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Chairperson’s Report

John McLardie

During 2015/16, the Association and our subsidiaries, 
Govanhill Community Development Trust (GCDT) and 
GREAT Gardens, invested a total of £12.511 million in 
development, major repairs, planned maintenance and 
wider regeneration, a significant increase on the previous 
year’s figure of £8.858 million.

The first full year of the South-West Govanhill Property 
Acquisition and Repair Programme was a major feature 
of our development activities. Originally announced in 
February 2015, the two-year initiative to buy and repair 
some of the poorest quality housing in four target blocks 
in Govanhill – and so tackle overcrowding while also 
improving property management and maintenance 
– met its target of around 80 purchases after just 

one year. By the end of March 2016, the Association 
had acquired 82 flats and began to shift the focus to 
improving and repairing the properties to provide much-
needed affordable housing. The programme, which 
was supported by Glasgow City Council and the Scottish 
Government, will be assessed later in the year. While 
it is clear that important progress has been made, the 
Association will continue to push for the programme 
and associated funding to be extended for the target 
area and other unimproved tenement blocks in the 
south-west area and for Govanhill to have a regeneration 
priority status. 

Also in the past year, consent was granted for £5.5 
million plans to transform the derelict site at the corner 

In a busy and successful year, the Association continued to invest in and improve 
the communities of Govanhill and Merrylee for tenants and residents.
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of Victoria Road and Butterbiggins Road. The 42-home 
development involves a seven-storey corner building 
that includes two and three bedroom family flats, a 
number of larger family homes and amenity flats for 
elderly people. Construction work is due to begin in 
September 2016 and is expected to take just over a 
year to complete. In partnership with the city council, 
development of the vacant Belleisle House as supported 
accommodation for homeless women was completed in 
December 2015. 

Our spending on major repairs and planned maintenance 
also increased slightly to £5 million. The work we carried 
out to maintain and improve existing homes focused 
on the replacement of older, single-glazed windows 
with new high-performance, double glazing. We also 
invested in the replacement of older kitchens, bathrooms 
and heating systems. Improving energy efficiency and 
tackling fuel poverty through repairs and maintenance 
will continue to remain ongoing priorities.

Our housing services work continued to focus on meeting 
the needs of tenants and factored owners, carrying 
out repairs – including repairs by appointment, which 
increased by 18% – responding to reports of anti-social 
behaviour, managing and maintaining properties and 
grounds, and offering valuable support services. For 
instance, the Welfare Hub assisted almost 1,000 people 
during the year, helping residents to access an estimated 
additional £1.5 million in annual income from benefits 
and tax credits.

GCDT and GREAT Gardens were again vital in delivering 
our wider regeneration activities. The ESOL (English for 
Speakers of Other Languages) and literacy programme 
expanded and an ESOL café, which provided a 
weekly drop-in support service, was piloted. The café 
project proved a huge success, attracting 90 adults 
of 17 nationalities and winning praise in the Scottish 
Parliament from a cross-party group of MSPs. 

In other GCDT projects, the Roma family support 
programme was expanded to help residents access a 
range of services related to housing, health, education, 
employment and training.  Working with the NHS, we 
piloted a project to train eight Slovakian and Romanian 
residents as peer educators to raise awareness of health 
issues and provision among the wider Roma community. 
During the year, we also appointed a Volunteer 
Coordinator to identify volunteering opportunities for 
local residents and organisations. GCDT continued 

to provide practical and funding support for Sistema 
Scotland, with Big Noise Govanhill celebrating its third 
birthday in June 2016.

GREAT Gardens led the work on the development of 
the Govanhill community and training garden next to 
Samaritan House, which quickly proved popular with 
local groups keen to learn about horticulture and develop 
new skills. GREAT Gardens also continued to work with 
local people and groups to deliver training opportunities 
through the Backcourt Wardens project.

Tenants and residents were again closely involved in 
the work of the Association, for instance, taking part in 
four consultation focus groups and the establishment 
of a factored owners’ forum. A 30th anniversary party 
for the Jamieson Court sheltered housing complex was 
also hosted at Samaritan House, along with publication 
of  the Past Memories booklet, a collection of fascinating 
stories looking back at the lives of some of the residents.

The Association’s balance sheet remained strong, with 
housing assets totalling £90 million and cash holdings of 
£3.4 million. The Association generated a healthy surplus 
in the year.

