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Plans to transform a derelict Govanhill site into 
affordable homes are under way.

Glasgow Southside MSP and First Minister 
Nicola Sturgeon cut the first turf at the site at 
the corner of Victoria Road and Butterbiggins 
Road to mark the official start of work on the 
£5.5 million development.

The 42-home scheme will provide properties 
with affordable rents to help meet the growing 
demand for housing in the area.

The Association’s Chairperson John McLardie, 
said: “This development, which is part of our 
overall regeneration strategy for Govanhill, will 
provide much-needed social housing for people 
in the community.

“It involves significant investment in a key site, 
which has been vacant for a considerable time.

“Other initiatives to regenerate the area and 
provide affordable homes include the pilot 
South-West Govanhill Property Acquisition and 
Repair Programme, which complements our 
work on new developments.”

The Victoria/Butterbiggins development 
involves a seven-storey corner building that 
descends into shorter blocks. It will include two 
and three bedroom family flats, as well as a 
number of larger family homes and amenity 
flats for elderly people, with wheelchair access 
for some.

The project, which is supported by £3.25 million 
grant funding from Glasgow City Council and 
the Scottish Government, is expected to be 
completed by January 2018. 

A ceremony in September to mark the 
beginning of construction was attended by 
officials and elected representatives for the 
area.

Work starts on new 
affordable homes project

£For a booking form and more information about our 
Tenants’ Conference – including the free prize draw, 
lunch and crèche – turn to the back page
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The Minister for Local 
Government and Housing, Kevin 
Stewart MSP, visits properties in 
South-West Govanhill, alongside 
Association Vice Chairperson 
Annie Macfarlane

The two-year initiative to buy and repair 
some of the poorest housing in Govanhill 
has reached the milestone of 100 property 
purchases.

The figure under the South-West Govanhill 
Property Acquisition and Repair Programme was 
reached at the end of August. 

Association Vice Chairperson Annie Macfarlane, 
who lives in the area of four tenement blocks 
targeted by the scheme, said: “It’s really 
encouraging that the initiative has reached the 
milestone of 100 property purchases. 

“A majority of purchases have been from 
landlords and we have also bought properties 
from other private owners. Some of these may 
have been unregistered landlords. These flats 
have prevented the natural market turnover 
from going to private let.

“After just one year of the programme, we had 
met our two-year target of 80 purchases so 
we are continuing to make progress in taking 
properties into the social rented sector. The 
Association has also increased its factoring role 
in the area and now manages 25 closes out of 
78.

“However, 
although the 
project has 
achieved a lot 
within a short 
time, addressing 
the issues that 
exist in South-
West Govanhill 
requires a long-
term approach. 
We have written to 
around 520 owner 
occupiers and 
landlords in the 
area to gauge the 
interest in further 
property sales. While more funding would be 
required for further acquisitions, we will continue 
to repair and improve the properties already 
bought.”

The buy and repair scheme is targeting four 
tenement blocks between Annette Street, Dixon 
Avenue, Westmoreland Street and Calder Street. 
Grant funding from the Scottish Government and 
Glasgow City Council for 2016/17 is £3.5 million.

An innovative project to train local Roma 
residents to raise awareness of local health 
issues and provision has restarted.

The Roma Peer Education project will train 
around ten Slovakian and Roma residents 
about rights and entitlements, and local 
health issues. Participants will then deliver 
sessions to the wider Roma community in 
Romani, Slovakian and Romanian to share 
what they have learned.  

The project, which restarted in September, 
has been designed to develop skills and 

understanding in those with low levels of 
English and literacy.

The project is part of an award-winning 
partnership between Govanhill Community 
Development Trust (GCDT) and the NHS – 
recognised by the Facing the Future Together 
Awards – for the Roma Community Project, 
which involved the NHS working with GCDT to 
develop and improve its service to Roma and 
other ethnic minority residents. 

For more information, contact Dave Zabiega 
on 0141 636 3665.

Award-winning Roma health project to restart

Buy and repair plan makes 
100th property purchase
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A long-term approach to tackling the housing 
issues that exist in Govanhill could bring 
about “transformational change”, Nicola 
Sturgeon told the Association’s annual 
general meeting.

The Glasgow Southside MSP and First Minister 
said she recognised the challenges facing 
the area but also the many strengths of the 
community.

She paid tribute to the determination, 
commitment and dedication of the agencies 
working in Govanhill, adding that, as well as 
the core business of providing housing, the 
Association recognised that its responsibilities 
“go much wider than providing the bricks and 
mortar”.

