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ng homes/ng2 Limited Service Level Agreement for 
Management, HR, and other Services 

This agreement is an addendum to the Intra Group Agreement signed between: 

NORTH GLASGOW HOUSING ASSOCIATION LIMITED, a registered social landlord and a Scottish 

Charity (charity number SC030635) and a registered society under the Co-operative and Community 

Benefit Societies Act 2014 (Financial Conduct Authority registered number 1865RS), also known as 

ng homes, with its registered office at Ned Donaldson House, 50 Reidhouse Street, Springburn, 

Glasgow G21 4LS (“the Parent”)

and 

ng2 LIMITED, incorporated under the Companies Acts (registered number SC381740) with its 

registered office at Ned Donaldson House, 50 Reidhouse Street, Glasgow, G21 4LS (“the

Subsidiary”)

All interpretations of definitions match with section 1 of that agreement. 

The service level agreement for management, HR and other services is in line with the requirements 

of section 9 of the Intra Group Agreement. 

1. Introduction

ng homes operates a group structure, with wholly owned subsidiaries, including ng2 Ltd. ng homes

Chief Executive Officer acts as senior officer for ng group. The Respective roles and responsibilities

of the parent organisation and each subsidiary are governed by the Intra Group Agreement.

Under this Service Level Agreement ng homes agrees to provide HR support and management 

services on behalf of ng2, relating to ng2 employees and the running of the ng2 business. 

ng2 Ltd, provides in-house commercial contract services for ng homes, and also employs a range of 

staff such as customer services officers, to provide services to ng homes for core business areas. 

These ng2 staff work alongside ng homes staff teams and are managed on a day-to-day basis by ng 

homes’ managers.

The in-house contracting arm of ng2 is managed by an ng homes Director. ng homes also provides 

some HR services to ng2 relating to its in-house and commercial contract employees. 

This Service Level Agreement clarifies these arrangements, setting out: 

• Role of the CEO and delegated authority

• ng homes’ HR services for ng2 employees providing core services for ng homes

• ng homes’ HR services for ng2 commercial contracts arm

• arrangements for management of ng2 staff by ng homes

• charging/ cost sharing arrangements

• Review arrangements

2. Role of Group Chief Executive Officer

ng homes’ CEO performs the role of CEO for ng group.

Under the terms of the Intra Group Agreement between ng homes and ng2, all staff recruitment,

management and remuneration by ng2 shall be carried out in accordance with group policies,

business plan and budget, and with the approval of the ng group CEO.
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Per the Agreement, the ng group CEO will act as senior officer and will be entitled at any time to 

investigate any acts, omissions or conduct on the part of any member of ng2’s staff in accordance 

with its Group Policies. 

 

The ng group CEO will oversee the implementation of this Service Level Agreement, including 

appropriate allocation of costs and will report to the Boards of ng homes and ng2 Ltd on its effective 

operation and out-turn costs on a six-monthly basis. 

 

The ng group CEO may delegate these responsibilities as deemed appropriate, to ng homes senior 

management.  

 

3. Service proposals summary 

 

HR services 

Staff group ng homes HR ng2 HR  

ng2 employees providing 

core services to ng homes 

Full HR service, including all HR 

administration 

N/A 

ng2 commercial contract 

employees 

HR services to be provided by ng homes 

Corporate Services Manager, with other 

HR support 

most HR 

administration 

 

Management Services 

 ng homes Managers ng2 Manager 

Management of ng2 staff 

providing core services to 

ng homes 

Comprehensive staff management service 

by ng homes Housing Director and Deputy 

Director Property Services Department. 

 

 

N/A 

 

 

 

Overall management of 

ng2 

Depute CEO responsible for day-to-day 

operation and management of ng2 

business 

 

ng2 senior staff and 

supervisors 

 

With the agreement of CEO, Directors may delegate responsibilities to managers within their 

teams. These services are outlined in more detail in Appendix 1.  

 

4. Cost allocation proposals 

 

 Cost of HR services Cost of management 

services 

ng2 employees providing 

core services to ng homes 

All costs to be met by ng 

homes as ng2 are providing 

core services to ng homes, and 

will not be charged out 

 

All costs to be met by ng 

homes as ng2 are providing 

core services to ng homes, and 

will not be charged out 

ng2 commercial contract 

employees and 

commercial business 

ng homes average contract 

staff account for 25% of ng 

group staff.  

 

HR services are provided 

mainly by ng homes HR staff. 

On provisional basis 25% of HR 

annual gross salary costs to be 

charged to ng2, with 

adjustment at year end as 

required (see below).  

 

ng homes Depute CEO leads on 

ng2 operations and day to day 

management. 

 

Approx. 10% of Depute CEO 

time is spent on ng2. On 

provisional basis 10% of 

Depute CEO annual gross 

salary costs to be charged to 

ng2, with adjustment at year 

end as required (see below). 
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For provision of HR and management services by ng homes to ng2 for its commercial contract 

activity, a half yearly review of service activity and costs against the above provisional allocations 

will be undertaken, with March year end cost allocation reconciliation. A time recording system has 

been put in place to facilitate this.  

 

5. Board Reporting and Review Arrangements 

 

The ng group CEO will have overall responsibility for monitoring the Service Level Agreement and 

for reporting to ng homes Board on the operation of the Agreement on an annual basis or more 

frequently as considered appropriate. An appropriate director/manager will be responsible for 

reporting on a similar basis to the ng2 Board. The ng group CEO may also make recommendations 

to the ng homes Board and the ng2 Board on changes to the scope of the Service Level Agreement. 

 

The ng2 Board will continue to receive all standard staffing reports to include those staff providing 

core services to ng homes and be kept fully appraised by an appropriate director/manager of all 

significant staffing issues.  

 

The ng homes Board/relevant committee will continue to receive all standard staffing reports to 

include those ng2 staff providing core services to ng homes and will be kept fully appraised by an 

appropriate director/manager of any significant staffing issues relating to ng2 Ltd. 
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Appendix 1: Service provision 

 Service  Responsibility(Lead/support)  

ng2 employees 

providing core 

services to ng 

homes 

• day to day management of staff  

 

• day to day HR support, advice 

and administration 

 

• ng group/ng2 HR policies 

 

• staff recruitment and contracts 

 

• staff induction 

 

• staff appraisal  

 

• absence management 

 

• payroll liaison 

 

• authorisation of bonus payments 

 

• authorisation of leave (various) 

 

• staff training and development 

 

• investigations, disciplinary and 

grievance 

 

• leavers/contract terminations 

ng homes service dept. 

 

HR 

 

 

HR 

 

HR/ng homes service dept. 

 

HR/ng homes service dept. 

 

ng homes service dept. 

 

ng homes service dept./HR 

 

HR 

 

ng homes service dept. 

 

ng homes service dept. 

 

HR/ng homes service dept. 

