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Be Involved
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beyond your front door?
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and be put forward for election to 
the Management Committee. 
Just contact our office for an  
application form.
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As always, I would like to conclude my 
report by thanking all of our staff and my 
fellow committee members for their work 
throughout the year. Yet again my fellow 
committee members have shown great 
dedication and given up a huge amount of 
their time, on a completely voluntary basis, to 
direct and oversee the Housing Association 
on behalf of the Gorbals community. 
Many thanks for showing an interest in 
this Annual Report and the Association’s 
work. Please contact our office directly if 
you have any queries, we would be happy 
to give you more information about the 
Association and the work that we do.

Chairperson's 
Report
This year, to 31st March 2016, 
was another year of hard graft and 
reaching big landmarks for the 
Association and the Gorbals.

The blowdown of Norfolk Court, some 23 
years after the demolition of the Queen 
Elizabeth Square flats, marked the final high 
rise demolition in the Gorbals. The handover 
of the new build development at Ballater Place 
completed the development at Queen Elizabeth 
Square 14 years after the first new build at 
Cumberland Street and Jane Place were handed 
over. After 4 years of effort, we secured the 
last £5M of funding required to complete our 
Gorbals Fuel Efficiency project and install a 
district heating system delivering gas central 
heating into the 4 high rise blocks at Riverside.

Although there have been delays in our 
development programme, we have made further 
strides in our building programme with the 
progression of Mid Market Rent schemes in 
Laurieston and Hutchesontown. Our subsidiary, 
New Gorbals Property Management, is now 
letting 63 Mid Market Rent units which widen 
the availability of affordable housing in Gorbals.  
In addition to this we have been planning 
other projects to maintain the momentum of 
regeneration in Gorbals.

Milestone projects are worth nothing if they 
are not well managed and maintained and I am 
delighted to confirm the continuing excellent 
performance of our maintenance and housing 
management sections. Our maintenance 
function scored over 98% for response times, 
right first time repairs and overall satisfaction 
with the service. Our housing management 
section also performed extremely well, topped 
off by our staff securing over £1.1m in benefit 
payments for tenants and a sustained and 
meaningful tenant engagement programme 
covering issues from rent levels to the local 
environment. More detail on all of this will be 
reported in the “Our Performance” report that 
will go out to all tenants in October 2016.

Last, but certainly not least, we have been 
working hard to make Gorbals Thriving Place 
Initiative a real success. Good progress has 
been made on community engagement, 
communications and the promotion of better 
collaboration between service providers in 
Gorbals in line with local needs. We have been 
delighted to assist with such projects as Spirit 
of the Gorbals, which is all about local people 
funding the projects they believe should be a 
priority. It has been a privilege to try and help our 
partners work together better for the good of 
Gorbals. All of this work will start to be reported 
to the community in other publications, and in 
much more detail, in the coming year.

Michael Houghton
Our Head of Maintenance, colleague and 
friend Michael Houghton sadly passed away on 
Boxing Day 2015. He was much loved and is 
sadly missed by all of our staff and members of 
our Management Committee, many of whom 
knew Michael from when he started with the 
Association in 1999. 

Michael was 
the very first 
member of our 
maintenance team 
and his dedication 
to ensuring that 
we did our best for 
our tenants, and 
other customers, 
meant that he built 
and managed a 
maintenance service 

with the high standards we are proud of today. 
The standards and best practice put in place by 
Michael will be his legacy at New Gorbals Housing 
Association, and we will seek to maintain and build 
on these going forward. 
Michael was a trusted, loyal and highly valued 
member of the team who could be relied on 
to help and support his colleagues. Michael 
was a big football fan, and in April 2016 many 
of the organisations we work with joined us 
to hold a football tournament in his memory. 
The tournament, and funds raised by a team 
of NGHA staff who completed the Edinburgh 
Half Marathon, raised over £6,000 for the 
Brain Tumour Charity. The Michael Houghton 
Memorial cup will become an annual event 
raising funds for the Brain Tumour Charity. 
Michael is survived by his wife Myra, step sons 
Chris and Justin, his parents Muriel and Davie,  
and his sister Linda and family. Our thoughts 
remain with them.

Raymond Shannon 
Chairperson of New 
Gorbals Housing 
Association

Gorbals Boys 
Cumberland Street, 
artwork by Liz Peden
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Project Description No. of 
Housing 

Units

Progress at 31st 
March 2016

Completion

Silverfir Court Gas 
Central Heating

Installation of mains gas and gas 
central heating to 3 blocks at Silverfir

61 Complete –

Queen Elizabeth 
Square Phase F3

Flats for mid-market rent 24 Complete –

Cleland Street/
Cleland Lane 
improvements

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

N/A Complete –

Former Gorbals 
Parish Church site

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

55 Design Complete 
& Funding 
Approved

Autumn 2017

Laurieston 
Environmental 
Improvements

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

116 Design &  
Consultation 
90% complete

Spring 2017

Laurieston Phase 1b Flats and Houses for mid-market rent 39 95% Complete May 2016

Demolition of 5-17 
Norfolk Court

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

– 95% Complete May 2016

Riverside Multi-
storeys District 
Heating

Installation of a gas fired district 
heating system to all flats within the  
4 blocks

308 Tenders Issued Spring 2017

Secure Entry 
Systems Commercial 
Road and Riverside

Introduction of secure door  
entry systems to Commercial  
Road and Riverside.

