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It gives me great
pleasure to
present you with
the ng homes
Landlord Report
for 2020.

Our report is produced in line with the
Scottish Housing Charter and will provide you
with an insight into the work of the
association during 2019/20.

The report highlights the standards and
outcomes that all housing associations should
aim to achieve when providing services to
tenants and it shows you how we are
performing against the Scottish average

and against our results for last year. This
allows us to reflect on our own performance
and also to see how we compare to other
Housing Associations across Scotland.

We are extremely proud of the excellent work
that our Board, staff and volunteers do in the
development and delivery of the many
programmes, initiatives and services that we
offer in North Glasgow. The report lets us
share our successes whilst enabling us to
assess how we can improve our services and
further develop our relationship with you, our
tenants. At ng homes we are committed to

delivering customer service excellence and we

recognise the importance of listening to and
involving our tenants.

We really value your feedback on our
performance and consider this to be
essential for continuous improvement.
There are several ways that you can
provide your views including
satisfaction surveys, compliments and
complaints, on our website, through
social media, on our ng homes app, at
public meetings and community events
or simply by contacting your Housing
Officer.

We provide this report to the Scottish
Housing Regulator and this is the
second year, that we have confirmed
our compliance with the regulatory
standards set by the Scottish Housing
Regulator (please see our 2020 Annual
Assurance Statement on the right of
this page).

Thank you for taking the time to read
our report and I hope that you find it of
interest. The Association remains
committed to giving our tenants a
voice and I trust that you will join me
in looking forward to continuing to
work together to create a community
where people can flourish and prosper.

Best regards
John Thorburn, Chairperson

Welcome from the Chairperson
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Our Annual Assurance Statement

We confirm that ng homes complies with the regulatory requirements set out in Chapter 3
of the Scottish Housing Regulator’s Framework. This includes that we:

luf achieve all of the standards and outcomes in the Scottish Social Housing Charter
for tenants, people who are homeless and others who use our services

lu} comply with our legal obligations relating to housing and homelessness, equality
and human rights, and tenant and resident safety

) comply with the Standards of Governance and Financial Management for RSLs

We confirm that we have seen and considered sufficient evidence to give us this
assurance.

We approved our Annual Assurance Statement at the meeting of our Board on 24
November 2020.

1 sign this statement on behalf of the Board.

Chair’s signature: John Thorburn

Date: 24 November 2020
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Covid-19 Information

. As you will be aware, Covid-19 has meant significant changes
 to how we deliver our services to our customers since the

. first national lockdown in March 2020.

- It has been a difficult time for everyone and we thank our

. customers for their patience during such an uncertain time.

. Our offices remain closed to the public in line with the

- Scottish Government’s guidance, however, please be assured
. that our staff continue to work hard to support the North

. Glasgow community and deliver essential services to our

- tenants and residents. Throughout the pandemic, we have

+ had staff working from home delivering limited services. We

. continued to have a 24/7 Concierge service in place who also
- took on the role of the emergency contact for all our tenants
- outwith office hours. We maintained our gas servicing and

. emergency repairs and continued to provide our money

- advice service provided by GEMAP over the phone. We have
 made contact with around 250 of our most vulnerable

- households every week and we have also worked with

. partners in the community to deliver shopping and cooked

. meals to our tenants who were shielding.

- Please visit our website for the most up-to-date information

- regarding the services we can provide or call us on 0141 560

- 6000. Our staff have implemented some key changes to

. ensure that all our offices and workplaces are safe and Covid

- secure and that we will be ready to open for business as soon
- as the Scottish Government’s guidelines allow this.
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Homes and Rents

At 31 March 2020 we owned 5391 homes. The total rent due for
the year was £22.6M. (This does not include the rental income
from Sharing Owners and Leased Properties). Your rent makes
a significant contribution towards the delivery of our services. It
also helps us to manage our existing housing stock and carry out
maintenance, repairs and modernisation work.