 

CEO/ng group managers 

nominated by CEO/HR 

 

HR 

ng2 commercial 

contract employees 

and commercial 

business 

• day to day management of ng2 

commercial contracts staff 

 

• day to day HR support and advice 

 

• HR Administration 

 

• ng group/ng 2 HR policies 

 

• staff recruitment and contracts 

 

• staff induction 

 

• staff appraisal  

 

• absence management 

 

• payroll liaison 

 

• authorisation of bonus payments 

 

• authorisation of leave (various) 

 

• staff training and development 

 

• investigations, disciplinary and 

grievance 

 

• leavers/contract terminations 

Depute CEO/ng2 supervisors 

 

 

ng2/HR 

 

ng2/some ng homes HR support 

 

HR/ng2 

 

ng2/HR 

 

HR/ng2 

 

ng2 

 

ng2 

 

ng2/HR 

 

ng2 

 

ng2 

 

ng2/HR 

 

ng2/HR/Depute CEO 

 

 

ng2/HR 
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ng homes/NGPS Service Level Agreement for 
Management, HR, and other Services 

 

This Agreement is an addendum to the Intra Group Agreement signed between: 

 

NORTH GLASGOW HOUSING ASSOCIATION LIMITED, a registered social landlord and a Scottish 

Charity (charity number SC030635) and a registered society under the Co-operative and Community 

Benefit Societies Act 2014 (Financial Conduct Authority registered number 1865RS), also known as 

ng homes, with its registered office at Ned Donaldson House, 50 Reidhouse Street, Springburn, 

Glasgow G21 4LS (“the Parent”) 
 

and 

 

NGPS LIMITED, incorporated under the Companies Acts (registered number SC251415) with its 

registered office at Ned Donaldson House, 50 Reidhouse Street, Glasgow, G21 4LS (“the 

Subsidiary”) 
 

All interpretations of definitions match with section 1 of that Agreement. 

 

The Service Level Agreement for management, HR and other services is in line with the requirements 

of section 9 of the Intra Group Agreement. 

 

1. Introduction 

ng homes operates a group structure, with wholly owned subsidiaries, including NGPS Ltd. ng homes 

Chief Executive Officer acts as senior officer for ng Group. The Respective roles and responsibilities 

of the parent organisation and each subsidiary are governed by the Intra Group Agreement.  

 

Under this Service Level Agreement ng homes agrees to provide HR support and management 

services on behalf of NGPS Ltd, relating to ng homes employees assigned to the running of the NGPS 

business. These employees are directly charged to NGPS within the accounts model. 

 

NGPS Ltd, provides factoring services to owners. These NGPS staff work alongside ng homes staff 

teams but are managed on a day-to-day basis by the NGPS assigned manager.  

 

This Service Level Agreement clarifies these arrangements, setting out: 

 

• Role of the CEO and delegated authority 

 

• ng homes’ HR services for NGHA employees providing core services for NGPS. 
 

• Arrangements for the management of NGPS staff by ng homes 
 

• Charging/cost sharing arrangements 
 

• Review arrangements 
 

2. Role of Group Chief Executive Officer 

ng homes CEO performs the role of CEO for the ng group. 

 

Under the terms of the Intra Group Agreement between ng homes and NGPS, all staff recruitment, 

management and remuneration by NGPS shall be carried out in accordance with group policies, 

business plan and budget, and with the approval of the ng group CEO. 

 

Per the Agreement, the ng group CEO will act as the senior officer and will be entitled at any time 

to investigate any acts, omissions or conduct on the part of any member of ng homes staff or 

NGPS’s staff in accordance with its Group Policies. 
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The ng group CEO will oversee the implementation of this Service Level Agreement, including 

appropriate allocation of costs and will report to the ng homes Board and the NGPS Ltd Board on 

its effective operation and out-turn costs on a six-monthly basis. 

 

The Chief Executive Officer may delegate these responsibilities as deemed appropriate, to ng 

homes senior management.  

 

3. Service proposals summary 

 

HR services 

Staff group ng homes HR 

ng homes employees 

providing services to 

NGPS owners 

Full HR service, including all HR administration 

 

Management Services 

 ng homes Managers 

Overall management of 

NGPS 

The ng homes Depute CEO is responsible for the day-to-day 

operation and management of NGPS business 

 

 

With the agreement of the ng homes CEO, directors may delegate responsibilities to managers 

within their teams. These services are outlined in more detail in Appendix 1.  

 

4. Cost allocation proposals 

 

 Cost of HR services Cost of management 

services 

ng homes employees  ng homes average contract 

staff account for 2.0% of ng 

group staff.  

 

HR services are provided 

mainly by ng homes HR staff. 

On a provisional basis, 2% of 

HR annual gross salary costs to 

be charged to NGPS, with 

adjustment at year-end, as 

required (see below).  

 

The ng homes Depute CEO 

leads on NGPS operations and 

day to day management. 

 

Approx. 5% of the ng homes 

Depute CEO’s time is spent on 

NGPS. On a provisional basis 

5% of the ng homes Depute 

CEO’s annual gross salary costs 

to be charged to NGPS, with 

adjustment at year-end, as 

required (see below). 

 

For provision of HR and management services by ng homes to NGPS for its activities, a half-yearly 

review of service activity and costs against the above provisional allocations will be undertaken, with 

March year end cost allocation reconciliation. A time recording system has been put in place to 

facilitate this.  

 

5. Board Reporting and Review Arrangements 

 

The ng group CEO will have overall responsibility for monitoring the Service Level Agreement and 

for reporting to ng homes Board on the operation of the Agreement on an annual basis or more 

frequently as considered appropriate. An appropriate director/manager will be responsible for 

reporting on a similar basis to the NGPS Board. The ng group CEO may also make recommendations 

to the ng homes Board and the NGPS Ltd Board on changes to the scope of the Service Level 

Agreement. 

 

The NGPS Board will continue to receive all standard staffing reports to include those staff providing 

core services to ng homes and be kept fully appraised by an appropriate director/manager of all 

significant staffing issues.  
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The ng homes Board/relevant committee will continue to receive all standard staffing reports to 

include the NGPS staff providing core services to ng homes and will be kept fully appraised by an 

appropriate director/manager of any significant staffing issues relating to NGPS Ltd. 
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Appendix 1: Service provision 

 Service  Responsibility(Lead/support)  

NGPS employees  • Day to day management of 

NGPS contracts staff 

 

• Day to day HR support and 

advice  

 

• HR administration 

 

• ng group/NGPS HR policies 

 

• Staff recruitment and contracts 

 

• Staff induction 

 

• Staff appraisal  

 

• Absence management 

 

• Payroll liaison 

 

• Authorisation of leave (various) 

 

• Staff training and development 

 

• Investigations, disciplinary and 

grievance 

 

• Leavers/contract terminations 

Depute CEO/NGPS Manager 

 

 

HR 

 

 

HR support 

 

HR/NGPS 

 

NGPS/HR 

 

HR/NGPS 

 

NGPS 

 

NGPS 

 

NGPS/HR 

 

NGPS 

 

NGPS/HR 

 

NGPS/Depute CEO/HR 

 

 

NGPS/HR 
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ng homes/DSGL Service Level Agreement for 
Management, HR, and other Services 

 

This Agreement is an addendum to the Intra Group Agreement signed between: 

 

NORTH GLASGOW HOUSING ASSOCIATION LIMITED, a registered social landlord and a Scottish 

Charity (charity number SC030635) and a registered society under the Co-operative and Community 

Benefit Societies Act 2014 (Financial Conduct Authority registered number 1865RS), also known as 

ng homes, with its registered office at Ned Donaldson House, 50 Reidhouse Street, Springburn, 

Glasgow G21 4LS (“the Parent”) 
 

and 

 

DESIGN SERVICES GLASGOW LIMITED (DSGL), incorporated under the Companies Acts (registered 

number SC359676) with its registered office at 410 Petershill Road, Glasgow, G21 4AA (“the 

Subsidiary”) 
 

All interpretations of definitions match with section 1 of that Agreement. 

 

The service level agreement for management, HR and other services is in line with the requirements 

of section 9 of the Intra Group Agreement. 