N/A Detailed  
design stage

Spring 2017

Sandiefield Housing 
and Office

New housing and a new build office 29 Blowdown  
completed

Winter 2018

Development Activity
Our key achievements during the year were:

›  Completing the construction of 39 units of mid-market rent housing as part of Laurieston Phase 1b
›  Completing the Queen Elizabeth Square development with the construction of 24 homes on Ballater Place
›  This development will provide a further 24 homes for mid-market rent
›  Completing the installation of new gas central heating systems to the 3 Blocks at Silverfir Court
›  Finalising the tender documents for the Riverside District Heating project.

Milestones & Miles 
To Go
In 2015/2016 the Association’s 
development programme passed a 
number of important milestones. 

The eventual completion of the Queen Elizabeth 
Square area and the last high rise demolition 
in all of Gorbals – and we also completed a 
lot of work preparing for the next round of 
improvements to our existing tenanted housing. 

However, despite our best efforts and progress, 
some projects were unfortunately delayed while 
we waited for statutory consents and funding 
confirmation. These included the Cumberland 
Street “Church Site” New Build and the 
Riverside district heating proposals. 

Laurieston
Working with our development partners, 
Urban Union, we completed 39 properties for 
mid-market rent this year. There are now over 
300 new homes in Laurieston which provide a 
mixture of 201 social, and 39 mid-market rent 
homes in the area, alongside the completion of 
69 units for sale by Urban Union.

Glasgow City Council funded environmental 
improvement works alongside the railway 
arches in Gorbals Street, and the incorporation 
of stunning artworks and lighting by 
Gorbals Art Project under the Cleland 
Street railway bridge has transformed the 
area and created a strong link between 
the Laurieston and Crown Street areas.

2016/17 will see further developments in 
the Laurieston area. We will be building 55 
new homes on the former church site at 
Cumberland Street which will provide 46 Demolition of Norfolk Court
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socially rented homes and 9 for Shared Equity. 
The project will include four properties designed 
specifically for wheelchair users.
Urban Union also anticipate starting on Phase 
2 of the Laurieston project which will comprise 
over 200 units for private sale. Unfortunately, 
there will be no socially rented element in this 
phase. However, a new community park is 
planned along the length of Bedford Street and 
proposals for the design of the park have been 
developed by Urban Union and ourselves in 
partnership with local people.

We are delighted that some of the Association’s 
homes in Laurieston have been named in the 
top 100 buildings of the century. The Scotstyle 
list, which features buildings from 1916 right up 
to the present day, is a celebration of Scottish 
Architecture compiled by Royal Incorporation 
of Architects in Scotland. Our social housing 
development in Laurieston, by Page\Park and 
Elder and Cannon architects, has been listed as 
the best new building in Scotland in 2015.

Silverfir Court

Residents at Silverfir Court are now benefiting 
from better control over their heating systems 
and hot water on demand. These improvements 
are the result of gas fired central heating combi 
boilers being installed in 61 flats and will help 
residents save money on their energy bills.

Queen Elizabeth Square
The development of 24 new flats for mid-market 
rent at Ballater Place marked the completion of 
Queen Elizabeth Square phase F. After nearly 7 
years of this site lying empty, we were delighted 
to take over the project and work with Ogilvie 
Homes to get the job completed.

Riverside
With confirmation of funding now in place, we 
have made progress on the District Heating 
project at the Riverside multi-storey blocks. 
During the year the design and specification  
of the project was completed and the project 
was put out to tender. Work is planned to start  
in autumn 2016.
With the future of this project now certain, 
a number of other significant projects in the 
Riverside area can be planned. This will include 
the foyer refurbishment and the modernisation 
of some of the cabin flats. Other projects being 
progressed include installation of door entry 
systems to the pends in Riverside and to the 
deck access block at Commercial Road. 
We will be working hard to consult with and 
involve our customers as far as we can during 
these final phases of improvements to Riverside.

New Investment in Gorbals 
During 2015/2016 the Association  
invested a further £6,526,389 in  
housing and housing improvements  
within Gorbals. The Association has  
now invested over £135M in the area.

We had estimated a much higher investment during this year however grant 
funding was significantly below the level anticipated. This was principally 
because of delays to the new housing developments in Laurieston.

The table below shows a comparison in the level of investment made by the 
Association in the last three years and the planned investment for 2016/2017.