She added: “I’m a huge supporter of this 
housing association. In my experience, it’s one 
of the best housing associations in this city.”

She said that a long-term approach had 
to be taken to deal with problems such as 

overcrowding and rogue or bad landlords, 
highlighting the progress made by the South-
West Govanhill Property Acquisition and Repair 
Programme in buying properties for repair and 
then social rent.

Speaking in her capacity as the local MSP, she 
said: “I have been supportive, and will continue 
to be supportive, of the acquisition programme. 
My experience of the programme has been a 
positive one. I am committed to the future of 
the programme – I am committed to making 
sure it moves into a new phase and beyond.

“We need to make sure it continues for a long 
enough period to make the transformational 
change that people want to see. I believe we 
can turn this around.”

Association Chairperson John McLardie told 
around 50 shareholders at the September 
meeting that 2015/16 had been “incredibly 
busy”. He praised the hard work of the 
Association’s staff and the “dedicated” 
volunteer committee members.

Nicola Sturgeon – long-term 
approach will bring change

Nicola Sturgeon and audience at the Association’s annual general meeting
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A new allocations policy to provide those in 
most need with quality, affordable housing is 
due to be introduced.

The policy, which was developed following 
consultation with tenants, applicants and 
Management Committee members, sets out a 
number of key aims:

• Provide good quality, affordable housing to 
those who have been assessed as being in 
need of housing.

• Make best use of the housing that becomes 
available, including properties that have 
been adapted or are suitable for someone 
with mobility needs.

• Give as much choice to applicants as 
reasonably possible.

The Association will do this by allocating homes 
in Govanhill and Merrylee in a fair, open and 
transparent way, while promoting equality and 
confidentiality. 

Under the new policy, housing applications 
will be assessed against a needs-based points 
system. The greater the applicant’s needs, the 
more points they will receive. Properties are 
offered to those with the most points.

The policy looks at a wide range of housing 
need areas, including overcrowding, health 
issues and insecurity of tenure.  

The Association has also designed a new 
application form, which is being issued to 
new applicants. These will be added to our 
housing list. Allocations will continue to be 
made against the old policy until all existing 
applicants have had the opportunity to 
complete a new form. The new form should be 
issued to existing applicants by November.

If you are an existing transfer applicant, you 
do not need to do anything until you receive 
a new form. Once you receive the form, you 
should complete it as quickly and accurately 
as possible and return it to the Association. 
Support will be provided to complete it if 
required. 

If you are currently on the Association’s 
housing list, you will continue to be considered 
for offers during this transition period.

If you need help completing your new 
housing application or would like to discuss 
the new allocations policy, contact 0141 636 
3636 or book an appointment at one of the 
Association’s allocation surgeries.

New Association allocations policy

Govanhill learners really going places
Lessons for English language and literacy students 
have moved out of the classroom and into the 
country.

During the summer, learners on Govanhill Community 
Development Trust’s English and literacy programmes 
took part in trips around Glasgow and Scotland to 
practise their conversational English – and learn more 
about Scottish and other cultures. The programme was 
part of GCDT’s wider work to promote integration in 
Govanhill.

The trips included visits to country parks, Ayr beach, 
Loch Lomond, the Kelpies and Glasgow Science Centre. 
Around 80 people from 15 different nationalities took 
part. 
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Scottish Social Housing 
Charter Report 2015/16
Introduction

This report sets out 
how Govanhill Housing 
Association is performing 
against the standards set in 
the Scottish Social Housing 
Charter.

This is the third report we 
have published. The format 
is based on feedback 
from our tenants and 
committee members, who 
said the report should be 
an easy-to-read document 
with statistics shown as 
pie charts or tables and no 
lengthy written content. 
Tenants also said they 
wanted us to show our performance over 
time to identify trends. We have included that 
information in this report.

We have compared our performance with 
locally based housing associations and also 
provided the figure for the Scottish average. If 
you would like to compare our performance 
with other landlords, you can do so at www.
scottishhousingregulator.gov.uk/find-and-
compare-landlords.

We take the performance 
of the Association very 
seriously and will always 
work hard to improve how 
we work, for instance, to 
minimise rent lost through 
properties being empty.

We have also included the 
results of our customer 
satisfaction survey, which 
was carried out two years 
ago, and information on 
our wider role activities. 
We will be carrying 
out a further customer 
satisfaction survey this year 
and are holding a Tenants’ 

Conference in October to focus on value for 
money and service delivery.