Average Average Average Average Average
weekly rent weekly rent weekly rent weekly rent | weekly rent
(ng homes) (ng homes) (ng homes) (ng homes) (ng homes)

£70.61 £78.96 £86.06 £95.05 | £105.91

Scottish Scottish Scottish Scottish Scottish
Average Average Average Average Average

£73.47 £78.03 £80.11 £87.09 | £96.19

Rent Increase

This year, we increased our rents by 3%, our rent increases have bheen generally
lower than other Housing Associations in the surrounding areas over the last 4
years.

ng homes
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TenantSatisfaction

91.1%

said they were satisfied with
the overall service provided,
compared to the Scottish
average of 89.2%

87.2%

felt that ng homes were good
at keeping them informed
about its services and
outcomes compared to the
Scottish average of 92.0%

91.3%

of tenants were satisfied with
the opportunities to
participate in our decision
making, compared to the
Scottish average of 87.2%.

89.5%

of tenants felt that the rent
for their property represents
good value for money

99.4%

of new tenants were happy
with the standard of their
home when moving in

78.5%

of tenants are satisfied with
the quality of their home

81.5%

of tenants are satisfied with
the management of the
neighbourhood they live in

Landlordreport2020

The rent due was

£22.6 Million
(2019 result: £22.3 Million)

Total rent arrears as %

of rent due was 5.4%
(2019 result: 5.8%)

Arrears and Evictions

15 tenants were evicted
for not paying rent
(2019 result: 14)




House Allocations 'Value For Money
99 |

lets to existing tenants (2019result: 102)

207 98.3"

lets to waiting list applicants (2019result: 307)

25.5

days

1 29 . The amount of money  We did not collect We took an average

houses were re-let

last year lets to homeless applicants (2019 result: 124) we collected for 0.5% of rent due of 25.5 days to re-let
(2019 results: 533) * current and past rent because homes were homes, c9mpared to
was equal to 98.3% empty, compared to the Scottish average
_ . of the total rent due the Scottish average of 31.8 days
in the year, compared of 1.2%.
’ " to the Scottish (2019 result: 23 days)
2 5 6 8 1 O 8 1 average of 99.3% (2019 result: 0.6%)

applicants on ' new applicants . (2019 result: 97.2%)
Wa]tlng list h added to the list ..............................................................................................

(2019 result: 2409) 2019 result: 926 : ° ° °
— ‘ Sl Anti-Social Behaviour (ASB)

85% of newtenantslast . 1 28 cases

: of ASB were reported to ng
yearsustainedtheirtenancyfor : homes. The types of anti-social
more thanoneyear : behaviour reported include:
(2019 result 85%) noisenuisance, loud parties,

: neighbour disputes.

(2019 result: 134)

96.1%

of these ASB cases were
resolved within locally agreed

targets, compared to the
Scottish average of 94.1%

(2019 results 88.8%).

ng homes



Quality and Maintenance of your Home

AAA
\’@N

94.0%

We completed 94.0% of
reactive repairs ‘right first

time’ comparedtothe Scottish

average of 92.4%
(2019 result: 78.6%)

Landlordreport2020

82.8%

82.8% of tenants who took
part in Customer Satisfaction
Surveys were satisfied with
our repairs service, compared
to the Scottish average of
91.3%

(2019 result: 83.4%)

97.1% of our properties met
the Scottish Housing Quality
Standard compared to the
Scottish average of 94.4%

(2019 result: 97.1%)

4.1
days

The average time we took
to complete non-emergency
repairs was 4.1 days,
compared to the Scottish
average of 6.4days

(2019 result: 3.2 days)

3.1
hours

Theaveragetimewetookto
complete emergency repairs
was 3.1 hours, compared to
the Scottish averageof 3.6
hours

(2019 result: 3.6 hours)




Gas Safety Examples of Investment Medical
Works carried outin 2019/20 Adaptations

4262

houses require a Gas
Safety Certificate

160

medical
adaptations were
completed

(2019 result: 144)

e i = .
o ammg
— 1y

A SO

Carron Estate Multi -Storey Flats : :
Entrance Upgrade Laverockhall Street

1 OO% 8 . 6m 25.6

had the Gas Safety Certificate d ays

renewed by the anniversary Invested in our Homes

date (2019 result: 99.98%) Which includes Door entry, Kitchen, Bathroom,
Rewire, Close lighting, Structural Audit

multi -storey flats, Carron multi-storey flats
Foyer Work,100 Hawthorn Internal Refurbishment
& Fire Safety Works & Digital Aerial Upgrade
(Investment spend 2019 £9.3m)

The average time to
complete an approved
application was 25.6 days
(2019 result: 29 days)

ng homes



Compliments
44 received

(2019 result: 42)

Examples of compliments received included:

Thankyouforgood customer service, help with
moving, attending to aerial problem, help with
furniture and food parcel, speedy repair, help with
heating and kindness.