Once again, our voluntary committee members and 
staff are due thanks for their contribution to another 
successful year.

John McLardie
Chairperson     

“The two-year initiative to buy and 
repair some of the poorest quality 
housing in four target blocks in 
Govanhill – and so tackle overcrowding 
while also improving property 
management and maintenance – met 
its target of around 80 purchases after 
just one year.”
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Govanhill Community Development 
Trust Board

Wholly Owned Subsidiaries

Govanhill Community 
Development Trust

Govanhill Housing Association is a Registered  Social
Landlord with charitable status - No.  SCO10307. 

Registered under the Industrial and Provident Societies Act 1965 
and the Housing (Scotland) Act 2001 as amended by the Housing
(Scotland) Act 2006, Registration No. 1791 RS

Registered with the Scottish Housing Regulator – Registration No. HCE117.

Govanhill Housing Association Limited
Samaritan House, 79 Coplaw Street
GLASGOW  G42 7JG

Fax 0141 636 3685
General Enquiries 0141 636 3636
Repairs 0141 636 3669
Director 0141 636 3621
Development/Major Repairs 0141 636 3674
Corporate Services & HR 0141 636 3626
GOSIP 0141 636 3628
GCDT 0141 636 3674
GREAT Gardens 0141 433 9147

Email: checkin@govanhillha.org 
Web: www.govanhillha.org

ANNUALREVIEW12/13

Govanhill Housing Association Ltd, Govanhill Community Development 
Trust Ltd and GREAT Gardens Ltd would like to thank the many 
funders, organisations and agencies who have contributed to our 
achievements and supported our development and regeneration 
activities over the past year.

 The Scottish Government
 Glasgow City Council Housing Investment
 Glasgow City Council Development & Regeneration Services
 Glasgow South East Community Planning Partnership
 Glasgow South Community Health Partnership
 Jobs & Business Glasgow
 Govanhill & Crosshill Community Council
 Govanhill Community Action

Thank You Very Much!

39 Years of Community Ownership and Control...... and it Works!

GREAT Gardens

Govanhill Housing Association is a Registered  Social
Landlord with charitable status - No.  SCO10307. 

Registered under the Industrial and Provident Societies Act 1965 
and the Housing (Scotland) Act 2001 as amended by the Housing
(Scotland) Act 2006, Registration No. 1791 RS

Registered with the Scottish Housing Regulator – Registration No. HCE117.

Govanhill Housing Association Limited
Samaritan House, 79 Coplaw Street
GLASGOW  G42 7JG

Fax 0141 636 3685
General Enquiries 0141 636 3636
Repairs 0141 636 3669
Director 0141 636 3621
Development/Major Repairs 0141 636 3674
Corporate Services & HR 0141 636 3626
GOSIP 0141 636 3628
GCDT 0141 636 3674
GREAT Gardens 0141 433 9147

Email: checkin@govanhillha.org 
Web: www.govanhillha.org

ANNUALREVIEW12/13

Govanhill Housing Association Ltd, Govanhill Community Development 
Trust Ltd and GREAT Gardens Ltd would like to thank the many 
funders, organisations and agencies who have contributed to our 
achievements and supported our development and regeneration 
activities over the past year.

 The Scottish Government
 Glasgow City Council Housing Investment
 Glasgow City Council Development & Regeneration Services
 Glasgow South East Community Planning Partnership
 Glasgow South Community Health Partnership
 Jobs & Business Glasgow
 Govanhill & Crosshill Community Council
 Govanhill Community Action

Thank You Very Much!

39 Years of Community Ownership and Control...... and it Works!

 Annie Macfarlane (Chairperson)

GREAT Gardens Board

Management Committee

Sub Committees

Development 
Sub 

Committee

Housing 
Services 

Sub 
Committee

Audit 
Sub 

Committee

Finance & 
General 

Purposes Sub 
Committee

 Mary Carson
 Lyn Ewing

 Keith Kintrea
 Bob Marshall

 John McLardie  (Chairperson)
 Annie Macfarlane  (Vice Chairperson)
 Elizabeth Klein  (Secretary)
 Keith Kintrea (Treasurer)
 Jean Brogan Retired February 2016
 Isabel Deakin
 Mark Fitzpatrick
 Zobia Haider 
 Ghazala Hakeem
 Barbara Robertson Co-opted
 Henry Rooney
 Myra Salim Retired March 2016
 Ann Scott
 Mujeeb Ur-Rehman