I hope you find the information interesting. We 
welcome any feedback on this report and its 
contents.

John McLardie
Chairperson
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1 apartment  1%
2 apartment  46%
3 apartment  40%
4 apartment  11%
5+ apartment  2%

Property Size

Basic facts and figures

Rent comparison

Rent payments

We work hard to support tenants who get into 
difficulty with their rent. Through our welfare 
rights service, residents of Govanhill were 
helped to access an estimated additional £1.5 
million in annual income from benefits and tax 

credits. Around 1,000 people used the Govanhill 
Welfare and Financial Literacy Hub in Samaritan 
House during the year.

We collected 99.9% of total rent due for the 
year. In 2014/15, the figure was 99.1%. 

5+ apartment
2%

1% 1	  apartment	  
46% 2	  apartment	  
40% 3	  apartment	  
11% 4	  apartment	  
2% 5+	  apartment	  

1	  

2	  

3	  

4	  

5	  

2 apartment
46%

1 apartment
1%

4 apartment
11%

3 apartment
40%

At 31 March 2016, we owned 2,451 self-
contained properties.

The total rent due to be collected in the year to 
31 March 2016 was £9,552,379. 

On average, our rent increased by 1.5%. In 
2014/15 the figure was 3.3%.

A breakdown of our average weekly rent, including service charges, is provided below.

Average weekly rent (including service charges)

Property Size Govanhill 
HA

Southside 
HA

New 
Gorbals 

HA

Cathcart & 
District HA

Glasgow HA Scottish 
average

1 apartment £65.23 £63.36 £53.18 £57.27 £59.91 £65.94

2 apartment £76.24 £77.57 £66.55 £60.36 £71.07 £70.39

3 apartment £80.27 £86.23 £76.15 £72.04 £76.21 £71.55

4 apartment £93.38 £94.16 £86.82 £84.26 £89.06 £77.60

5 apartment  or larger £112.84 £99.64 £98.77 £84.87 £97.42 £85.98

Rent collected as a percentage of total rent due

Govanhill HA Southside HA New Gorbals 
HA

Cathcart & 
District HA

Glasgow HA Scottish average

99.9% 97.3% 100.2% 90.9% 99.5% 99.5%
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Customer satisfaction

Anti-social behaviour 

In spring 2014, we carried out our last large-scale customer survey, which asked for feedback 
on the quality of our homes and services. In the main, the results were very positive. The 
table below shows our results compared with the most recent results from neighbouring 
organisations, as well as the Scottish average. The Scottish Housing Regulator requires us to ask 
identical questions in some areas, which means benchmarking with others is more meaningful.

We are in the process of arranging the next survey and will publicise the results when received.

Govanhill 
HA

Southside 
HA

New 
Gorbals 

HA

Cathcart & 
District HA

Glasgow 
HA

Scottish 
average

Number of tenants 
surveyed and date

941 
(Mar 2014)

546 
(Feb 2016)

402 
(Nov 2016)

310 
(Nov 2015)

2,799 
(Oct 2015)

-

% tenants satisfied 
with the overall service 
provided by landlord

85% 93% 92% 96% 91% 89%

% tenants who feel 
landlord is good at 
keeping them informed

90% 99% 92% 98% 89% 91%

% tenants satisfied with 
the opportunities given 
to them to participate in 
the landlord’s decision 
making

85% 96% 87% 82% 73% 81%

% tenants satisfied with 
standard of home when 
moving in

97% 97% 98% 85% 98% 88%

% tenants satisfied with 
quality of home

90% 94% 85% 91% 90% 86%

In 2015/16, we received 249 reports of anti-social behaviour. In 2014/15, the figure was 
292. A total of 235 were resolved within locally agreed targets. The table below shows our 
performance in this area, which is slightly improved on last year. 

Anti-social behaviour can involve a wide range of complaints, from minor to very serious 
issues. We work closely with other agencies, such as Police Scotland and Glasgow City Council, 
to respond to reports of anti-social behaviour. 

Govanhill 
HA

Southside 
HA

New 
Gorbals HA

Cathcart & 
District HA

Glasgow 
HA

Scottish 
average

Cases per 100 homes 14 11 1 1 7 9

Cases resolved within 
locally agreed targets

94% 87% 75% 100% 93% 87%
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Scottish Social Housing Charter Report:
Empty homes
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Last year, we carried out 
10,232 repairs, higher than 
the previous figure of 8,038. 
Our average time to complete 
non-emergency repairs was 
6.52 working days, which was 
similar to our previous year’s 
performance. We completed 
repairs instructed as an 
emergency in an average of 
2.06 hours, much better than 
the Scottish average of 5.14 
hours. 