Complaints
279 received

(2019 result: 381)

Examples of complaints received included:
» Repairs, standardof service, customerservice, Investment
» 75%responded to within SPSO timescales

ng homes provide Retirement
Housing services across

5 complexes. Retirement
Housing tenants receive
enhanced housing and
property management
services, delivered by

highly skilled local staff with
knowledge and experience
of tenancy and property
maintenance services. Staff
will offer tenants locally
based advice and information
and signpost them to other
agencies as required.

This Retirement Housing
service is provided across 5
complexes named below:-

e Hawthorn Street

e Carron Crescent

e Kemp Street

e Gourlay Street

e Barloch Street

The Retirement Housing
properties are available

to older people and allow
tenants to live independently.
Retirement Housing staff work
a flexible model of service
known as Hub and Cluster.
This allows the service to

be provided when required
across the sites Monday to
Friday and Concierge services
carry out security patrols out
of hours and at weekends.
The service partners with

our Regeneration Team

to support existing social
activities and to develop new
activities, on and off site.

A
B B y N
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Universal Credit

Universal Credit (UC) Replaces
thefollowingbenefitsandtax
credits with one single monthly
payment:
Income-based
Jobseeker’s Allowance
Income-related Employment
and Support Allowance

Income Support
Housing Benefit
Working Tax Credits
Child TaxCredit

Advice on claiming

» You can only apply for Universal Credit at
www.gov.uk/universalcredit - if youdonot
haveinternetaccessathome, yourlocal Job
CentrePluswillbeabletohelpyoumakeyour
claim. Youcanalsovisityourlocal libraryor
community hub to get online.

Make sure you have your own email
address- thisisessentialbeforeyouapply
online.

UC

Your responsibilities

¢ YoumustmakeanonlineclaimforUC. You
will be allocated a Work Coach. Your Work
Coach will help support you into work.

* You must report immediately any change
of circumstances online.

* Youmustadvise your Work Coach of
your current housingsituation.

* YoumustkeepintouchwithyourWork
Coach at the Job Centre online.

Universal
Credit

Include details of your rent when you claim
so that your housing costs are included.

UCcanonlybe paiddirectlyintoabank,
building society or credit union account.

« UC will be paid monthly in arrears -
paymentswill not be backdatedtotakeinto
accountanydelaysinyoumakingyourclaim.

Supportandadviceisavailable. If youhave
difficulties in managing your UC claim please
get in touch with your Housing Officer.

Youmustdoallthethingsagreed with
your Work Coach.

You must keep your claimant commitment
and job search up to date (you don’twantto
be sanctioned).

You must keep up to date and manage
your onlineaccount(thisiscalledyour
journal).

You must make a separate claim to
Glasgow City Councilforyourcounciltax
reduction

Our top tips

« Remember, if you are a tenant you
must tick the box on the UC form
confirming that you have housing
costs to pay otherwise, they will not
be included in your claim.

Set up an email account.

Open a bank account and start saving
- at your local bank, building society or
credit union.

Getaccesstotheinternet - e.g. visit
your local library toget online.

Make abudgetplan-e.g. visit
www.moneyadvicescotland.org.uk.

ng homes



http://www.gov.uk/universalcredit
http://www.moneyadvicescotland.org.uk/

What you will need
to make a claim for
Universal Credit

¢ Your tenancy agreement or a
rent statement showing your
rent

e Your landlord’s name and
address

e Your postcode

e Your (and your partner’s)
National Insurance number,
passport or photo driving
licence

e Details of anyone who lives
with you

* Your bank account details

e Details of any savings

¢ Your expected monthly salary
(if working)

¢ Details of any other income
you receive.

* Your email address and
landline or mobile phone
number.