£17,901,054

£10,060,030

£7,841,024

£12,100,000

£6,526,389£6,711,925

£5,388,075

£4,137,494

£2,388,895

£13,000,000

£8,600,000

£4,400,000

2013|2014 
(actual)

2014|2015 
(actual)

2015|2016 
(actual)

2016|2017 
(estimated)

 Total

 Private Funding 

 Grant

Silverfir Court 
properties on the 
River Clyde
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Housing List
The demand for housing from 
the Association continues to be 
high with another 955 people 
applying to be rehoused in 
the Gorbals this year. On the 
31st March 2016 we had 1886 
people on our Housing List. 

During 2015 a review of the Housing 
List was carried out to make sure that 
people who were no longer interested in 
being rehoused by New Gorbals Housing 
Association were taken off the list. 
Housing Options interviews are being 
offered to all new applicants so that 
everyone has the information they need  
to help them find suitable accommodation 
for their needs. 
The table overleaf shows the demand  
for house sizes from the Housing List 
 and Transfer List. 
The main demand for housing in the Gorbals 
is for 2 apartment (1 bedroom) and 3 
apartment (2 bedrooms) homes. The change 
in Welfare Reform Legislation continues 
to influence the demand for smaller 
accommodation from the Transfer List; this 
in turn has affected the general Housing List. 

2apt 805 115
3apt 424 110
4apt 205 59  No. of Applicants (housing list)

 Total: 1567

5apt + 133 15  No. of Applicants (transfer list)
 Total: 299

Unnamed artwork known as 'Couch Potatoes' at Errol Gardens
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Allocation & Re-Let Performance 
Re-let activity was low in 2015/2016 compared with previous years. 

This year our turnover of empty properties 
fell, from last year’s 7.2%, to 6.2% of our 
total stock. This indicates that we have a 
stable tenant population with most people 
happy to stay in their homes in Gorbals. 
Of the 155 properties that became 
available for let, 24% of them were within 
our high rise flats at Riverside and 10% 
were in Caledonia (10%). 53 of the 155 
properties were in our high rise flats.
Every year we write an Annual Lettings 
Plan in which we predict the number of 
properties we will re-let and set targets for 
what housing lists the re-lets will come from.
The table below shows the targets that we set 
for 2015/2016 and the actual numbers for 
the year. The actual number of re-lets was 
considerably lower than we had predicted.

Although the number of allocations from 
the Housing List category was considerably 
higher than our Letting Plan target, both 
the Transfer List and Homeless Referrals 
were well below target. 
Industrial action within the Glasgow City 
Council Casework Service impacted 
upon the number of homeless referrals 
made to the Association. The strike, and 
the availability of appropriate house sizes, 
meant that we did not manage to meet our 
target for Homeless Referrals. 
There are a number of reasons the target 
was not achieved for the Transfer List. In 
many cases existing tenants were looking 
for specific house types, sizes or areas 
that were not available. However, in some 
cases tenants had no housing need and, 
as a result of this, offers were made to the 
Housing List instead.

Estimated and Actual Allocations: 2015/2016

Source of Let Estimated %  
of re-lets

Estimated No.  
of re-lets

Actual %  
of re-lets

Actual No.  
of re-lets

NGHA Transfers 25% 43 13% 20

Clearance 0% 0 0% 0

Homeless 
Referrals 27% 46 19% 30

Special Let 5% 8 3% 4

Housing List 43% 170 65% 101

Total 100% 267 100% 155

Allocations: 2014/2015

Source of Let Property Size Totals

1apt 2apt 3apt 4apt 5apt

Housing List Applicants 2 43 50 6 0 101

Transfer List Applicants 0 5 13 2 0 20

GCC Homeless Referrals 0 12 18 0 0 30

Special Lets 0 1 2 1 0 4

Total 2 61 83 9 0 155

For several years priority has been given to our Clearance 
List over our Housing List. This was to ensure that tenants 
losing their homes due to demolition programmes could 
remain in the Gorbals. 
Our regeneration and rehousing programme was 
completed last year and this has been the first year 
since 2005 we have not had a Clearance List. 
The table below provides a breakdown of the 155 lets made 
during 2015/2016 by apartment size and source of let. 

Void Re-Let Performance
During 2015/2016 we took, on average, 12 calendar 
days to re-let properties after they became vacant. 
This is 3 days less than our business plan target of 
15 days. Reducing the length of time properties lie 
empty demonstrates good performance and allows 
us to maximise rental income which helps keep rental 
charges to a minimum. 

Cumberland Street

Laurieston
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Ethnic Monitoring
New Gorbals Housing Association 
continues to promote equal 
opportunities in all of its services, 
including access to housing.

Of the 1886 applicants on our housing 
lists up to 31st March 2016, 621 were from 
non-white households. This represents 
33% of our housing list and demonstrates 
that Black and Minority Ethnic applicants 
can easily access our services.