 

1. Introduction 

ng homes operates a group structure, with wholly owned subsidiaries, including DSGL Ltd. The ng 

homes Chief Executive Officer acts as senior officer for the ng group. The respective roles and 

responsibilities of the parent organisation and each subsidiary are governed by the Intra Group 

Agreement.  

 

Under this Service Level Agreement ng homes agrees to provide HR support and management 

services on behalf of DSGL, relating to ng homes employees assigned to the running of the DSGL 

business.  

 

DSGL Ltd, provides contracting services to NGHA.  

 

This Service Level Agreement clarifies these arrangements, setting out: 

 

• Role of the CEO and delegated authority 
 

• Charging/cost sharing arrangements 
 

• Review arrangements 
 

2. Role of Group Chief Executive Officer 

The ng homes CEO performs the role of CEO for the ng group. 

 

Under the terms of the Intra Group Agreement between ng homes and DSGL Ltd, all staff 

recruitment, management and remuneration by DSGL shall be carried out in accordance with group 

policies, business plan and budget, and with the approval of the ng group CEO. 

 

Per the Agreement, the ng Group CEO will act as senior officer and will be entitled at any time to 

investigate any acts, omissions or conduct on the part of any member of staff assigned to DSGL’s 
business, in accordance with its Group Policies. 

 

The ng homes CEO will oversee the implementation of this Service Level Agreement, including 

appropriate allocation of costs and will report to the ng homes Board and the DSGL Ltd Board on 

its effective operation and out-turn costs on a six-monthly basis. 

 

The Chief Executive Officer may delegate these responsibilities as deemed appropriate, to ng 

homes senior management.  
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3. Service proposals summary 

 

Management Services 

 ng homes Managers 

Overall management of 

DSGL 

ng homes Depute CEO responsible for day-to-day operation and 

management of DSGL business 

 

 

With the agreement of the ng homes CEO, directors may delegate responsibilities to managers 

within their teams. These services are outlined in more detail in Appendix 1.  

 

4. Cost allocation proposals 

 

 Cost of management services 

DSGL  ng homes Depute CEO leads on DSGL operations and day to day 

management. 

 

Approx. 1% of the ng homes Depute CEO’s time is spent on DSGL. 

On a provisional basis 1% of the ng homes Depute CEO’s annual 

gross salary costs to be charged to DSGL, with adjustment at year-

end, as required (see below). 

 

For provision of management services by ng homes to DSGL for its activities, a half yearly review of 

service activity and costs against the above provisional allocations will be undertaken, with March 

year-end cost allocation reconciliation. A time recording system has been put in place to facilitate 

this.  

 

5. Board Reporting and Review Arrangements 

 

The ng group CEO will have overall responsibility for monitoring the Service Level Agreement and 

for reporting to the ng homes Board on the operation of the Agreement on an annual basis or more 

frequently as considered appropriate. An appropriate director/manager will be responsible for 

reporting on a similar basis to the DSGL Board. The ng group CEO may also make recommendations 

to the ng homes Board and the DSGL Board on changes to the scope of the Service Level Agreement. 
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Appendix 1: Service provision 

 Service  Responsibility(Lead/support)  

DSGL  • day to day management of DSGL  

 

ng homes Depute CEO 
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NORTH GLASGOW HOUSING ASSOCIATION LTD.

MANAGEMENT ACCOUNTS FOR PERIOD ENDED 31.03.25

INCOME AND EXPENDITURE 

Year to Mär.25              Jan -Mar 25  CUMMULATIVE TO DATE ANNUAL

31.3.24 Actual Actual Budget Variance Actual Budget Variance BUDGET

Income

27,931,661 Rental Income 2,543,322 7,615,014 7,317,903 297,111 30,306,804 29,683,030 623,774 29,683,030

-304,204 Voids -17,044 -55,026 -73,179 18,153 -349,311 -296,830 -52,481 -296,830

49,927 Service Income 4,515 13,544 14,265 -721 53,627 52,984 643 52,984

27,677,384 2,530,793 7,573,532 7,258,989 314,543 30,011,120 29,439,183 571,937 29,439,183

0 Factoring Income 185,480 211,747 226,558 -14,811 887,751 906,232 -18,481 906,232

6,653,784 Grant release/received 79,118 191,398 222,144 -30,746 949,412 888,575 60,837 888,575

 

34,331,168 Net Income 2,795,391 7,976,677 7,707,690 268,987 31,848,283 31,233,990 614,293 31,233,990

Expenditure
 

3,004,939 Day to Day 185,631 736,560 613,092 -123,468 3,169,383 2,481,044 -688,339 2,481,044

2,446,446 Cyclical 50,627 449,121 562,229 113,108 2,067,986 2,357,428 289,442 2,357,428

1,377,545 Void Maintenance 77,359 364,284 300,000 -64,284 1,645,865 1,200,000 -445,865 1,200,000

204,851 Bad Dbts-Rents -13,263 92,278 62,500 -29,778 261,670 250,000 -11,670 250,000

0 Bad Dbts-services 0 0 0 0 0 0 0

14,387,246 Planned maintenance 387,027 1,247,273 2,224,755 977,482 7,173,358 8,899,020 1,725,662 8,899,020

-3,763,261 Capitalised to balance sheet -241,864 -753,023 -1,167,938 -414,915 -3,660,359 -4,671,750 -1,011,391 -4,671,750

967,562 Other Property Costs 123,128 307,757 198,750 -109,007 1,261,755 795,000 -466,755 795,000

5,018,587 Depreciation 489,111 1,236,447 1,350,000 113,553 5,286,447 5,400,000 113,553 5,400,000

3,377,236 Service Costs 200,515 693,810 364,878 -328,932 2,956,722 2,323,976 -632,746 2,323,976

-232,283 Factoring Expenditure 71,064 141,441 158,121 16,679 626,222 632,482 6,260 632,482

5,337,910 Salaries 531,860 1,477,682 1,434,941 -42,741 5,594,400 5,739,763 145,363 5,739,763

2,643,616 Overheads 279,813 812,903 647,750 -165,153 2,776,775 2,591,000 -185,775 2,591,000

                                                                                                                                                                         

34,770,394 Total Expenditure 2,141,008 6,806,533 6,749,077 -57,456 29,160,224 27,997,962 -1,162,262 27,997,962

-439,226 Surplus from Ordinary 654,383 1,170,144 958,613 211,531 2,688,059 3,236,028 -547,969 3,236,028

  Activities    -547,969  
0

0 Development Income 0  0 0 0 0 0 0 0

0 Development Expenditure 0 0 0 0 0 0 0 0

0 Development Surplus 0 0 0 0 0 0 0 0

694,616 Other Income -822 12,013 55,000 -42,987 237,769 220,000 17,769 220,000

518,433 Other Expenditure 22,635 56,074 107,500 51,426 369,243 430,000 60,757 430,000

-263,043 Net Surplus 630,926 1,126,083 906,113 219,970 2,556,585 3,026,028 -469,443 3,026,028

1,715,940 Loan Interest 108,831 361,739 380,814 19,075 1,624,825 1,523,244 -101,581 1,523,244

453,113 Interest received 23,856 70,874 100,000 -29,126 355,681 400,000 -44,319 400,000

28,061 Other finance charges 0 0 0 0 0

95,080 Property and fixed asset sales 0 -180 0 -180 -1,320 0 -1,320 0

1,121,001 Pension adj/corp tax/gift aid 0 -19 -19 -100,019 0 -100,019 0

-2,579,852 Net Surplus after interest 545,951 835,057 625,299 209,758 1,386,140 1,902,784 -516,644 1,902,784

0 Trans from Designated Reserve 0 0 0 0 0 0 0 0

  

0 Trans to Designated Reserve 0 0 0 0 0 0 0 0

-2,579,852 Net result after Transfer 545,951 835,057 625,299 209,758 1,386,140 1,902,784 -516,644 1,902,784
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NORTH GLASGOW HOUSING ASSOCIATION LTD.  