If you have any questions

or concerns with regards to
Universal Credit please contact
us:

0141 560 6000
info@nghomes.net

Landlordreport2020

Financial Assistance

Weworkin partnership with various agencies toprovide

GEMAP

Gemap can provide assistance with the following:

eUniversal Credit » Council Tax Reduction

» Rent Arrears « Living with debt

« Debt Management Plan

» Tax Credits

« Fighting Sanctions

 Claiming Personal
Independence Payments

helpand support toour tenants affected by welfare reform.

s€Map

Our Advisors
are waiting

for your call...
» The Scottish Welfare Fund =

» Housing Benefit
» Managing money
» Representation at Appeals

Please call
0141 773 5850

wif you wiauld like to speak to someane

‘atGEMAP about any af the following:
RentArrears  Benefit Sanctions
Unive it Fuel Disconnection

Payday Lender Delit Problems

Ve can also be contacted at
Infazgemap.co.uk

During this year GEMAP Advisors have worked with 2145 of our tenants and have secured over £3.1M in
additional income for our tenants. GEMAP Advisors are currently following Scottish Government guidelines
and are working from home due to Covid-19 carrying out phone consultations with our tenants.

To make an appointment please call 0141 773 5850.

cash

approachable finance

Scotcash

Scotcash can help you make the most afyour money
by providingarangeof financial support, guidanceand
other services.

They can assist on:
« Opening a basic bank account
« Advice onsavings

« Working in partnership with Glasgow Furniture
Initiative and Spruce Carpetstohelp furnish your
home. If you cannot afford the upfront costs, they .
can helpbyprovidingthe financeforwhatyouneed -
and arrange a manageable repayment plan which -
can be tailored to your budget.

To make an appointment please call 0141 276 0525.

‘ Pollok crodic rtign

Pollok Credit Union

Pollok Credit Union has an office in Saracen street. They
offerarangeof servicestoourtenantswhichinclude:

o Basic bankaccounts

» Savings account

« Low costloans

To make an appointment please call 0141 336 6570.




Meet the Housing Services Team

Possilpark Team ForRentEnquiries:
Sharon Andrea Campbell
Hazlett « 67-101 Allander Street + 2-8 Hawthorn Court « Stonyhurst Street » LambStreet
Housing « 107-119 Allander Street « 100HawthornStreet « BroadholmStreet « Haywood Street
« 2-18BarlochStreet « Hamiltonhill Crescent & Road « BrackenStreet « Knapdale Street
Manager « 3-5Barloch Street « Killearn Street + Claddens Quadrant & Street
« 29-53BarlochStreet + Rednock Street + Coltmuir Street

Danielle Quinn

« CarbethStreet

« 8,16, 24Balmore Road « Mansion Street
* 40,46,52BalmoreRoad  « 138,148,156 SaracenStreet

« 72BalmoreRoad

« 172-294 Saracen Street

« 139-221Balmore Road « Walnut Crescent, Place & Road
« 139-162BarlochStreet « Chestnut, Cypress & Spruce Stree!

* Closeburn Street

* Denmark Street

* 4-40 HawthornStreet

* 313-483 HawthornStreet
¢ Hawthorn Quadrant

+ 98-110SaracenStreet

» Gadloch Street

LesleyMcLeish

« 134AllanderStreet « Mireton Street

o Ardoch Street « PanmureStreet

« BalgairPlace, Gardens & Street « 1-8 Redmoss Street

« Balglass Gardens & Street « 185-277SaracenStreet

« BalmoreSquare « StronendStreet

« 41-59 Balmore Road « SunnylawPlace

« 71-83BalmoreRoad o AshfieldStreet

« BardowieStreet « BuckleyStreet

« BilslandDrive « CrowhillStreet

« HaystonCrescent & Street « GlenheadCrescent & Street

« KippenStreet
+ LiddesdaleRoad

Sprmgbum Team For Rent Enquiries:

Lyanne
Leslie

Housing
Manager

Linda Forrester

« Avonspark Gardens, Place & Street
«» Dykemuir Street & Place

« Oatfield Street

» 459 -463 Petershill Road

+ Red Road

« Young Terrace

Foresthall Crescent & Drive
Barnhill Drive

Burnbrae Street

Barmulloch Road

For Housing Enquiries;