Rent Management
Our Rent Management Team’s priority 
is to maximise the Association’s rental  
income whilst helping our tenants to  
maximise their own income. 

The Association is operating in a financial 
climate where tenants are facing increasing 
household costs without a rise in income to 
meet them. The Housing Regulator also now 
requires us to report on both current and former 
tenant arrears. In this challenging context our 
gross arrears remain relatively low at 5.73%. 

The Association is taking a proactive approach  
to rent management and the challenges of 
welfare reform. 

We have a firm but fair approach to 
agreeing repayment arrangements which 
ensures current and prospective tenants 
are supported to manage and sustain 
their tenancies. After reviewing our Rent 
Management procedures we have adopted 
a more robust approach to pursuing former 
tenants who owe the Association money. 

All tenants are being reminded that their 
rent is due to be paid one month in advance. 
We ask tenants who are struggling to 
achieve this to make small regular additional 
payments towards their rent accounts. 

The Association employed an additional Welfare 
Rights Officer to assist and support our tenants 
to maximise their income. Over this financial 
year our Welfare Rights Officers secured  
£1.1 million of additional income for our tenants. 
This brings the total income secured by them 
over the last three years to £3.1million. 

The Housing Management Team undertook 
a rent awareness campaign over the winter. 

This involved Housing Officers carrying out 
a door knocking campaign to make sure that 
tenants understood their rent responsibilities, 
were aware of how welfare reform would 
affect them, and knew what support was 
available to help them sustain their tenancies. 
Housing Officers knocked 1204 doors 
and were able to speak to 397 tenants. 
We aim to complete this project in 2016/2017.

Housing Officers knocked 1,204 
doors and were able to speak to 

397 TENANTS
 

Bird catcher sculpture

The Gatekeeper artwork at Kidston Terrace
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opportunity to speak to tenants about how 
we can tackle the issues raised and will be 
developing an action plan based on these 
conversations. We sent tenants a ‘Your 
Views’ newsletter summarising the TSS 
results early in 2016. We will be reporting 
the results in further depth in our 2015/16 
“Our Performance” publication.

Laurieston Park
As part of the regeneration of the Laurieston 
area Urban Union will create a community park 
at Bedford Street. The Association worked with 
Urban Union, The Barn and Wave Particle to 
put on a number of events to encourage local 
people to become involved in designing the new 
park. Events included an inspiration day, design 
workshops and mobile engagement. 

Around 40 local residents attended the 
inspiration day and shared their views on 
how the new park should look and what 
activities should be made possible. The 
Landscape Architect for the project has 
taken the ideas on board in the plans for 
the park and it is now hoped these plans are 
passed by the Council in Summer 2016. 

Eglinton Court
The Development Team surveyed residents at 
Eglinton Court to assess the impact the O2 
Academy was having on the area. Feedback 
from this survey was used to adjust plans 
for the environmental improvements due in 
the area. We will be consulting further with 
residents to try and resolve some of the 
other issues raised, particularly fly parking. 
Further work will be undertaken with the O2 
Academy, the Council and the Police to try 
to reduce the impact further.

Rent Increase
It is New Gorbals Housing 
Association’s policy to increase 
rents each year based on 
the Retail Price Index (RPI) 
at September plus 1%. 

The RPI at September 2015 was 0.8%. 
Taking into consideration that the RPI 
decreased shortly afterwards, and that 
many of our tenants are on low incomes, it 
was felt that a 1.8% increase was too high 
and a rent increase of 1.3% was proposed. 
There is usually an additional increase for 
existing tenants in new build properties 
that were developed before 2007. 
However, in a deviation from policy, it was 
decided that this additional increase would 
not be applied this year. This decision took 
into consideration the requirements of our 
business plan and the need for rents to 
be affordable for tenants in an uncertain 
economic climate. 
An extensive consultation on the rent 
increase was carried out during the winter 
of 2015/2016 and the general feedback 
was that the proposed rent increase of 
1.3% was reasonable. The Management 
Committee listened to the feedback and, 
after discussion, agreed to apply a 1.3% 
increase for 2016/2017.

Consultation & Engagement
During 2015/2016 the Association’s activities involved high levels 
of engagement with our residents and the local community. 

Rent Consultation
As an Association, it is our aim to connect 
with as many tenants as possible when it 
comes to our annual rent consultation. 
This year a more proactive approach to 
the rent consultation was reflected in 
vastly improved engagement figures. The 
percentage of tenants engaging with the 
consultation process increased to 13% 
(336 tenants) from last year’s 1.9%. 
We posted a ‘Your Rent’ newsletter to all 
tenants in October. This newsletter had 
information on the proposed rent increase 
and a consultation questionnaire. Following 
the Tenant Panel’s recommendation, 
an opportunity to win £50 was offered 
as an incentive to fill in and return the 
questionnaire. 

