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Charter Report 2023
As of March 2023, we owned and managed 
2,804 homes. 

On average our rent increased by 6.75% in 
April 2023, which was below inflation figures 
for September 2022 when the consumer price 
index had risen to 10.1%, by December this 
figure was 10.5%. 

In April 2022, the Association applied a rent 
increase of 3.6% which was also well below 
inflation, the CPI rate for April 2022 was 9.0%.

Keeping rents affordable whilst responding to 
elevated levels of inflation was a challenge 
for the Association in 2022/23. Rent increases 
below inflation represent a significant reduction 
in income for the Association and are not 
sustainable in the long term. 

At the time of writing the Consumer Price Index 
is sitting at 6.7% (August 2023).
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Number of properties owned by size
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Our Welfare Rights Team supported 479 
new clients and opened 785 new benefit 
cases. This generated £2,271,770 in funds to 
support tenants in paying rent. 

Of rent due 2.65% was in arrears in March 
2023. There has been a steady improvement 
in rent collection over the last 3 years; in 
2022 3.92% of rent was in arrears and in 
2021 this figure was 5.2%.

This is also significantly better than the 
national picture,  on 31 March 2023 social 
landlords had total arrears of 6.7% of total 
rent due; remarkably like the situation in 
2022 when 6.8% of all rent was in arrears. 
The 2022 figure of 6.8% rent in arrears was 
the highest level of arrears reported in the 
ARC since the introduction of the Charter.

This table compares average rents across 
the Association with average rents at other 
similar Associations according to apartment 
size. Your individual rent may be higher or 
lower than this average and this could be the 
result of various factors relating to your own 
circumstances or the wider picture of our 
rents. 

The Association recently implemented a 
rent restructure to make our system more 
consistent and easier to understand. Tenants 
were consulted on these changes, and 
detailed information was sent out at the time 
of implementation. If you would like more 
information about rent levels, please contact 
tenancy services.

Size of Property Govanhill HA Southside 
HA

Cathcart 
and District 

HA

New Gorbals 
HA

Scottish 
Average

1 Apartment  £76.59 £73.03 £66.42  £61.13  £78.26

2 Apartment £88.80 £86.16 £74.69 £83.29  £83.46

3 Apartment £96.04 £91.12 £86.71 £93.05  £86.28

4 Apartment £112.02 £112.24 £98.71 £103.67  £93.96

5 Apartment or larger £133.55 £120.69  £101.34 £118.31  £103.72
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Our Rents  

Rent Collection
We work hard to support tenants who have difficulty paying their rent.
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Empty Homes
During the last year we let 182 properties 
to a mixture of waiting list tenants, 
homeless referrals and existing tenants 
looking for a transfer. This is broadly 
similar to the 188 properties let in 2021/22. 

We work hard to minimize lost income 
through empty properties, and endeavor to 
re-allocate and relet homes as quickly as 
possible. 

In 2022/23 the average number of days to 
relet a property was 61.35, which is a slight 
increase on the 2021/22 figure, when the 
average number of days to relet a property 
was 55.9.  The Scottish National Average for 
2022/23 is 55.61 days.

We did not collect 2.3% of rent due because 
homes were empty, which is higher than the 
Scottish average of 1.4%.

Percentage of Anti-Social Behaviour Cases Resolved 

Landlord Name Govanhill HA Southside 
HA 

Cathcart and 
District HA 

New  
Gorbals HA 

Scottish 
Average 

Percentage of Antisocial 
Behaviour Cases Resolved

78.5% 99.5% 100% 88.6% 94.2% 

Anti-Social Behaviour
In 2022/23 we had 144 reports of anti-social behaviour. In 2021/22 this figure was 142.

The Association completed a large-scale 
Customer Satisfaction Survey in 2021. The 
events of the COVID-19 pandemic, and in 
particular the impact of lockdown, are likely 
to have had an impact on the results. 

Our next customer satisfaction survey will take 
place later this year, and full results will be 
published in 2024. 