Management 
Committee 
and Boards 
– Voluntary 
Members
Management Committee – September 2015 to August 2016

 Lyn Ewing   (Chairperson)
 Mark Fitzpatrick
 Linda Gillespie
 Andrea Glass  Retired June 2015
 Keith Kintrea
 Annie Macfarlane
 Bob Marshall
 Ann Scott
 Rowan Smith  Retired November 2015

Management Committee
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Use of income

Finance Matters
The Association’s balance sheet remains strong, with 
net housing assets of £90 million, and bank and cash 
holdings at the year-end of £3.4 million. Financial 
reserves were £23 million. Loans due by the Association 
were £11.5 million. The repayment of these loans is 
predominantly due in more than fi ve years’ time. 

In the year under review, the Association completed 
the redevelopment of Belleisle House and spent £10.4 
million on the acquisition and improvement of housing 
properties. This included the strategically important 
acquisition of 82 properties in South-West Govanhill at a 

cost of £5.3 million, funded by grants from Glasgow City 
Council and the Scottish Government.

The Association has a £15 million loan facility with 
Barclays plc. This facility was put in place to fund the 
Association’s fi nancing requirements for ongoing 
developments and its major repairs programme. This 
was identifi ed in its 30-year business plan and agreed 
with Barclays. An additional £3 million was drawn down 
against the facility during the year. At 31 March 2016, 
total drawdowns against the facility amounted to £10.6 
million, leaving £4.4 million still available. 

Interest  ................................................4%

Planned maintenance  .................. 21%

Reactive maintenance  ................. 10%

Surplus  .............................................. 12%

Staff ...................................................  22%

Depreciation  .................................... 10%

Other (wider role and non-housing 
activities, administration – all 
overheads excluding staff costs – and 
other miscellaneous costs)  ......... 21%

Facts and fi gures for 2015/16

 Our property 
assets at 31 March 
2016 were valued 
at £119 million 
(gross).

 We spent £6.6 
million acquiring 
additional 
properties.

 We spent £3.8 
million improving 
tenants’ homes.

 We generated a 
surplus of over £1.6 
million, which we 
will reinvest in our 
housing stock.

Interest 4%

Planned 
maintenance 

21%

Reactive 
maintenance 

10%

Surplus 12%Staff 22%

Depreciation 
10%

Other 21%
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Development and Regeneration

A significant increase in the Association’s investment in 
development and regeneration in 2015/16 reflected our 
commitment to our tenants and the wider communities 
of Govanhill and Merrylee.

During the year, the Association and our subsidiaries, 
Govanhill Community Development Trust (GCDT) and 
GREAT Gardens, invested a total of £12.511 million in 
development, major repairs, planned maintenance and 
wider regeneration. The figure for 2014/15 was £8.858 
million.

 Development   £7.064m

 Major repairs/planned maintenance £4.961m

 Community development £0.486m

Development
While remaining firmly focused on all our aims and 
objectives, the programme to buy and repair some of 
the poorest quality housing in Govanhill formed a major 
feature of our development activities in the past year.

The South-West Govanhill Property Acquisition and 
Repair Programme, which was originally announced in 
February 2015, is a two-year pilot initiative that will run 
until 2017. Supported by the Scottish Government and 
Glasgow City Council, it focuses on four target tenement 
blocks in the south-west of the area. Over the past 
year, the Association concentrated on the acquisition 
of properties. Following the completion of required 
improvements and repairs, the Association will be able 
to offer more social rented housing and introduce more 
effective management and maintenance arrangements. 
In addition, Glasgow City Council used powers available 
from the Scottish Government to designate the target 
blocks an Enhanced Enforcement Area. This provides the 
council with additional controls over the operations of 
private landlords.

The pilot initiative will be assessed by the Scottish 
Government later this year with a view to the initiative 
being expanded to other south-west tenement blocks 
that require similar intervention. The Association 
continues to campaign for more resources to tackle poor 
quality housing and for Govanhill to have a regeneration 
priority status. 
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Development of the vacant Belleisle House, in Belleisle 
Street, as supported accommodation for homeless 
women was completed in partnership with Glasgow 
City Council’s Social Work Services in December 2015. 
Supporting vulnerable individuals and groups within 
our communities is an important part of our housing 
strategy. The accommodation is now being managed by 
Aspire, who are providing the care services.