Whilst carrying out the Rent Awareness 
Campaign, Housing Officers spoke to 
tenants about their views on the proposed 
rent increase. This resulted in many more 
tenants giving the Association feedback on 
the proposal. 93% of the tenants asked were 
satisfied with how we consult on and give 
information about the annual rent increase. 
After the Management Committee had 
considered the feedback a further newsletter 
was sent out to tenants in February 
explaining how they came to their final 
decision on the level of increase applied. 

Tenant Satisfaction Survey
During the winter of 2015 an impartial 
company, Research Resource, carried 
out a Tenant Satisfaction Survey (TSS) 
on behalf of the Association. Research 
Resource spoke to over 400 tenants on 
the telephone to find out how they felt 
about the services we provide, their homes 
and their neighbourhoods. This survey was 
a ‘health check’ to allow us to understand 
how things had changed since the full 
Tenant Satisfaction Survey we carried out 
in 2013. Feedback was very positive and 
we were pleased to see that satisfaction 
with the overall service we provide had 
increased from 84% to 92%. 
From the survey there were five tenant 
priorities identified; the repairs service, 
overall quality of the home, keeping tenants 
informed, estate services and dealing with 
anti-social behaviour. We are taking every 

'Stock' sculpture. 
part of the Cultivated 
Wilderness artwork 
by Matt Baker
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Tenants  
& Residents Groups
Our dedicated Tenants Panel 
members have worked hard this year 
to help the Association improve the 
way that it consults with, and provides 
information to, our customers. 

The panel’s work has resulted in more face to face 
engagement with tenants and publications that 
have more relevant information and use different 
colours and papers to improve their readability. 
In addition to the Tenants Panel, there are also 
some area specific groups. Both tenants and 
residents are members of Laurieston Estate 
Action Group and Hutchesontown Area 
Association, with Waterside Residents Group 
being mainly factored owners. 
These groups are supported by the Association, 
and meet regularly to discuss issues and champion 
improvements in their neighbourhoods.

Learning from Complaints 
Our Complaints Handling Procedure makes it easier for 
people to tell us when they are not happy with our service, 
and helps us make things right if they have gone wrong. 

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 2015/2016 at each 
stage of the Complaints Handling Procedure, how many complaints were upheld 
by the Association, and how well we performed against SPSO timescales.

1st Stage 
Minor Complaints

2nd Stage 
Complex Complaints

Number of Complaints No. % No. %

Equalities related 0 4

Other 52 25

Total 52 29

Responded to in full 52 100% 29 100%

Upheld 28 54% 11 44%

Responded to within  
SPSO timescales

49 94% 19 79%

199

2013|2014

 88.4%  48.7%

189

2014|2015

 88.4%  57.9%

81

2015|2016

 90.1%  51.9%

  Completed within  
SPSO timescales
 Complaints Upheld 

SPSO
New Gorbals Housing 
Association has now been using 
the SPSO Complaints Handling 
Procedure for three years. 
A comparison over the three 
years shows in 2015/2016 there 
was a drop in the number of 
complaints received and that our 
performance against the SPSO 
timescales improved. 'Girl with a Rucksack' on Cumberland Street by Kenny Hunter
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Gorbals: What’s Going On?
We have been working with local organisations  
to make it easier to find out What’s Happening  
in Gorbals.
›  Another fun filled and fast paced Pecha 

Kucha event was organised by the Gorbals 
Voluntary Sector Network. This event took 
place in October 2015 and showcased 25 
groups and services promoting Gorbals’ wide 
range of activities and services. It was a great 
opportunity for local residents to find out what 
is going on from the people on the ground.

›  During 2015/2016 the rich local information 
gathered through the resource mapping 
exercise was transformed into a handy colourful 
community directory full of information about 
what is happening in the area. ‘Gorbals: What’s 
Going On?’ publication was delivered to all 
residents in July 2016. 

›  The popular Gorbals Timetable developed by 
Bridging the Gap continues to be updated 
regularly. The timetable was also delivered to 
each household with the community directory.

›  New Gorbals Housing Association launched 
its twitter account this year making sure that 
everything that is #goodaboutgorbals is shared 
as widely as possible.

Spirit of the Gorbals
Spirit of the Gorbals celebrated its 1st birthday 
this year with a community event that showcased 
some of the wonderful projects the panel funded 
throughout the year. Around 200 people 
attended the event and interest in Sparks Grants 
has increased as a result.
Spirit of the Gorbals was set up after the area was 
allocated a £250,000 resource budget to be spent 
by local people. The budget was allocated by Spirit 
2012 through their ‘fourteen’ project to celebrate 
the legacy of the Commonwealth Games. 
The Spirit Panel has been able to invest in a range 
of projects this year. Amongst the many projects 
that have been supported are the Southside 
Stars youth football club, started by local dads 
as a result of Spirit funding, and new community 
choirs, started by local group ‘Givin it Laldie’ for 
adults with additional support needs, local young 
people and Gorbals residents who feel isolated.