Letting activity
The chart opposite shows 
who we let our 223 properties 
to last year.

      Homeless referrals  16% 

      Other referrals 21%

      Transfer applicants 16%

      Waiting list   47%

Govanhill  
2014/15

Scottish Average 
2014/15

Govanhill  
2015/16

Scottish Average 
2015/16

Average hours to complete an emergency repair
7

6

5

4

3

2

1

0

2.79

2.06

5.85

5.14

Repairs and maintenance

Letting

Govanhill 
HA

Southside 
HA

New  
Gorbals 

HA

Cathcart & 
District HA

Glasgow 
HA

Scottish 
average

Number of 
properties let

223 212 155 49 3,600 -

% rent lost 0.9% 0.5% 0.9% 0.2% 0.4% 1.0%

We work hard to minimise rent lost through 
homes being empty. Rent loss last year 
was 0.9%, down from 1.6%, compared to a 
Scottish average of 1%. To ensure that new 
and transferring tenants move into modern, 
comfortable and desirable homes, we 

continue to apply a high standard of finish and 
workmanship to our empty properties.

The average length of time a property was 
empty was 44.1 days (down from 48.9 days), 
which compared to a Scottish average of 35.4 
days.

16 21 16 47

1	  

2	  

3	  

4	  

16%

21%

16%

47%



Govanhill Housing Association Autumn 2016 9

Scottish Social Housing Charter Report:

Percentage of properties meeting SHQS

Govanhill  
HA

Southside  
HA

New  
Gorbals HA

Cathcart & 
District HA

Glasgow  
HA

Scottish  
average

82% 90% 90% 100% 99% 95%

Repairs completed right first time

Govanhill  
HA

Southside  
HA

New Gorbals 
HA

Cathcart & 
District HA

Glasgow  
HA

Scottish  
average

95% 98% 98% 92% 95% 91%

A total of 95% of repairs were 
completed right first time, up 
from 91% in 2014/15 and 87% 
in 2013/14. These are repairs 
which are:

• Completed within our 
target timescales.

• Do not require a return 
visit.

• Do not result in a 
complaint or report of 
dissatisfaction.

Gas safety checks

All our properties should meet the Scottish Housing Quality Standard if it is reasonably possible 
to do so. Due to the type of properties we own, their age, construction and layout, we were 
unable to achieve this standard fully. At the end of March 2016, we achieved a compliance of 
82% and aim to achieve 86% next year.

One of the most important maintenance visits 
we make to our tenants’ homes is to carry out 
an annual gas central heating and gas safety 
check. We carried out 99.6% of all gas safety 
checks within the legally required timescales. 

Scottish Housing Quality Standard

Repairs satisfaction 

In our last tenant satisfaction survey, 89% 
of respondents said they were satisfied with 
the way the Association deals with repairs 
and maintenance compared to the Scottish 
average of 90%.
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Repairs and maintenance (Continued)

Govanhill  
2014/15

Scottish Average 
2014/15

Govanhill  
2015/16

Scottish Average 
2015/16

Average days to complete a non-emergency repair
9

8

7

6

5

4

3

2

1

0

7.5

6.52

7.89
7.52



A total of 23 complaints were received and 
processed by the Association between April 
and June of this year.

Of these complaints, 14 were dealt with at 
stage 1 and nine at stage 2. Stage 1 complaints 
are relatively straightforward, while stage 
2 complaints involve more complex issues. 
Different timescales apply to each stage. A 
total of nine (39%) complaints were upheld.

The chart opposite provides a monthly 
comparison of the complaints received up 
to the end of June 2016. Stage 2 complaints 
include any stage 1 complaints escalated to 
stage 2.

The highest number of complaints received in 
this period was about our day-to-day repairs 
service and our major repairs works. These 
accounted for 52% of all complaints.

All of the complaints received were responded 
to within our published timescales.

The Association is currently carrying out a 
sample survey of complaints submitted in the 
past year. The aim is to ensure we are dealing 
with complaints as efficiently and effectively as 
possible. 

Association complaints 
- latest figures

After we have fully investigated complaints, 
anyone who is still dissatisfied with our 
decision or the way we handled a complaint 
can ask the SPSO to consider it.   

The SPSO cannot normally look at:

• Complaints that have not completed our 
complaints procedure, so please make sure 
it has done so before contacting the SPSO.

• Events that happened, or that you became 
aware of, more than a year ago.