Alison McLean

+ 67-101 AllanderStreet
+ 107-119 Allander Street
+ 2-18 BarlochStreet

« 3-5 BarlochStreet

+ 29-53 BarlochStreet
« Carbeth Street

+ 2-8 Hawthorn Court

+ 100HawthornStreet

« Hamiltonhill Crescent
+ Hamiltonhill Road

+ Killearn Street

+ Rednock Street

+ 98-110 SaracenStreet
« Stonyhurst Street

Lynn Bennett

+ Broadholm Street

+ Bracken Street

« Claddens Quadrant
& Street

« Coltmuir Street

« Gadloch Street

+ Lamb Street

« Haywood Street

« Knapdale Street

« Liddesdale Road

« Ashfield Street

« Buckley Street

« Crowhill Street

+ Glenhead Crescent & Street

« Kippen Street

—

Gordon McFarlane

« 134 Allander Street

« Ardoch Street

« Balgair Place, Gardens
& Street

Gail Hamilton

« 8,16, 24 Balmore Road
« 40,46,52Balmore
Road
+ 72Balmore Road
+ 139-221 Balmore Road
« 139-162Barloch Street Street
« Closeburn Street « Balmore Square
+ Denmark Street « 41-59 Balmore Road
+ 4-40 HawthornStreet « 71-83BalmoreRoad
+ 313-483 HawthornStreet « Bardowie Street
« Hawthorn Quadrant « Bilsland Drive
+ Mansion Street « Hayston Crescent & Street
+ 138-294 SaracenStreet « Mireton Street
» Walnut Crescent, Place & Road « PanmureStreet
« Chestnut, Cypress & Spruce Street « Redmoss Street
+ 8-52 BalmoreRd « 185-277 SaracenStreet
+ 139-221 BalmoreRd « Stronend Street
« Sunnylaw Place
» 41-83 BalmoreRd

+ Balglass Gardens & ‘

For Housing Enquiries:

Emma Coats
 Crichton Street

* Gourlay Street

* Morrin Path

® Auchinloch Street

* Auchentoshan Terrace
* Angus Street

 Atlas Road

® Ayr Street

e Carleston Street

¢ Cowlairs Road

o Hillkirk Street

* Kemp Street

* Southloch Gardens
 Laverockhall Street

¢ Midton Street

 Atlas Road

® Vulcan Street

® 77-163 Petershill Road
® 237-251 & 312 Springburn
Road

e Springburn Way

o Valleyfield Street
* St Joseph’s View
® Zena Crescent

ng homes



Danielle McErlane

« 104-138 Balgrayhill Road
« Mosesfield Street

« Bagnell Street

« Broomfield Place

« 2-60Broomfield Road
« 721-745 Broomfield Road
« Crichton Street

« Gourlay Street

« Morrin Path

« Auchinloch Street

« AuchentoshanTerrace
« Angus Street

« Atlas Road

o AyrStreet

« Carleston Street

« Cowlairs Road

o Hillkirk Street

o KempStreet

« Southloch Gardens

« Laverockhall Street

« Midton Street

+ Atlas Road

« Springburn Way

+ Vulcan Street

« 77-163 Petershill Road

« 237-251 & 312Springburn
Road + Eastburn Road

+ ValleyfieldStreet + Wallacewell Crescent,

« StJoseph’s View
+ ZenaCrescent

« Broomfield Crescent & c
Drive « Hilthouse Street

Laura Sharkey /
Lauren McPhee
« 256-356 BroomfieldRoad

+ Mansel Street

+ St MonanceStreet
« SyriamGardens, Street,

Place
+ Downs Street
« Gartferry Street

« Hilthouse Street

Place &Road
+ Boghead Road

« Langrig Road
« Lumloch Street
« CampsieStreet
« Cockmuir Street

« Drumbottie Road
« Balgraybank Street

« Cardarrach Street

A

s
.