The Young Deciders

The Young Deciders is Spirit of the Gorbals’ 
Youth Panel. The Young  Deciders spent the 
year getting ready to launch and opened their 
grant streams in April 2016. 
The group of 11 to 19 year olds have created a 
distinctive brand and have begun to promote funding 
opportunities to other young people in the area.

Thriving Place
New Gorbals Housing Association 
has committed to working with 
the community to be creative 
and innovative in supporting the 
Gorbals’ Thriving Place initiative.

With local residents and partners, we have been 
busy laying the foundations for a place and asset 
based approach to Thriving Place, similar to 
traditional community development. 
In 2015/2016 a Community Coordinator was 
appointed by New Gorbals Housing Association 
to assist the development of a local Community 
Engagement Strategy and the delivery of a 
programme of sustained community development. 
In September 2015 Glasgow Centre for 
Population Health appointed a GoWell/Gorbals 
Thriving Place Research Specialist to work with 
the Association and the community for a year to 
build a framework that will help us measure the 
impact of the Thriving Place approach. 
Both the Community Coordinator and 
Researcher have been spending time getting to 
know local residents and finding out their ideas 
and priorities for the area. As well as visiting 
local groups and clubs, 'pop up' events were held 
throughout the area to make sure that those 
who were not involved with existing groups and 
activities could share their thoughts and help 
shape the Community Engagement Strategy. 
The Community Coordinator has also been busy 
making links with local colleagues from the public 
and voluntary sector. The ‘Thriving Breakfast’ was 
launched in April 2016 to make sure that people 
working in the community have an opportunity 
to collaborate and share skills. We are looking 
forward to seeing the exciting partnership work 
that will emerge from this in 2016/2017.

Benny Lynch mural is part of the 
7 Arches artwork by Liz Peden

Local football team, 
Southside Stars

Community Event in 
Laurieston

Local school children 
attend 7 Arches event
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Reactive Repairs
We understand how important a reliable 
and fast repairs service is to our tenants. 

For this reason we set challenging targets for reacting to repairs. 
We are pleased to report that, yet again, we have exceeded our 
targets for responding to both Routine and Urgent Repairs in our 
social rented stock. 
Our performance in responding to Emergency Repairs within 
timescale continues to improve.

Repair Type No. of Repairs No. on Time % on Time Target response 
time 2014/2015

Emergency 924 901 97% 99%

Urgent 3,548 3,518 99% 97%

Routine 3,560 3,492 98% 97%

Total 8,032 7,911 98%

Repair Type 2013/2014 2014/2015 2015/2016

Emergency 94% 95% 97%

Urgent 96% 99% 99%

Routine 94% 98% 98%

Total % on Time 95% 98% 98%

   Emergency  
4 Hours | 1.7 Hours

  Urgent  
3 Days | 1.3 Days

  Routine 
10 Days | 7.6 Days

Contractor Response Target | Average Time for Each Repair in 2015/2016

Right First Time
The Scottish Social Housing Charter 
requires that we aim to complete 
non-emergency reactive repairs on a 
‘right first time basis’. This means they  
should be completed;
› within our target timescale
› without need for further appointments. 
We aim to get all of our repairs ‘right first 
time’ and did so for 7,910 of the 8,032 
repairs we carried out in our social rented 
stock during 2015/2016. That means that 
98.5% of our repairs were ‘right first time’. 

Factored Properties
We also carried out 681 reactive repairs in 
the common areas of properties we factor. 
We use the same challenging response 
targets for these repairs as we do for our 
social rented properties. 
This year we responded to 97% of the 681 
repairs within the target response times. 
This is a marked improvement on last year 
when we achieved 93% within the target 
response time. 

98.5% of our repairs were 
‘right first time’ 

 Bird catcher sculptures at Queen Elizabeth Gardens
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Cyclical 
Maintenance 
In 2015/2016 we continued 
to work to keep homes 
safe and comfortable. 

Gas Servicing
In 2015/2016 all 1,818 boilers on our 
annual Gas Servicing Programme were 
serviced by qualified gas engineers. 
This is a major annual undertaking that 
requires the cooperation of our tenants 
to help keep their homes safe and warm. 

Gutter Cleaning
During the year we carried out gutter 
cleaning at 110 tenanted buildings and  
119 factored buildings. 

Painter work
Painter work was carried out to 72 
tenanted closes and 59 factored closes.

Reactive Repairs 
Tenant Satisfaction 
After a repair is carried out we ask tenants how satisfied they are  
with the service provided. This year 2,822 of the 8,032 tenants asked 
completed a questionnaire. 99% of these tenants were satisfied with 
the repairs process.