In other development work, consent was granted for 
£5.5 million plans to transform the derelict site at the 
corner of Victoria Road and Butterbiggins Road into 
affordable homes to help meet the growing demand for 
housing in Govanhill. Construction work on the 42-home 
development begins in September 2016 and is expected 
to be completed by December 2017. The 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.

Major repairs and planned 
maintenance
Last year, the Association again reinvested heavily in 
improving and maintaining our existing properties, 
spending just under £5 million.

The work, which ensures we comply with housing quality 
standards for registered social landlords, continued 
to focus on the replacement of older, single-glazed 

windows with new high-performance, double glazing. 
In response to consultation with our tenants and survey 
results, we also invested in the replacement of older 
kitchens, bathrooms and heating systems while carrying 
out other major and common repairs. To ensure tenants 
could remain independent within their homes, necessary 
adaptions were made to meet medical needs.  

Further grant funding allowed us to improve the energy 
efficiency of our properties, helping to reduce fuel costs 
for tenants and owners alike, for instance, through 
external wall insulation. The Association is expected to 
spend another £5 million next year as the programme of 
planned renewal and replacement work continues.

Wider regeneration
GCDT and GREAT Gardens were again at the heart of 
work to regenerate the wider Govanhill community. 
The Association’s Welfare Hub at Samaritan House also 
provided a valuable service helping local people meet 
the challenges of welfare reform by providing advice and 
support. Last year, the team helped residents access an 
estimated additional £1.5 million in annual income from 
benefits and tax credits. 

The development by the Association and GREAT Gardens 
of the Govanhill community and training garden, which 
is next to Samaritan House, provided a vibrant space 
for community groups to learn about horticulture and 
develop new skills, while also being used as a place of 
rest and relaxation.

Impression of new development at the corner 
of Victoria Road and Butterbiggins Road
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Development and Regeneration (Continued)

Govanhill Community 
Development Trust 
The Association’s non-charitable 
subsidiary, GCDT, continued to 
offer commercial offices and 
workspaces to small businesses 
on flexible and attractive terms at 
Govanhill Workspace, Victoria Court 
Workspace, Forsyth House and 
Samaritan House. Occupancy rates 
remained high, despite a challenging 
economic environment. GCDT’s 
commercial activities helped support 
our community development 
initiatives, which involved a range of 
activities to develop the economy, 
environment and community in 
Govanhill.

GCDT continued to provide practical 
and funding support for Sistema 
Scotland, which is based in our 
Forsyth House building in Coplaw 
Street. The service has grown each 
year and our support has helped 
secure staff positions and build 
local support. More than 1,000 
local children have learned how 
to play and appreciate music 
through Big Noise Govanhill, which 
celebrated its third birthday in 
June 2016. GCDT also continued to 
support Fusion Bites, a multicultural 
catering company drawn from the 
Association’s MERGE – Minority Ethnic 
Residents’ Group Empowerment – 
Welfare group. Fusion Bites continues 
to grow and provide excellent 
multicultural cookery and catering 
services from their premises in 
Cathcart Road.  

In other key initiatives, GCDT 
sought to create jobs and training 
opportunities, address poor 
environmental conditions and 
promote cultural and community 
integration. In the past year, this 
included the expansion of our 

Musicians from Big Noise Govanhill perform 
alongside the BBC Scottish Symphony Orchestra
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GREAT Gardens
The Association’s charitable subsidiary, GREAT Gardens, 
continued to provide gardening services and employment 
and training opportunities. GREAT Gardens delivered 
training on horticultural activities, including further front 
garden improvements in South-West Govanhill. Trainees 
who completed the training programme were awarded 3 x 
SVQ modules as well as the CSCS (construction site safety) 
certificate and health and safety qualifications.

The Castlemilk Community Woodlands Employability 
Project was delivered in partnership with the Cassiltoun 
Trust, benefiting participating trainees.   

Working with the Association, GCDT, local people, schools 
and community groups, GREAT Gardens delivered 
training opportunities to participants on the Backcourt 
Wardens project, and will continue to work to improve the 
challenging environmental conditions that exist in South-
West Govanhill.

ESOL (English for Speakers of Other 
Languages) and literacy programme, 
with a range of classes for those 
learning English or developing 
literacy skills for the first time.  In 
late 2015, we also piloted our ESOL 
Café, a weekly drop-in for English 
and literacy support, which led 
to a cross-party group of MSPs 
praising the project in the Scottish 
Parliament. 