MANAGEMENT ACCOUNTS FOR PERIOD ENDED 31.Mär.25

INCOME AND EXPENDITURE 

ANALYSIS OF DIRECT EMPLOYEE & ADMINISTRATION COSTS

31.03.24 Mär.25 <---------  Jan  -Mar 25  CUMMULATIVE TO DATE ANNUAL

Actual Actual Budget Variance Actual Budget Variance BUDGET

4,791,053 Salaries 482,819 1,347,416 1322274 -25,142 5,110,423 5,289,098 178,675 5,289,098

546,857 Pensions 49,041 130,266 112666 -17,600 483,977 450,665 -33,312 450,665

 

5,337,910 Total Direct Employee 531,860 1,477,682 1434941 -42,741 5,594,400 5,739,763 145,363 5,739,763

 

136,099 Heat & Light 13,634 51,966 22500 -29,466 128,012 90,000 -38,012 90,000

281,157 Depreciation 38,125 165,022 87500 -77,522 435,022 350,000 -85,022 350,000

30,166 Office & General -4,841 408 10000 9,592 26,625 40,000 13,375 40,000

120,160 Cleaning and Materials 9,801 28,443 25000 -3,443 121,039 100,000 -21,039 100,000

76,916 Subscriptions 4,266 14,423 18750 4,327 70,828 75,000 4,172 75,000

7,948 Photocopier costs 97 2,206 5000 2,794 10,388 20,000 9,612 20,000

62,357 Postage & Stationery 4,341 22,304 13750 -8,554 65,226 55,000 -10,226 55,000

1,734 Office Repairs & maintenan 0 555 10000 9,445 2,605 40,000 37,395 40,000

285,763 Rent, Rates, Insurance 35,001 87,304 75000 -12,304 302,618 300,000 -2,618 300,000

218,919 Telephone & internet 19,283 58,539 41250 -17,289 217,219 165,000 -52,219 165,000

34,941 Audit & Accountancy 6,048 8,208 8750 542 19,342 35,000 15,658 35,000

26,011 Equipment Maintenance 626 1,814 10000 8,186 23,396 40,000 16,604 40,000

11,477 Legal Fees 522 1,603 8750 7,147 16,572 35,000 18,428 35,000

19,273 Leasing Contracts 1,769 4,451 6250 1,799 18,146 25,000 6,854 25,000

3,162 Promotions, publicity & ann 0 1,772 5000 3,228 7,341 20,000 12,659 20,000

181,616 Consultants 9,211 20,464 37500 17,036 188,422 150,000 -38,422 150,000

542,940 Computer Support 34,220 114,243 112500 -1,743 477,143 450,000 -27,143 450,000

420,139 Computer - License & acces 91,684 193,691 87500 -106,191 464,671 350,000 -114,671 350,000

0 Office Landscape Maintena 0 0 0 0 0 0 0 0

2,460,778 Total Office Overheads 263,787 777,416 585000 -192,416 2,594,615 2,340,000 -254,615 2,340,000

13,342 Recruitment advertising & c 1,319 2,463 5500 3,037 12,903 22,000 9,097 22,000

45,795 Staff Training 2,139 2,434 15000 12,566 48,997 60,000 11,003 60,000

15,054 Staff life cover 1,800 4,500 3750 -750 15,000 15,000 0 15,000

7,092 Staff uniforms 59 517 1500 983 4,379 6,000 1,621 6,000

0 Temporary Staff 0 0 0 0 0 0 0 0

10,675 Conferences & Seminars 530 530 7500 6,970 13,376 30,000 16,624 30,000

19,978 Travel & Subsistence 3,439 6,392 5000 -1,392 21,207 20,000 -1,207 20,000

61,457 Health & Safety 6,017 17,382 17500 118 54,867 70,000 15,133 70,000

173,393 Total Staff Overhead Cos 15,303 34,218 55750 21,532 170,729 223,000 52,271 223,000

2,354 Training 0 0 2000 2,000 1,617 8,000 6,383 8,000

850 Travel Expenses 45 66 1000 934 817 4,000 3,183 4,000

3,486 Expenses to Board 376 586 1500 914 3,344 6,000 2,656 6,000

2,755 Conferences 302 617 2500 1,883 5,653 10,000 4,347 10,000

9,445 Total Committee Costs 723 1,269 7000 5,731 11,431 28,000 16,569 28,000

Total Direct Employee &

7,981,526 Administration Costs 811,673 2,290,585 2082691 -207,894 8,371,175 8,330,763 -40,412 8,330,763
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NORTH GLASGOW HOUSING ASSOCIATION LIMITED

MANAGEMENT ACCOUNTS FOR THE PERIOD TO 31.Mär.25

BALANCE SHEET

Previous

year

totals

FIXED ASSETS ACTUAL

156,866,476 Housing Properties 160,873,775

-39,616,146 Depreciation -44,902,593

117,250,330 115,971,182

Less:

0 Housing Association Grant 0

117,250,330 Net Value 115,971,182

3,018,051 Other Fixed Assets 3,571,019

1,300 Investments 300

120,269,681 TOTAL FIXED ASSETS 119,542,501

CURRENT ASSETS

14,516 Stock & WIP 56,153

15,594,025 Cash and Other Short Term Investments 11,797,161

504,124 Rent Arrears 521,483

1,897,674 Other Current Assets 1,721,129

18,010,339 TOTAL CURRENT ASSETS 14,095,926

CURRENT LIABILITIES

2,382,958 Short Term Loans and Current Loan Capital Repayments 2,382,958

970,395 Bank Overdrafts 0

5,921,902 Other Current Liabilities 4,661,974

746 Pension liability under one year 746

9,276,001 TOTAL CURRENT LIABILITIES 7,045,678

8,734,338 NET CURRENT ASSETS 7,050,248

129,004,019 TOTAL ASSETS LESS CURRENT LIABILITIES 126,592,749

CREDITORS DUE AFTER ONE YEAR

36,053,251 Long Term Loans 33,487,209

1,638,000 Pension liability 1,615,138

18,164,332 Deferred income 50,443,042 16,955,833

55,855,583 52,058,180 52,058,180

73,148,436 NET ASSETS 74,534,569

RESERVES

14,591,245 Designated reserves 14,591,245

18,522,146 Revenue 19,908,286

40,034,964 Revaluation reserve 40,034,964

73,148,355 TOTAL RESERVES 74,534,495

81 SHARE CAPITAL 74

73,148,436 74,534,569
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cashflow