Tenant satisfaction 
with

overall 
service 
provided

% Tenants who 
feel  landlord good 
at keeping them 
informed about 
services and 
decisions

quality of 
home

repairs 
service

landlord 
contribution to 
management of 
neighbourhood

Govanhill HA 82.77% 91.24% 87.15% 97.2% 78.58%

Southside Housing 
Association 84.2%  93.3% 77% 70.99%

92.51%

Cathcart & District 
Housing Association  95.5% 98.8% - -

New Gorbals Housing 
Association 89.0% 97.0% 98.86 99.6% 93.5%

Scottish Average 86.7% 89.7% 85.4% 88.0% 85.1%

Customer satisfaction



Govanhill Housing Association Autumn 2023 9

Landlord Name Govanhill HA Southside 
HA

Cathcart 
and District 

HA

New 
Gorbals HA

Scottish 
Average

Number of Properties 
Meeting the SHQS 63.6% 67.5% 56.5% 90.6% 79.0%

The Scottish Housing Quality Standard is a 
Scottish Government measure which sets the 
minimum standard for properties in Scotland, 
it includes a set of five broad housing criteria 
which must all be met if the property is to 
pass SHQS All our properties are required to 
meet this standard if it is possible to do so. 

Due to the age, construction, and layout of 
our properties we are unable to achieve this 

standard fully. Where we fail to meet this 
standard due to the size of kitchens in some 
of our older properties which lack the required 
minimum storage, electrical sockets, and 
activity spaces.

Despite these limitations 63.6% of our 
properties meet this standard, the Scottish 
national average is 79%.
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Repairs and Maintenance 

Time taken to Complete 
Emergency Repairs

Time taken to Complete 
Non-Emergency Repairs

Scottish Housing Quality Standard (SHQS)

Satisfaction with our repairs service has 
improved over the last year, 97.2% of tenants 
who had repairs or maintenance carried out 
were satisfied with the service they received, 
compared to the 85% in 2021/22. The 

Scottish National average for satisfaction 
with repairs is 88%.

The time the Association and its contractors 
take to address repairs remains below the 
Scottish National average. 

Govanhill Housing 
Association
2.4 hours 

Scottish Average 
4.2 hours

Govanhill Housing 
Association

7.4 days

Scottish Average 

8.7 days
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1st Stage 2nd Stage

Complaints received 66 13

Complaints carried forward from previous year 1

Complaints escalated to stage 2 4

All complaints received and carried forward 80
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Freedom of Information and Subject Access Requests 

Subject Access 
Requests: 7

2
8

Freedom of 
Information 
Requests:

Environmental 
information 
requests: 

Complaints Figures
The Association works hard to provide the best possible service, but we do not always get 
it right. Our complaints process ensures we are notified when things have not worked the 
way they should, we always learn lessons from these complaints to ensure mistakes are not 
repeated.

Stage 1 complaints are more straightforward, 
where stage 2 require further investigation. 
Sometimes when a complaint is not resolved at 
stage 1 it is escalated to stage 2. 

In 2022/23 there were 80 complaints, 67 of 
which were stage 1, 13 were stage 2 with a 
further 4 being escalated from stage 1 to stage 
2. 

Of the total complaints received in the year to 
date and where investigations are complete, 
72.5% have been upheld or partially upheld 
(61.25% were Stage 1 complaints and 11.25% 
were Stage 2 complaints). This is a slight 
increase of 4.45% in comparison to last year, 
when 57.57% of all complaints received were 
upheld or partially upheld.

Maintenance services received the most 
complaints, which totalled 31. Together with 

the contractor, the team worked tirelessly 
to complete the repairs on time. However, 
this was not always possible because of the 
pressure both the team and the contractors 
were under. We provided temporary solutions 
and followed up with the necessary work 
to ensure that the issues were resolved 
appropriately.

Tenancy services received the second highest 
number of complaints, which totalled 25. Most 
complaints received by tenancy services related 
to close and backcourt cleaning.

Factoring services received a total of 22 
complaints. The nature of the factoring 
complaints varied, and were in relation to 
repair timescales, factoring charges, condition 
of back-courts and communication.