Multi-Storey Flat Team

Karen

Johnson
Housing
Manager

Gemma Lee

« AvonsparkGardens, Place & Street
« DykemuirStreet & Place

« QatfieldStreet

« Petershill Road

» Red Road

Ashleigh
Mcintyre

« 104-138BalgrayhillRoad
« Mosesfield Street

« Bagnell Street

« Broomfield Place

« 2-60Broomfield Road

« 256-346 BroomfieldRoad « Downs Street

« GartferryStreet
« Drumbottie Road
« Balgraybank Street

« Mansel Street
« St Monance Street
o Suriam Gardenc Street

« Young Terrace
« Foresthall Crescent & Drive
« Barnhill Drive

Joy Henderson

« Hillhouse Street

« Eastburn Road

« Wallacewell Crescent,
Place, Road

+ 356 Broomfield Road
« Broomfield Crescent & Drive
o 721-745Broomfield Road

+ Boghead Road
« Cardarrach Street
« Langrig Road

« Lumloch Street
« Barmulloch Road
« 3-239 Burnbrae Street

Landlordreport2020

For Rent Enquiries:

Bola Akintoye

« Carron Crescent

« 1292-1330 Springburn
Road

« Balgrayhill Road

« Stobhill Road

« Viewpoint Gate, Place
& Road

Catherine Mather

« Galloway Street

o 771-783 Springburn
Road

« Blackthorn Street

« Elmvale Street

« Horne Street

* MemelStreet

« Carron Street

« Carbisdale Street

o Eccles Street

« Fernbank Street

« Hickory Street

« Carron Place

Pamela Hutchison

« Lenzie Terrace

« Broomknowes Road

« Croftbank Street

« Edgefauld Road

« 623-700Hawthorn
Street

For Housing Enquiries:

Terri McChesney

« Carron Crescent
+ 1292-1330 4
Springburn Road
« Balgrayhill Road %%
+ Stobhill Road
« Viewpoint Gate,
Place & Road

Yvonne Kinnear

« Galloway Street
+ Lenzie Terrace
« Carron Crescent

Liz McMillan

o 771-783 Springburn
Road

« Blackthorn Street

« Elmvale Street

« Horne Street

* MemelStreet

« Carron Street

« Carbisdale Street

o Eccles Street

« Fernbank Street

« Hickory Street

« Carron Place

Anne Sheeran

» Broomknowes Road

« Croftbank Street

« Edgefauld Road

« 623-700Hawthorn
Street

Customer
Services Officers

Senior
Customer
. Services
Officer:
Peter
Livingston

Stephen
Lauder

a lona Wilson

Sinaed
Callaghan

Alan
Nicolson

£
5]

Lucy Brown




Tenant Participation and Engagement

Tenant participation and engagement is very important to ng homes.

There are different ways foryou togetinvolved, whichinclude:
> VN Have your

say!
dh

Tenant Rewards

Tenant Rewards are designed to acknowledge responsible tenants who

pay their rent on time, help sustain investments in their homes and contribute
to making North Glasgow a community where people can flourish and prosper.
Benefits include:

Quarterly and Annual Prize Draws
We will offer quarterly prize draws for a £50 gift voucher for tenants and
additional annual prize draws specifically for over 60’s and long-standing

Service Group

tenants (10 years+). If you are selected as a winner, your Housing Officer will
contact you and the results of all draws will be reported In North News.

Fromtimetotime, aservice groupwill lookat howwe deliver services and

make recommendation for changes.
Free Insurance

Tenants aged 60 and over or who have a disability can apply to receive FREE

To add your name to the Consultation Register or to join contents insurance cover. To apply for this cover please contact your Housing
one of our groups, please contact Eileen McGovern, Team Officer.

This reward of £50 is for tenants who are giving up their tenancy and comply
with ng homes End of Tenancy Procedure.

ng homes



ng

homes

@)
@)
o2

Springburn office email: info@nghomes.net Possilparkoffice
Ned Donaldson House, web: www.nghomes.net Saracen House,
50Reidhouse Street, Twitter: @ng_homes 139SaracenStreet,
Springburn, Glasgow G21 4LS Facebook:nghacommunity Possilpark, Glasgow G22 5AZ
Tel: 0141 560 6000 Tel: 0141 336 1300

ng homes is a trading name of North Glasgow Housing Association Ltd.
This document is available in other formats.
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