NORTH GLASGOW HOUSING ASSOCIATION LIMITED

MANAGEMENT ACCOUNTS FOR THE PERIOD TO 31.Mär.25

CASHFLOW

YEAR TO

31.03.2024

0

OPERATING ACTIVITIES ACTUAL

-263,043 Operating surplus for period 2,556,585

5,018,587 Depreciation - properties 5,286,447

281,157 Depreciation - fixtures 435,022

-877,362 Amortisation of capital grants -949,412

95,080 Gain on sale of fixed assets -1,320

Other finance charges

-38,139 Decrease/(Increase)in Debtors 159,186

11,205 Decrease/(Increase)in stock -41,637

1,380,359 (Decrease)/Increase in Creditors -1,441,858

share capital cancelled

5,607,844 Net Cash In/(Out)flow From Operating Activities 6,003,013

INVESTING ACTIVITIES

0 Grants Received 0

-4,600,850 Acquisition and Construction Of Properties -4,007,299

-1,939,360 Acquisition of Other Fixed Assets -987,990

-17,879 Procceds on disposal of properties 0

0 Investment in Activities 1,000

-6,558,089 Net Cash In/(Out)flow From Investing Activities -4,994,289

-950,245 1,008,724

FINANCING

0 Loans Received 0

-2,382,958 Less: Loans Repaid -2,566,042

453,113 Interest Received 355,681

-1,715,940 Interest Paid -1,624,825

-6 Share capital issued -7

-3,645,791 Net cash In/(Out)flow From Financing -3,835,193

-4,596,036 Increase/(Decrease) in Cash and Cash Equivalents -2,826,469

-3,757,975 Movement in Cash & Bank -3,796,864

-838,061 Movement in Bank overdrafts 970,395

-4,596,036 Increase/(Decrease) in Cash and Cash Equivalents -2,826,469

19,219,666 Opening cash balance 14,623,630

14,623,630 11,797,161
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Approval 

 

 Date approved  

 Approver  

Approver job title  

 Comments (Approval) 

 

  

Annual Return on the Charter (ARC) 2024-2025

Page 1 of 51

North Glasgow Housing Association Ltd

187

14/05/2025 17:23:46

383



  

Annual Return on the Charter (ARC) 2024-2025

Page 2 of 51384



Social landlord contextual information 

 

Staff 

 

Staff information, staff turnover and sickness rates (Indicator C1) 

 

C1.1 the name of Chief Executive  

C1.2.1 C1.2 Staff employed by the RSL: 

 

the number of senior staff 

 

C1.2.2 the number of office based staff  

C1.2.3 the number of care / support staff  

C1.2.4 the number of concierge staff  

C1.2.5 the number of direct labour staff  

C1.2.6 the total number of staff 

C1.3.1 Staff turnover and sickness absence: 

 

the percentage of senior staff turnover in the year to the end of the reporting year 

C1.3.2 the percentage of total staff turnover in the year to the end of the reporting year  

C1.3.3 the percentage of days lost through staff sickness absence in the reporting year  

  

Annual Return on the Charter (ARC) 2024-2025

Page 3 of 51

Mr. John Devine

4.00

85.21

0.00

16.00

5.00

0.00%

12.28%

5.68%
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Social landlord contextual information 

 

Lets 

 

Number of lets during the reporting year, split between ‘general needs’ and ‘supported housing’ (Indicator C3) 

 

C3.1 The number of ‘general needs’ lets during the reporting year  

C3.2 The number of ‘supported housing’ lets during the reporting year  

 

Indicator C3  

 

  

Annual Return on the Charter (ARC) 2024-2025
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507

1

508
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Social landlord contextual information'' section.

Annual Return on the Charter (ARC) 2024-2025

Page 6 of 51
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Overall satisfaction'' section.

Annual Return on the Charter (ARC) 2024-2025

Page 8 of 51
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the ''The

customer / landlord relationship'' section.

Annual Return on the Charter (ARC) 2024-2025

Page 11 of 51
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Housing quality and maintenance 

 

Quality of housing 

 

Scottish Housing Quality Standard (SHQS) – Stock condition survey information (Indicator C8) 

 

C8.1 The date your organisation's stock was last surveyed or assessed for 

compliance with the SHQS 

 

C8.2 What percentage of stock did your organisation fully assess for compliance in 

the last five years? 

 

C8.3 The date of your next scheduled stock condition survey or assessment  

C8.4 What percentage of your organisation's stock will be fully assessed in the next 

survey for SHQS compliance 

 

C8.5 Comments on method of assessing SHQS compliance. 

 

  

Annual Return on the Charter (ARC) 2024-2025

Page 12 of 51

03/2025

19.96

04/2025

20.00

SHQS compliance is being assessed by an external 3rd party organisation during a combined Stock Condition / SHQS 
survey programme. The intention is to survey 100 % of stock over a 5 year period.
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C9.6 Total self-contained stock meeting the SHQS by local authority 

 

  

End of the 

reporting year 

End of the next 

reporting year 

Aberdeen City   

Aberdeenshire   

Angus   

Argyll & Bute   

City of Edinburgh   

Clackmannanshire   

Dumfries & Galloway   

Dundee City   

East Ayrshire   

East Dunbartonshire   

East Lothian   

East Renfrewshire   

Eilean Siar   

Falkirk   

Fife   

Glasgow City   

Highland   

Inverclyde   

Midlothian   

Moray   

North Ayrshire   

Annual Return on the Charter (ARC) 2024-2025

Page 14 of 51

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

5,094 5,196

0 0

0 0

0 0

0 0

0 0
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Repairs, maintenance & improvements 

 

Average length of time taken to complete emergency repairs (Indicator 8) 

 

8.1 The number of emergency repairs completed in the reporting year  

8.2 The total number of hours taken to complete emergency repairs  

 

Indicator 8  

  

Annual Return on the Charter (ARC) 2024-2025
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9,764

41,308

4.23
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Average length of time taken to complete non-emergency repairs (Indicator 9) 

 

9.1 The total number of non-emergency repairs completed in the reporting year  

9.2 The total number of working days taken to complete non-emergency repairs  

 

Indicator 9  

  

Annual Return on the Charter (ARC) 2024-2025

Page 19 of 51

10,605

62,000

5.85

401



Percentage of reactive repairs carried out in the last year completed right first time (Indicator 10)  

 

10.1 The number of reactive repairs completed right first time during the reporting 

year 

 

10.2 The total number of reactive repairs completed during the reporting year  

 

Indicator 10  

  

Annual Return on the Charter (ARC) 2024-2025
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9,005

9,997

90.08%

402



How many times in the reporting year did not meet your statutory duty to complete a gas safety check (Indicator 

11). 

 

11.1 The number of times you did not meet your statutory duty to complete a gas 

safety check. 

 

11.2 if you did not meet your statutory duty to complete a gas safety check add a note in the comments 

field  

 

 

Indicator 11  

  

Annual Return on the Charter (ARC) 2024-2025
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0

N/A

0

403





 

Comments for any notable improvements or deterioration in performance, or compliance with tenant and resident 

safety requirements regarding the figures supplied in the ''Housing quality and maintenance'' section, including 

non-compliance with electrical, gas and fire safety requirements and plans to address these issues. 

Annual Return on the Charter (ARC) 2024-2025
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Percentage of tenancy offers refused during the year (Indicator 14) 

 

14.1 The number of tenancy offers made during the reporting year  

14.2 The number of tenancy offers that were refused  

 

Indicator 14  

  

Annual Return on the Charter (ARC) 2024-2025
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585

99

16.92%

408



Percentage of anti-social behaviour cases reported in the last year which were resolved (Indicator 15)  

 

15.1 The number of cases of anti-social behaviour reported in the last year  

15.2 Of those at 15.1, the number of cases resolved in the last year  

 

Indicator 15  
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75

69

92.00%
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Abandoned homes (Indicator C4) 

 

C4.1 The number of properties abandoned during the reporting year  

  

Annual Return on the Charter (ARC) 2024-2025

Page 28 of 51

23

410



Percentage of the court actions initiated which resulted in eviction and the reasons for eviction (Indicator 22) 

 

22.1 The total number of court actions initiated during the reporting year  

22.2.1 The number of properties recovered: 

 

because rent had not been paid 

 

22.2.2 because of anti-social behaviour  

22.2.3 for other reasons  

 

Indicator 22 - Percentage of the court actions initiated which resulted in eviction because 

rent had not been paid 

 

Indicator 22 - Percentage of the court actions initiated which resulted in eviction because of 

anti-social behaviour 

 

Indicator 22 - Percentage of the court actions initiated which resulted in eviction for other 

reasons 

 

Indicator 22 - Percentage of the court actions initiated which resulted in eviction  
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26

14

2

0

53.85%

7.69%

0.00%

61.54%
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Neighbourhood & community'' section.