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

28 1 43711 2,345

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

25 1 42411 2,361

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

22 0 3726 2,422

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

21 0 3766 2,419

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

22 1 4166 2,377

 Very Dissatisfied  Fairly Dissatisfied  Neither  Fairly Satisfied  Very Satisfied

Gorbals Street
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Medical Adaptions
In 2015/2016 we received 109 social 
work referrals for medical adaptations. 

We were able to access almost £254,000 in 
grant funding to carry out all 109 adaptations 
and support our tenants and their families to live 
fully in their homes. 
Our recent new build development at Laurieston 
included a number of properties specifically 
designed for wheelchair users. After tenants 
moved into these properties, Association staff 
contacted them to make sure that the properties 
were meeting their needs. Staff were informed 
that, when using a wheelchair, it was difficult to 
open the front doors and that there was a similar 
problem opening the close doors. 
After securing a grant the Association was able 
to automate the doors enabling tenants to open 
them with a fob or by pushing a button. 
When asked what difference the adaptations 
made we received an overwhelmingly positive 
response. The solution proved to be so 
successful that automated doors were installed, 
where needed, as part of close renovation works 
elsewhere in the area.

We were able to access almost 

£254,000
in grant funding to carry out all 109 adaptations

 

Kitchen 
Replacement 
Programme
In 2015/2016 we replaced  
144 kitchens and 28 boilers. 

90 of the kitchens replaced were in Crown Street and were part of our 
planned maintenance programme. 

Tenants at Commercial Road and Ballater Place had been telling 
staff that their kitchens were in a poor condition. After surveying the 
kitchens in these properties it was agreed that they were in need of 
replacement. 54 kitchens were added to the replacement programme. 

Feedback from tenants about their new kitchens has been 
overwhelmingly positive.Queen Elizabeth Gardens
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Surplus and Reserves
Our surplus for the year to 31st March 2016 was £1,883,060 
(2015: £886,014).
The Association’s reserves have increased from £21.7m to £23.6m.
The annual accounts have fuller notes on the amendments 
required to the 2014 and 2015 to allow adoption of FRS102.  
This change in accounting practice is compulsory for an organisation 
of New Gorbals size.

Money Spent
The following table shows how we spent each £1 of rented income 
received during the year 2015/2016 and 2014/2015.

Income and Expenditure
There has been a change in accounting practice and the 
Association has adopted the new Financial Reporting Standard 
(FRS102) from 1st April 2015 accounts. 

This also required 2014/2015 accounts to be restated. The tables below 
summarise the Association’s income and expenditure for the year ended 31st 
March 2016 and 31st March 2015.
The transition to FRS102 has impacted on grant accounting, depreciation  
of properties, and pensions. The figures have been restated accordingly.

Income 2015/2016 (£) 2014/2015 (£) Restated

Rent 11,782,104 10,848,060

Factoring 944,770 1,027,558

Other Income 1,066,384 3,206,028

Interest Receivable 90,821 77,412

Gain on Sale of Fixed Assets 105,923 166,206

Total Income 13,990,002 15,325,264

Expenditure 2015/2016 (£) 2014/2015 (£) Restated

Rented Accommodation 9,840,893 9,015,422

Factored Accommodation 932,427 967,116

Loan Costs 1,415,560 1,033,253

Other Costs 450,062 3,025,459

Pension loss/(gain) (532,000) 398,000

Total Expenditure 12,106,942 14,439,250

The Association’s reserves have  
increased from £21.7m to 

£23.6m
 

Balance of Comprehensive Income Previously gain or loss 1,883,060  886,014

DEBT REPAYMENT

18p | 11p
MANAGEMENT

21p | 24p
INSURANCE

4p | 4p

FUTURE CAPITAL REPLACEMENTS

9p | 13p
SERVICE COSTS

17p | 20p
REPAIRS/RENEWALS

31p | 28p
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The outlook for 2016/2017
Brexit
The economic effects of Brexit have still to be fully realised and the Association will remain alert to any 
changes and address them pro-actively as and when they arise.
The Association has a government backed loan with the European Investment Bank (EIB). We have a 
guarantee from the EIB, that Brexit will have no effect on this loan or its long term interest rate, which 
is fixed for 30 years at 2.225%.

Interest Rates
There is uncertainty over long term interest rates 
on both borrowings and deposits because of 
Brexit. Whilst protecting the cash assets of the 
organisation, the Association will seek to protect 
its variable rate loans from increases in interest 
payments and secure the highest interest rates 
available on its deposits.