• Matters that have been, or are being, 
considered in court.

• Complaints about factoring, as these must 
be considered by the Homeowner Housing 
Panel.

There are some things we cannot deal with 
through our complaints procedure. These 
include:

• A routine first-time request for a service, for 
example, reporting a problem that needs to 
be repaired or initial action on anti-social 
behaviour.

• Requests for compensation.

• Our policies and procedures that have a 
separate right of appeal – for example, if 
you are dissatisfied with the level of priority 
you have been given when applying for a 

house, you may have the right to appeal 
against the decision.

• Issues that are in court or have already 
been heard by a court or a tribunal.

• An attempt to reopen a previously 
concluded complaint or to have a complaint 
reconsidered where we have already given 
our final decision following a stage 2 
investigation. If you are still not satisfied, 
you can ask the Scottish Public Services 
Ombudsman (SPSO) for an independent 
review of the complaint.
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Owl magic and a mini-Olympics were among 
the attractions at the Merrylee Open Day in 
September.

Around 150 people took part in the event, 
which was hosted by the Merrylee Residents 
and Tenants Organisation (MRTO) in partnership 
with the Association.

As well as the mini-Olympics and owl magic – 
which allowed those present to get close to the 
birds – the open day included the Tommy Tricks 
magic show, face and nail painting and the 
MRTO tombola, refreshments and sales table.

The winners of the annual garden competition 
were announced. The best front garden 
prizes went to Miss E Graham (first), Mr N 
McGinley (runner-up) and Mr D Muir (third). 
The best tenement veranda winners were Mrs 
Stevenson (first), Mr A McCulloch (runner-up) 

and Mrs Staunton and Mr Slevin (joint third). 

The good neighbour award winners were 
Stephen Donaldson, Stephen McHugh, Annette 
Gray and Christine Davis. The Young Achiever 
Award 2016 winners were Seamus Brannigan 
and Archie McLean.

Sessions for 
silver surfers
Silver surfers are invited to 
sessions on how to make the best 
of new technology. The informal 
sessions with a volunteer – which 
are available to those over 65 who 
would like help with using their 
mobile phone, tablet or computer 
– have been arranged by the 
residents group at Jamieson Court. 
They will look at topics such as 
searching the internet, texting, 
opening email accounts and 
online shopping. The sessions will 
be held on Wednesdays – other 
than the fourth Wednesday of 
the month – at 2pm, meeting in 
the common room at 4 Jamieson 
Court. New participants are 
welcome.

Open day magic

COFFEE BREAK
More than 25 tenants took a break with Association 
staff over a coffee during the summer. The informal 
coffee morning drop-ins, which took place at 
Samaritan House, were organised for tenants 
to find out more about the Association. Issues 
discussed included social activities for adults, the 
changes in Govanhill over the years, gardening and 
the forthcoming Tenants’ Conference. Some who 
attended were linked up with the Association’s 
volunteering project and community garden.
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When you have finished with
this magazine please recycle it.

When you have finished with
this magazine please recycle it.

Please Contact Us At: Freepost Better Living 

General Enquiries: 0141 636 3636 • Fax: 0141 636 3685 
Web: www.govanhillha.org • Email: checkin@govanhillha.org
Govanhill Housing Association is a Registered Charity No. SC010307

Tenants’ Conference
Saturday 8th October 2016

10.00 a.m. – 2.00 p.m.
Samaritan House, 79 Coplaw Street

FREE EVENT
Programme:
10.00am 	 Arrival	and	welcome
10.20am	 Rents,	services	and	performance
10.45am	 ‘Value	for	money’	discussion	groups
11.30am	 Panel	discussion
12.00noon		 Lunch
12.30pm	 Big Noise Govanhill performance
1.00pm	 Complaints,	communication	and	performance																																									
1.15pm	 Choice	of	discussion	groups:	tenant	participation;		

repairs	&	maintenance;	dealing	with	anti-social	behaviour																																																										
1.45pm	 Community	Award	presentations	and	prize	draw
2.00pm	 Close

Govanhill Housing Association Tenants’ Conference

BOOKING FORM

!

Name:

Address:

Phone no:

Email:

Any special requirements (e.g. diet /interpreter)?

Any children attending with you?    Yes / No 

If yes, how many?                      How old are they?

*Limited	crèche	places	available

Please	return	this	form	to:	
Govanhill Housing Association, Samaritan House, 79 Coplaw Street, Glasgow G42 7JG		
or checkin@govanhillha.org

£


