfare 
Rights Officer has supported Gorbals’ 
residents 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 we think this service 
will help many more of our residents. 
At 31 March 2015 New Gorbals 
Housing Association owned 2,772 
homes. This Housing Stock figure 

includes the 276 empty homes 
at Norfolk Court that will be 
demolished in 2016. The total rent 
due for the year was £9,568,978. 

Rent Increase
A 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 of 3.3%. 
We held drop in sessions in local 
venues, delivered a ‘Rent Special’ 
newsletter and feedback questionnaire 
to all tenants, and had in depth 
discussion with our Tenants Panel. 
The general feedback from the 
consultation was that the rent 
increase we put forward 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 
of 2.3% for the majority of our 
housing stock and service charges, 
with an additional 0.5% increase for 
the Early New Build properties.

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

More Than 
£1 Million.
Additional 
income has been 
claimed for.

2014/2015 A year of great 
achievement for New Gorbals 
Housing Association with the delivery 
of 201 new homes in Laurieston

A highlight of the year was 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. 

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 our tenants 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.

Image:  
Nicola Sturgeon 
MSP presents Annie 
O’Donnell with the 
keys to her new home 
in Laurieston.
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Key Achievements
•  There was also major progress made 

in other projects that will have 
significant benefits for our tenants 
and the people of Gorbals. Our key 
achievements during the year were:

•  We completed the internal 
and external refurbishment 
of the interwar tenements at 
Snowdon Street, McNeil Street, 
Turnlaw Street, Waterside 
Street, and Benthall Street

•  We secured funding to install new 
heating systems to our high rise 
blocks at Riverside and the mini 
high rise blocks at Silverfir Court.

•  We got funding approval to develop 
the corner of Eglinton Street and 
Cumberland Street. This is expected 
to start near the end of 2015. As 
part of this project the long awaited 
environmental upgrade of Eglinton 
Court and South Laurieston 
will be able to move forward.

•  We have started building the 39 
homes for mid-market rent in 
Laurieston. These will be available 
for let at the beginning of 2016.

•  We have started the final stage 
of the Queen Elizabeth Square 
development at Ballater Street. This 
will give us another 24 homes for 
mid-market rent by Spring 2016.

•  We installed 1700 high performance, 
energy efficient triple glazed windows 
to tenanted and owner occupied 
properties across Gorbals. 

•  We have made environmental 
improvements at Cleland Street 
and Cleland Lane on behalf 
of Glasgow City Council. 

Window 
Installation.
1,700 energy 
efficient triple 
glazed windows 
were installed.

New Investment in the Gorbals.

£12m 
invested 
this year.
 

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)

 Grant
 Private Funding
 Total

hOmes & reNTs

New Investment 
in the Gorbals
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The majority of the 183 properties 
that we let from our existing stock 
were high rise flats at Riverside (16%) 
and Caledonia (15%). The table below 
provides a breakdown of these lets 
by apartment size and source of let.
By December 2014 all 201 new 
build properties had been allocated, 
all tenants from Norfolk Court had 
been rehoused and Norfolk Court 
was closed down for demolition.

The vast majority of our Norfolk 
tenants told us they wanted to stay 
in Laurieston new build and only 
a few had requested other areas 
within our existing stock. As a result 
there were very few properties let 
to Clearance households from our 
re-lettable stock and this allowed 
us to increase the number of lets 
to our Housing List applicants.

access tO HOusing We had 
an exceptionally 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 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.

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. 
The main demand for housing in the Gorbals is for 2 and 3 apartment homes. Changes 
in Welfare Reform Legislation has meant that more tenants are looking for smaller 
homes from the Transfer List. This have impacted on the general housing list. 
The table below shows the demand for house sizes from the Housing List and from 
existing tenants on the Transfer List.

New Gorbals Housing Association
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HOusing quality and 
maintenance Our priority is to keep 
homes safe and comfortable while trying 
to meet the high standard and responsive 
repairs service our tenants want.

During 2014/2015 we carried out 8,296 repairs. 
98% of these repairs were carried out on time. 
The table below shows how well we met our 
challenging timescales for each type of repair.

Emergency
Attendance to 
make safe or 
to complete 
within 4 hours.

Urgent
Completion 
within 3 
working days.

Routine
Completion 
within 10 
working days.

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%

When a repair is carried out we ask you to feedback on how we are 
performing. Of the 8,296 repairs carried out, 3,185 tenants told us 
what they thought through our Repair Satisfaction Survey.

tenant satisfactiOn - reactive repairs

 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%)

2,695
(84.62%)

452
(14.16%)

From contacting the 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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Gas Servicing
During 2014/2015 the number of gas 
boilers we had to service increased 
by 377 because of the new build 
properties and the “fuel switch” 
(electric storage to gas combi) boiler 
installations carried out through CESP. 
We are pleased to report that 100% of 
1815 required gas services were carried 
out within the statutory timescale.

Cyclical Painter Work
We took the opportunity to consult 
with tenants about brightening up 
closes and giving them a more modern 
look. Tenants were invited to choose 
new close colours and this has had a 
great impact on these closes which 
were looking tired and dated.
The majority of the 65 closes painted 
were in the Hutchesontown maisonettes 
and nearby new build, the Gorbals East 
area around McNeil Street, Moffat 
Gardens and McNeil Gardens.

HOusing and quality 
maintenance
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Debt Repayment

11p/13p

Repairs/Renewals

28p/26p

Management

24p/32p

Insurance

4p/3p

Service Costs

20p/20p
Future Capital Replacements

13p/6p

value fOr mOney Negotiating the best for our tenants. 
The diagram below compares how we spent each £1 of rented 
income received during the year 2014/2015 and 2013/2014.

 hOusINg maNagemeNT

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

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.