Annual Return on the Charter (ARC) 2024-2025

Page 30 of 51

15.1 - 3 new cases in the middle of March 24 and we are monitoring 3 cases

412



Access to housing and support 

 

Housing options and access to social housing 

 

Percentage of lettable houses that became vacant in the last year (Indicator 17) 

 

17.1 The total number of lettable self-contained stock  

17.2 The number of empty dwellings that arose during the reporting year in self-

contained lettable stock 

 

 

Indicator 17  

  

Annual Return on the Charter (ARC) 2024-2025
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5,397

383

7.10%

413



Number of households currently waiting for adaptations to their home (Indicator 19) 

 

19.1 The total number of approved applications on the list for adaptations as at the start 

of the reporting year, plus any new approved applications during the reporting year. 

 

19.2 The number of approved applications completed between the start and end of  the 

reporting year 

 

19.3 The total number of households waiting for applications to be completed at the end 

of the reporting year. 

 

19.4 if 19(iii) does not equal 19(i) minus 19(ii) add a note in the comments field. 

 

 

Indicator 19  

  

Annual Return on the Charter (ARC) 2024-2025
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174

78

96

N/A

96
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Total cost of adaptations completed in the year by source of funding (£) (Indicator 20) 

 

20.1 The cost(£) that was landlord funded;  

20.2 The cost(£) that was grant funded  

20.3 The cost(£) that was funded by other sources.  

 

Indicator 20  

  

Annual Return on the Charter (ARC) 2024-2025
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£6,011

£251,052

£0

£257,063

415



The average time to complete adaptations (Indicator 21) 

 

21.1 The total number of working days taken to complete all adaptations.  

21.2 The total number of adaptations completed during the reporting year.  

 

Indicator 21  

  

Annual Return on the Charter (ARC) 2024-2025
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787

79

9.96

416





Average length of time to re-let properties in the last year (Indicator 30) 

 

30.1 The total number of properties re-let in the reporting year  

30.2 The total number of calendar days properties were empty  

 

Indicator 30  

  

Annual Return on the Charter (ARC) 2024-2025
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506

13,375

26.43

418



 

Tenancy sustainment 

 

Percentage of new tenancies sustained for more than a year, by source of let (Indicator 16) 

 

16.1.1 The number of tenancies which began in the previous reporting year by: 

existing tenants 

 

16.1.2 applicants who were assessed as statutory homeless by the local authority  

16.1.3 applicants from your organisation's housing list  

16.1.4 nominations from local authority  

16.1.5 other  

16.2.1 The number of tenants at 16.1 who remained in their tenancy for more than a 

year by: 

existing tenants 

 

16.2.2 applicants who were assessed as statutory homeless by the local authority  

16.2.3 applicants from your organisation's housing list  

16.2.4 nominations from local authority  

16.2.5 other  

 

Indicator 16 - Percentage of new tenancies to existing tenants sustained for more than a 
year 

 

Indicator 16 - Percentage of new tenancies to applicants who were assessed as statutory 
homeless by the local authority sustained for more than a year 

 

Indicator 16 - Percentage of new tenancies to applicants from the landlord's housing list 
sustained for more than a year 

 

Indicator 16 - Percentage of new tenancies through nominations from local authority 
sustained for more than a year 

 

Indicator 16 - Percentage of new tenancies to others sustained for more than a year  

  

Annual Return on the Charter (ARC) 2024-2025
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99

165

147

0

0

96

153

138

0

0

96.97%

92.73%

93.88%

N/A

N/A
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Access to housing and support'' section.
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Getting good value from rents and service charges 

 

Rents and service charges 

 

Rent collected as percentage of total rent due in the reporting year (Indicator 26) 

 

26.1 The total amount of rent collected in the reporting year  

26.2 The total amount of rent due to be collected in the reporting year (annual rent 

debit) 

 

 

Indicator 26  
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£28,269,605

£28,615,761

98.79%
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Gross rent arrears (all tenants) as at 31 March each year as a percentage of rent due for the reporting year 

(Indicator 27)  

 

27.1 The total value (£) of gross rent arrears as at the end of the reporting year  

27.2 The total rent due for the reporting year  

 

Indicator 27  
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£1,450,980

£28,615,761

5.07%
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Average annual management fee per factored property (Indicator 28)  

 

28.1 The number of residential properties factored  

28.2 The total value of management fees invoiced to factored owners in the reporting 

year 

 

 

Indicator 28  
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1,192

£207,576

£174.14
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Percentage of rent due lost through properties being empty during the last year (Indicator 18) 

 

18.1 The total amount of rent due for the reporting year  

18.2 The total amount of rent lost through properties being empty during the reporting 

year 

 

 

Indicator 18  
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£212,878

0.74%
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Rent increase (Indicator C5) 

 

C5.1 The percentage average weekly rent increase to be applied in the next reporting 

year 
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4.00%
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The number of households for which landlords are paid housing costs directly and the total value of payments 

received in the reporting year (Indicator C6)  

 

C6.1 The number of households the landlord received housing costs directly for during 

the reporting year 

 

C6.2 The value of direct housing cost payments received during the reporting year  
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4,084

£18,976,142

426



Amount and percentage of former tenant rent arrears written off at the year end (Indicator C7) 

 

C7.1 The total value of former tenant arrears at year end  

C7.2 The total value of former tenant arrears written off at year end  

 

Indicator C7  

  

Annual Return on the Charter (ARC) 2024-2025
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£607,763

£219,235

36.07%
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Getting good value from rents and service charges'' section.

Annual Return on the Charter (ARC) 2024-2025
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Other customers 

 

Gypsies / Travellers 

 

For those who provide Gypsies/Travellers sites - Average weekly rent per pitch (Indicator 31) 

 

31.1 The total number of pitches  

31.2 The total amount of rent set for all pitches during the reporting year  

 

Indicator 31  
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Other customers'' section.