We also kicked off our new 
volunteering project during the year, 
with the appointment of a dedicated 
Volunteer Coordinator. This work 
provided volunteering opportunities 
for local residents and organisations 
and supported local people to 
improve their employability.

We expanded our Roma family 
support programme, working with 
around 250 Roma individuals and 
families. Through this, we supported 
local Roma residents to access 
a range of services dealing with 
housing, health, educational or other 
issues, as well as employment and 
training opportunities.  We worked 

to raise local awareness of services 
and supports, and also people’s 
rights and entitlements, through 
sessions in local schools and our 
teaching programme. Working with 
NHS Health Improvement, we piloted 
a Roma Peer Education programme, 
which trained and developed eight 
Slovakian and Romanian residents as 
peer educators. The peer educators 
subsequently delivered awareness-
raising sessions in Slovakian and 
Romanian to groups of local 
residents. 

Our environmental improvement 
activity included the refurbishment 
and enhancement of front garden 
areas in South-West Govanhill. We 
also continued to deliver shopfront 
improvements in Allison Street. In 
partnership with GREAT Gardens, 
we established and delivered 
the Backcourts Wardens training 
programme, employing local people 
to improve the environment.

Over the past year, GCDT promoted, 
supported and delivered other 
community initiatives including: 

• Govanhill Community Action 
(GoCA) – enabling a wide range of 
community groups, agencies and 
local residents to meet and work 
together for the benefit of the 
community.

• Working with Space Unlimited 
to take forward project ideas 
developed by young people in the 
area.

• Participating in Glasgow Roma 
Network – working with local and 
European partners to improve 
opportunities around education, 
employment, health and housing 
for the local Roma populations.

• Working in partnership with 
the Association to support the 
delivery of the South-West 
Govanhill Acquisition and Repair 
Programme, promote welfare 
rights and provide wider support 
for tenants. We also secured funds 
to employ a dedicated Media 
Worker within the Association who 
works to raise the positive profile 
of Govanhill in the media.
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Housing Services

The Association’s commitment to meeting the needs of tenants and factored owners remained the focus of our 
housing services work. Providing quality housing, managing and maintaining properties and grounds, carrying out 
repairs and offering valuable support services were among our key activities during the year.

The Association carried out 10,232 responsive repairs 
in 2015/16. The figure for 2014/15 was 8,038 repairs. 
The average time taken for all non-emergency repairs 
improved from eight to six-and-a-half working days. Our 

average time taken to complete emergency repairs also 
improved, reducing from 2.8 hours to 2.1. The target 
timescale for the latter category is four hours. 

Repairs performance
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Key performance indicator 2014/15 2015/16

Letting activity

Number of re-lets 210 180

Number of new lets 0 43

Total 210 223

Letting – source of applicant

Transfers (existing tenants of 
the Association)

20% 16%

Waiting list applicants 46% 47%

Homeless referrals (section 5) 33% 16%

Other 1% 21%

Rent loss due to vacant properties

Void rent loss (% of 
annual gross rental)

1.6% 0.9%

The number of repairs by appointment was 2,353, an 
increase of 18% on the previous year. Also, our success in 
completing repairs ‘right first time’ improved, increasing 
from 91% to 95%.

Anti-social behaviour
The Association maintained  its zero tolerance approach 
to anti-social behaviour during the year. Our teams of 
housing officers have worked hard to resolve tenancy 
matters, such as neighbour disputes with tenants 
and residents. However, the Association will consider 
taking legal action to obtain interim and full anti-social 
behaviour orders (ASBOs) or to bring tenancies to an end 
on grounds of anti-social behaviour. 

We responded to 249 anti-social behaviour reports, 
slightly less than  the previous year. A total of 94% of 
these cases were resolved within target times, compared 
with 89% in the previous year.

Govanhill Service Hub
The Hub, which operates from Samaritan House, was 
set up to improve working arrangements between city 
council departments and partner agencies. It aims to 
provide a local, multi-agency response to a variety of 
issues. Once again, our involvement last year allowed us 
to jointly address problems and seek local solutions.

Letting activity
In 2015/16, we let a total of 223 properties. The figure 
for the previous year was 210. Our house letting process 
continued to improve to ensure lost rent from vacancies 
was kept to a minimum. Potential income lost due to our 
normal letting processes for vacant properties was 0.9%, 
an improvement of 0.7% from the previous year.  We 
welcomed the opportunity to provide new lets to sitting 
tenants to sustain them in our community as part of our 
acquisition programme in South-West Govanhill.