Energy Prices
After a sustained period of falling energy prices 
we have begun to see an increase. As always, 
the Association is continuing to seek to protect 
costs from future increases and has recently 
tendered our utilities. We have signed 1 and 2 
year contracts with suppliers to ensure a level of 
protection from increases. Artwork at Queen Elizabeth Square
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Committee & Staff
Committee

Raymond Shannon
– Chairperson
Kirsten Adams-Mackenzie
– Vice Chairperson
Jean Miller
– Secretary
Bill Sharkey
Liz Peden
Sandra Cameron
Thomas Smart
Eddie Bradley
Linda Malone
Dot Denham (Resigned February 2016)

Aaron Reilly
Shahila Mandaniya
Robert Murray (Resigned February 2016)

Iain McCreaddie
Debra Nixon (Casual Vacancy May 2015) 

Finance & Admin

Fraser Stewart 
– Director
Mary Reilly
– Head of Finance and Administration
Amanda  Irwin
– Finance Manager
Gillian Cameron
– Factoring Finance Officer
Kerry Newton
– Factoring Finance Assistant
Maureen Cherry
Joseph Orr
Coleen Nimmo
– Finance Assistants

Jennifer Crocock
– Office Manager
Lisa Crawford
– Administrator
Andrea Struthers (left November 15)
– Admin Assistant
Meena Saleh
– Receptionist
Marion Casey (left July 15)
– Receptionist
Elaine McCue
– Receptionist

Development

Simon Metcalfe
– Head of Development
Margaret Logan
– Senior Development Officer
Margaret Fitzpatrick
Julie Macfarlan
Julie McQuade
– Development Officers

Housing Management

Norman Fitzpatrick
– Depute Director
Kirsty Fotheringham
– Head of Housing Services
Winifred Bauld
Elaine Gunn
Julie Macdonald
Yvonne Rooney
– Area Housing Managers 

Collette Amato
Catherine Athmani
Darren Clark
Lee Craigon
John Edmiston
William Lanigan
Amanda Milne (left August 15)

Michelle O'Donoghue
CarolAnne Rafferty
Morag Thomson
Elizabeth Walker
– Housing Officers
Patricia Reed
– Property Management Officer
Ryan Beattie
Linda Foy
– Welfare Rights Officers
Mary Aitchison
Lianne Brown
Aileen Murphy
Nazia Rafiq
– Housing Assistants
William Blakely
Anthony Hale
Alan McConnell
Gerald Reilly
– Estates Services Officer
Allan Boyce
David Burns
Thomas Drew
Alexander Duff
Paul McCulloch
David Robertson
Ian Welsh
– Neighbourhood Wardens

Communications  
& Engagement

Christine Rothnie
– Communications & Engagement Officer
Michael Fullerton
– Community Coordinator 
Natalie Terry
– Communications Officer

Maintenance

Michael Houghton (deceased December 2015)
–  Head of Maintenance 
Tracey McCauley
Sukhdeep Hopper (left September 2015)

Paul Cowan
– Area Maintenance Managers
Margaret Cullen
James McGuigan
Iain Wylie
Frazer Inglis
– Maintenance Officers
Lucinda Stewart
Andrea Moyes
Rachel Stark
Gillian Fraser
– Maintenance Assistants 
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Contractors & Consultants
Consultants

HR+
Tenant Participation Advisory Service
Tenant Information Service
3 Fold
Jim Harvey Consulting
Business Cost Consultants
Research Scotland

Tax Advisors

RSM (formerly Baker Tilly)

Campbell Dallas

Auditors

Baker Tilly (External/Financial)

Quinn Internal Audit Services

Solicitors

TC Young
MacRoberts

Architects

Page/Park
Cormack Gracie
Elder and Cannon

Landscape Architects

Mike Hyatt Landscape Architects
Ian White Associates

Clerk of Works

David Gilmour Associates

Quantity Surveyors/
Project Managers

Neilson Binnie McKenzie
Armour Construction Consultants
Reid Associates
Ewing Somerville Partnership
Movveo Lift Consultants
Lochlie Project Management

Construction & Design 
Management Coordinators

Turner Townsend
Brown and Wallace
Service Engineers
Cadogan Consultants
Max Fordham

Structural Engineers

AJ Balfour Associates 
Clyde Design Partnership
Aecom

Bankers/Funders

Bank of Scotland
Nationwide
The Housing Finance Corporation
Affordable Housing Finance  
(European Investment Bank)

IT

Clearview Networks
Castleton Technology plc  
(formerly Kypera)
Xeretec (Scotland)

Contractors

Urban Union
City Technical Services
Land Engineering
Bell Group UK
City Building
Ogilvie Construction
Chubb Community Care
CAS
Land Engineering
Keys Galore
DCL joinery
All Pest Services (Scotland) limited
Switch 2
Mitchell Drainage
The Choke Folk 
The Glass Man
Advance Height Services
Acron Asbestos
ECG 
JLA Total Care
City Building
CCG
McTaggart Construction
Eclipse
SCI Communications
Video Watchman Auditors
Baker Tilly (External/Financial)

Quinn Internal Audit Services

Insurers

Zurich

Design, Photography & Print

Offshoot Design Ltd. 
Luigi Di Pasquale
The Print Brokers New mid market rent properties at Ballater Place
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