Annual Return on the Charter (ARC) 2024-2025

Page 51 of 51
433



434





436









440



 
 

North Glasgow HA Ltd - Charity No: SCO30635 Gas Safety Policy           Last Review: May 2025   

                                       Next  Review: May 2028 

1 

 

 

 

 

 

 

 

Contents 

1. Policy Statement ................................................................................................................ 2 

2. Background ....................................................................................................................... 2 

3. Policy Aims ........................................................................................................................ 2 

4. Legislation and Statutory Requirements ................................................................................ 3 

5. Guidance ........................................................................................................................... 3 

6. Gas Safety (Installation and Use) Regulations ........................................................................ 3 

6.1. Regulation 26(9) ......................................................................................................... 4 

6.2. Regulations 36 – Duties of Landlords ............................................................................. 4 

6.3. Regulation 36 – Tenants’ Own Appliances ....................................................................... 5 

6.4. Regulation 36A ............................................................................................................ 5 

7. Scope ............................................................................................................................... 6 

8. Tenant/Resident responsibilities ........................................................................................... 7 

9. Employee and Contractor Guidance and Instruction ................................................................ 7 

10.     Qualifying Contractors and Operative responsibiliities…………………………………………………..………………....7 

11. Gas Industry Unsafe Situations Procedure (GSIUR – IGEM/G/11) ............................................. 9 

12. Reporting of Injuries, Diseases and Dangerous Occurrences  Regulations  (RIDDOR) ................ 10 

13. Attending a Site after a Gas Related Incident ....................................................................... 11 

14. Gas Escapes and/or Reports of Fumes ................................................................................ 11 

15. Procedure for Gaining Access ............................................................................................. 12 

16. Void Properties ................................................................................................................ 12 

17. Mutual Exchange .............................................................................................................. 13 

18. Temporary Sleeping Accommodation .................................................................................. 13 

19. Quality Control ................................................................................................................. 14 

20. Training .......................................................................................................................... 14 

21. Non-compliance/Escalation Process .................................................................................... 14 

22. Conclusion ....................................................................................................................... 15 

23. Other Related Strategies, Policies and Procedures ................................................................ 15 

24. UK General Data Protection Regulation 2021 (UK GDPR) ....................................................... 16 

25. Equality Impact Assessment .............................................................................................. 16 

26. Review ............................................................................................................................ 16 

Appendix 1 - Definitions .............................................................................................................. 16 

 

Gas Safety Policy 

441



 
 

North Glasgow HA Ltd - Charity No: SCO30635 Gas Safety Policy           Last Review: May 2025   

                                       Next  Review: May 2028 

2 

 

1. Policy Statement 

 

ng homes is committed to ensuring that all social housing tenants live in homes where the risk from 

natural gas is reduced to as low a level as is reasonably practicable. 

 

ng homes recognises the potential health risks associated with natural gas used for fuel in housing 

association properties.   

 

Potential risks associated with gas as a fuel are significant, given the risk of fire/explosion, or from 

carbon monoxide poisoning due to incomplete combustion arising out of poor or irregular maintenance 

of appliances and systems. 

 

ng homes will take all reasonable steps to ensure that appropriate management systems are in place 

to ensure employees and members of the public are not put at risk from the effects of natural gas or 

carbon monoxide. 

 

The Gas Safety Installation and Use Regulations places important duties on landlords of all properties 

to ensure that gas appliances and their flues are maintained in a safe condition, annual safety checks 

are carried out, and records are kept and issued (or in certain cases displayed) to tenants.  These 

duties are in addition to the more general ones that landlords have under the Health and Safety at 

Work Act and the Management of Health and Safety at Work Regulations. 

 

It is important that this policy is implemented in conjunction with the Annual Gas Safety Check Process 

and the Annual Gas Safety Check Access Process. 

 

A full list of related strategies, processes, policies and procedures to be considered along with this 

policy are noted in section 23 of this document. 

2. Background 

 

ng homes is responsible for gas safety within all its’ properties and within communal areas. 

3. Policy Aims 

 

ng homes aims to ensure its homes are maintained to a high standard through the delivery of efficient 

and effective repair and maintenance services. 

 

442



 
 

North Glasgow HA Ltd - Charity No: SCO30635 Gas Safety Policy           Last Review: May 2025   

                                       Next  Review: May 2028 

3 

 

ng homes will aim to: 

 

• Place the health and welfare of our tenants and residents first. 

• Minimise the risks from natural gas from within those premises which ng homes own or 

manage.  

• Ensure that gas safety statutory compliance and performance of assets is appropriately 

recorded, monitored, reported, reviewed by our Health and Safety Manager and where 

appropriate, improved.  

• Ensure an effective approach to risk management and service continuity.  

4. Legislation and Statutory Requirements 

 

• Health and Safety at Work etc. Act 1974 

• Construction (Design and Management) Regulations 2015 

• Gas Safety (Installation and Use) Regulations 1998 (as amended) 

• The Control of Asbestos Regulations 2012 

• Control of Substances Harmful to Health 2002 

• Environmental Protection Act 1990 

• Equalities Act 2010 

• DSEAR 2002 

• Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 2013 (RIDDOR 2013) 

 

5. Guidance 

 

• TB055 Duties of Landlords 

• INDG285 A Guide to Landlords’ Duties: Gas Safety (Installation and Use) Regulations as 

amended. 

• IGEM/G/11 The Gas Industry Unsafe Situations Procedure 

• IGEM/G/11 The Gas Industry Unsafe Situations Procedure – Supplement 1 

6. Gas Safety (Installation and Use) Regulations 

 

These regulations, supported by the Approved Code of Practice (ACoP) L56, stipulate exactly how gas 

safety will be achieved.  The fundamental requirements are: 

 

• Installations, appliances and their flues shall be installed in such a way that  

they will be safe to use, and installations, appliances and their flues shall be  
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maintained in a safe condition so as to prevent risk of injury to any person (in  

lawful occupation).  This also applies to employers or self-employed persons  

in respect of places of work under their control. 

• Appliances and flues relevant to those appliances in premises which are let,  

shall be checked for safety at intervals of no more than 12 months.  A  

certificate (referred to as the Landlord’s Gas Safety Record), confirming the  

findings must be given to the tenant or responsible occupier  

• Landlords shall ensure that the work undertaken on their behalf is done by a  

Member, or employee of the Health and Safety Executive (HSE) “Approved Class of Persons”.  

For the time being the approved class of person is one currently registered with the Gas Safe 

Register (GSR). 

 

6.1. Regulation 26(9) 

 

Where a person performs work on a gas appliance, they shall immediately thereafter examine:  

a) the effectiveness of any flue. 

b) the supply of combustion air. 

c) Its operating pressure / heat input, or where necessary both. 

ca) if it is not reasonably practicable to examine its operating pressure or heat input (or, where 

necessary, both), its combustion performance 

d) Its operation so as to ensure its safe functioning.   

 

Thereafter, take all reasonably practicable steps to notify any defect to the responsible person, and 

where different, the owner of the premises in which the appliance or flue is installed, or where neither 

is reasonably practicable, the supplier of gas to the appliance.  

 

6.2. Regulations 36 – Duties of Landlords 

 

Regulation 36 places important duties on most landlords of domestic property to ensure that gas 

appliances and flues are maintained in a safe condition, annual safety checks are carried out, and 

records are kept and issued (or in certain cases displayed) to tenants. 

 

The Gas Safety (Installation and Use) Regulations; Regulation 36, places 2 duties upon a landlord, 

those being: 

 

1) to maintain all gas appliances, flues and gas installations; (appliances that the tenant 

cannot legally remove); and 
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2) to undertake an annual safety check of gas appliances and flues and produce documents 

to support. 

 

The contract states that appliances owned by ng homes shall be serviced and checked for gas safety 

at intervals of no more than 12 months from the previously recorded Gas Safety check/service date. 

 

 

6.3. Regulation 36 – Tenants’ Own Appliances 

 

ng homes will service and check the safety of all appliances and flues that the tenant cannot legally 

remove.  

 

In respect of tenants’ own appliances ng homes accepts its liabilities to the flues of the properties that 

tenants’ own appliances are connected to.  In recognition of those liabilities, ng homes will undertake 

a gas safety check on all appliances connected to ng homes property flues. 