Key performance indicator 2014/15 2015/16

Repairs reported

Number of emergency (four hours) 1,989 2,056

Number of non-emergency 
(three working days)

4,059 5,823

Number of repairs by appointment 1,990 2,353

Total number of repairs issued 8,038 10,232
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House 3%
Tenement 92%
4 in a block 3%
Other flat or maisonette 2%
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1 apartment 1%
2 apartment 46%
3 apartment 40%
4 apartment 11%
5+ apartment 2%
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Housing Services (Continued)

2 apartment  46%
3 apartment  40%
4 apartment  11%

5+ apartment  2%
1 apartment  1%
 

2 apartment
46%

3 apartment
40%

4 apartment
11%

5+ apartment
2%

1 apartment
1%

Our diverse community

Current tenants 

2014/15 2015/16

White 59% 58%

Asian 13% 13%

Black 2% 2%

Other 2% 3%

Undisclosed 24% 24%

Housing applicants

2014/15 2015/16

White 26% 24%

Asian 16% 15%

Black 2% 2%

Other 2% 2%

Undisclosed 54% 57%

New tenants

2014/15 2015/16

White 69% 68%

Asian 20% 21%

Black 8% 4%

Other 2% 6%

Undisclosed 1% 1%

Property breakdownHousing waiting list 
At 31 March 2016, there were 966 applications on the 
waiting list, a refl ection of the strong demand for homes 
in Govanhill and Merrylee.

During the year, we were able to re-house 180 
households from our list.

Key performance indicator 2014/15 2015/16

Housing list

Number of applicants on 
waiting list

950 966

Tenement  92%
4 in a block  3%
House  3%
Other fl at or maisonette  2%
 

House 
3%

Tenement 
92%

4 in a block 
3%

Other fl at or 
maisonette 

2%
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Key performance indicator 2014/15 2015/16

Rent arrears
Total tenant rent arrears 
(including write offs) as a % 
of annual gross rental

6.41% 5.57%

Income from housing 
benefi t
% of rent paid by housing 
benefi t

64.6% 65.5%

Welfare rights service
Income generated £2,000,000 £1,500,000

Number of cases 1,066 982

Rents and housing benefi t
The Association’s Welfare Rights and Rent Advice 
Teams continued to be highly successful in helping 
to sustain tenancies and support other members of 
the community. The welfare rights staff assisted just 
under 1,000 people during the year. Tenants and other 
residents were helped to access an estimated additional 
£1.5 million in annual income from benefi ts and tax 
credits.

Factoring service
Due mainly to common major repair schemes and an 
increase in the number of properties we factor, the 
annual turnover in maintenance and services billed to 
owners rose from £711,614 to £743,433.

The increase in factoring customers was largely in closes 
in South-West Govanhill where we acquired properties 
and then introduced effective common property 
management and maintenance arrangements. 

Key performance indicator 2014/15 2015/16

Factored properties
Number of owners receiving 
our factoring service

1,036 1,141

Commercial properties 109 117

Total 1,145 1,258

Complaints Handling
The information we 
gather from complaints, 
and other feedback 
from our tenants, helps 
to improve the way we 
provide our services.

Complaints about our 
action or lack of action, 
or about the standard 
of service provided by 
us or provided on our 
behalf, are split into two categories.

Stage 1 complaints are dealt with within fi ve working 
days unless there are exceptional circumstances. Stage 
2 complaints have a 20 working day deadline as these 
are more complex or more serious. 

In 2015/16, we dealt with 74 complaints – 35 at stage 
1, 38 at stage 2 and one carried forward. All the stage 
1 complaints were dealt with on time and 20 were 
upheld. A total of 36 of the stage 2 complaints were 
completed during the year. Of those, 31 were dealt 
with on time and 22 were upheld.

Reason for complaint Number %

Repairs 25 34%

Owners/factoring 11 15%

Customer service 10 14%

Major repairs 10 14%

Housing management 9 11.5%

Other/various 9 11.5%

The majority of complaints we received were about:

 Repairs – the time taken to complete repairs or the 
quality of the work carried out on our behalf by 
contractors.

 Owner’s enquiry/factoring service – enquiries from 
owners or complaints about our factoring service.

 Customer service – complaints regarding the 
information received from staff or the way the 
information was communicated.

1 3
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Tenant and Resident Participation 

In new and ongoing activities during the year, the 
Association held four focus group consultations on 
different subjects, launched a craft café, held an outdoor 
‘craft bomb’, and supported our local tenants’ and 
residents’ groups to deliver a wide range of community 
activities. The consultations focused on updating the 
Tenants’ Handbook, the allocations policy review, ground 
maintenance contracts, and rents. The craft café was 
held for 20 weeks in the community hall, reaching over 
40 local people. Residents learned a range of techniques, 
producing some great work and also making new 
friendships. It was also an opportunity for our students 
of English to practise their conversation skills. In other 
activities, we started estate walkabouts, giving tenants an 
insight into the housing officer’s estate management role.

Although the summer Festival Fun Day was 
unfortunately cancelled due to bad weather, we were 
able to hold a small celebration event in August for 
our Community Award winners. And while a tenants’ 
conference planned for November did not take place due 
to insufficient numbers of bookings, valuable feedback 
was gathered at the focus groups. It is hoped a tenants’ 
conference will now take place in autumn 2016. 

Merrylee     
The Merrylee Residents and Tenants Organisation (MRTO) 
had another busy year, running a weekly coffee morning 
and yoga class. Participants also enjoyed a day trip 
to Troon and a Christmas party. Residents with green 
fingers kept the planters in bloom throughout the area 

Arts and crafts 
activities in the 
community garden
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and volunteers with litter pickers bagged up rubbish 
at the quarterly clean-up days. Winners of the garden 
competition and our Young Achievers were celebrated 
at the annual Merrylee Open Day. A new committee 
member joined the group at the annual general meeting, 
and has been instrumental in setting up a MRTO 
Facebook page (@MerryleeRTO), helping the group reach 
people in a different way. The MRTO committee meets on 
a monthly basis, with regular input from Police Scotland 
and Glasgow City Council’s Land and Environmental 
Services department. 

Jamieson Court                                                                                                                                   
The 30th anniversary of the Jamieson Court complex 
was celebrated with a party and the launch of the Past 
Memories booklet, a collection of stories looking back 
at the lives of some of the residents. The Jamieson 
Court Sheltered Housing Residents Group completed a 
cultural adventure – funded by Awards for All – with trips 
to Loch Lomond and the Burrell Collection. Residents 
also enjoyed days out to the Falkirk Wheel and Largs’ 
Willowbank Hotel during the summer. They raised almost 
£200 with an afternoon tea for MacMillan Cancer Support 
and held various events for residents in the common 
room, celebrating Easter, Halloween and St Patrick’s Day.

Representatives attended training on the Housing 
(Scotland) Act 2014, and the AGM of the Regional 
Network for Registered Tenant Organisations. A key issue 
for the group during the year was responding to a cut 
in their local authority housing support service. Locally, 
dealing with ventilation in bathrooms and kitchens was 
an important issue.

MERGE Welfare
The MERGE – Minority Ethnic Residents’ Group 
Empowerment – Welfare group took part in Healthier 
Scotland engagement activity, sewing classes, undertook 
training on the work of housing associations, and held a 
stress-busting open day. Members also offered sewing 
and cookery classes. The MERGE committee put a work 
plan in place after their annual general meeting in 

January. MERGE meetings are held monthly and are open 
to all black and minority ethnic residents.

Bankhall, Hollybrook, Allison, Cathcart 
(BHAC) court group
Residents carried out three events over the year: growing 
activities and a clean-up, a Big Lunch and a Halloween 
party.

Sooside Bloomers
The Association helped constitute the Sooside Bloomers 
gardening group so that they could apply for space in the 
community garden next to Samaritan House. The group’s 
aim is to make gardening accessible for disabled people.                                           

Factored owners’ forum                                                                                                            
We now have a voice for our factored owners. The forum 
meets twice a year, currently with managers, and has 
looked at issues such as our grounds maintenance 
contracts and what owners want from our new IT 
system. Forum meetings are open to all Govanhill 
Housing Association factored owners who receive our 
services in Govanhill and Merrylee.
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Director:  0141 636 3621
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Govanhill Housing Association Ltd is a registered Scottish 
Charity No SC010307
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A very BIG thank you to everyone!

Govanhill Housing Association Limited
Samaritan House, 79 Coplaw Street, Glasgow G42 7JG