 

As a minimum the safety check will include, but will not be limited to, those checks detailed in the Gas 

Safety (Installation and Use) Regulations, Regulation 26 (9). In respect of appliances not connected 

to flues owned by the ng homes, a visual inspection for safe use will be undertaken (in accordance 

with IGEM/G/11 Gas Industry Unsafe Situations Procedure GISUP). 

 

Before a ng homes resident has a gas appliance installed, permission must be requested in writing 

from ng homes. Only a Gas Safe Registered Engineer can install or work on a gas appliance in an ng 

homes property.  

 

ng homes will, as a minimum, require details of the engineer’s Gas Safe Registration and competencies 

as well as an installation safety record as part of any gas appliance installation. 

 

6.4. Regulation 36A 

 

Regulation 36A is an amendment to the Gas Safety (Installation and Use) Regulations 1998.  

 

ng homes can schedule a gas safety check up to 2 months early. This system allows ng homes to have 

a longer time schedule and complete safety checks without having to change the annual deadline date 

each year. 
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Regulation 36A is not compulsory, and therefore ng homes are not obligated to implement the new 

scheme. 

 

 

7. Scope 

 

This Policy applies to all Board and Committee members, tenants/residents where ng homes has a 

repairing obligation, members of staff whether employees of ng homes or sub-contractors irrespective 

of grade, position, or length of service responsible for the management of repairs and maintenance 

within ng homes.  

 

The Policy applies to the management of property owned by ng homes and subject to a Scottish Secure 

Tenancy, a Short Scottish Secure Tenancy, a Shared Ownership Occupancy Agreement Lock up 

Agreement or Lease. This policy will cover all aspects of our annual gas safety check programme 

including but not limited to, repairs, investment, development, voids etc. It is important to note we 

currently do not have any Liquified Petroleum Gas (LPG), oil or solid fuel appliances.   

 

The Policy also applies to common areas where ng homes is the factor and should be read in 

conjunction with the Repairs and Maintenance Policy. 

 

Arrangements must be put in place throughout ng homes so that all staff understand this policy along 

with their statutory obligations and implement the necessary measures in all areas. The resulting 

measures should ensure the arrangements include all statutory obligations, contained within this 

policy.   

 

All policies and strategies should be administered by those with responsibility for managing the 

buildings.  Cooperation between persons with gas safety responsibilities in the above context is a 

fundamental requirement of this policy. 

 

The requirements of this policy, along with the relevant statutory obligations contained within the 

Health and Safety Executive’s (HSE) Approved Code of Practice and guidance document L56 and the 

Health & Safety Guidance - INDG285 apply to those premises where ng homes operates from, 

irrespective of the ownership of the building.   
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8. Tenant/Resident Responsibilities 

ng homes will provide guidance on gas safety via its communication channels. e.g. website, newsletter 

and Tenants’ Health and Safety Handbook. 

 

 

Faulty equipment should also be reported by the tenant. 

 

Tenants must allow access to ng homes and contractors for safety checks and maintenance to ensure 

compliance with Regulation 36 of GSIUR. 

 

Tenants must not use any gas appliance or fittings that they know or suspect to be unsafe.  

 

Gas Safe Register require registered installers to disconnect any gas appliance or fittings that are so 

dangerous as to be a threat to life if they are used. 

 

9. Employee and Contractor Guidance and Instruction 

 

ng homes provides guidance and specific instructions for all employees (see section 10 paragraph 2)  

and external contractors, whilst undertaking gas work.   

 

This is with the aim of satisfying the legal duties of the current Gas Safety (Installation and Use) 

Regulations 1998.   

 

The work detailed within the specification may also include other aspects that will assist ng homes in 

satisfying its’ duty of care to tenants. 

 

10. Qualifying Contractors and Operative Responsibilities 

 

The duties placed on ng homes by the Gas Safety (Installation and Use) Regulations, state that the 

Association must ensure ng homes employees, or contractors it intends to use, are suitably Gas Safe 

Registered (GSR) and competent for the categories of work they are expected to undertake. 

 

No member of staff or operatives of ng homes and their subsidiaries are currently qualified to carry 

out gas work on any of ng homes properties and will not do so under any circumstances. 
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The Gas Safe Register can be accessed to verify registration on 0800 408 5500 or go on the website 

by clicking the following link to check online: www.gassaferegister.co.uk 

 

Registered engineers must hold relevant qualifications under the Accredited Certification Scheme 

(ACS).  

 

After completion of the evaluation, a register of all ng homes employees or contractors employed on 

the above work will be kept on file for verification purposes.  

 

Copies of current GSR registration, insurance certificates, operative’s registration, and qualifications 

will be kept. Details will be checked regularly and updated as required and audited annually. 

 

ID cards contains a photo of the engineer, their business registration number and personal license 

number, company name, the start and expiry date of the card and a security hologram. The reverse 

of the card details what kind of gas work the engineer is able to do. 

 

Copies of both the front and back of the card must be retained for each engineers, clearly showing a 

matching serial number on each side. 

 

A safety check and servicing programme will be provided by the Contractor to ng homes three months 

prior to the first safety check and service. 

 

ng homes will only approve competent contractors for the gas servicing contract or the installation of 

new appliances.  

 

The contractor will ensure a safety check and service on ng homes’ gas appliances is carried out, as a 

minimum, within a 12-month period.   

 

The contractor must also ensure that as a minimum standard, battery powered carbon monoxide 

detector (BS EN 50291(domestic) and BS 7860(non-domestic) certified) is installed and have the 

battery renewed when the annual safety check and service is being carried out. Where only a battery 

powered carbon monoxide detector exists, the contract must alert ng homes to this. 

 

Regular reports, including formal monthly reports and daily electronic updates will be received during 

the safety check and servicing programme period. Details on the units completed, non-access to 

property and planned dates for the outstanding appliances will be provided to ng homes by the 

Contractor. 
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The Contractor will provide breakdown reports and Landlord Gas Safety Records in electronic format 

which will be submitted within 7 days of any work being carried out. Work and safety records will be 

stored on ng homes work management system. It is a legal requirement that all Landlord Gas Safety 

Records be kept until a minimum of 2 further safety records are completed, and it is a ng homes 

requirement that they are archived for a minimum of five years to comply with internal policies. 

 

The contractor will provide a Landlord Gas Safety Record certificate in electronic format. 

 

To demonstrate that operatives have carried out the tests and checks required by the relevant Gas 

Safety (Installation and Use) Regulations, ng homes will have in place uniform documentation and 

paperwork that will allow positive records to be completed for confirmation and future reference.  

Where any tests and checks are carried out by an operative the work records will ‘positively record’ 

the information detailed in the procedure. 

             

The Contractor is required to advise ng homes immediately when an unsafe appliance is identified.  

The Contractor will apply a warning label to the unsafe appliance. The label should not be removed 

until repairs are complete. 

 

The Contractor will be required to provide temporary Electrical Heating to the tenant in cases where 

the heating system has been condemned or awaiting parts for repair. ng homes will compensate the 

tenant directly for power used by temporary heating. 

 

When working on ng homes appliances, the Contractor will at all times comply with legislation and 

amend practices and procedures in accordance with changing legislation. 

 

The Contractor will undertake a gas safety check on all appliances connected to ng homes property 

flues. As a minimum, the safety check will include, but will not be limited to, those checks detailed in 

the Gas Safety (Installation and Use) Regulations, Regulation 26 (9). In respect of appliances not 

connected to flues owned by ng homes, a visual inspection for safe use will be undertaken (in 

accordance with IGEM/G/11 Gas Industry Unsafe Situations Procedure GISUP). 

11. Gas Industry Unsafe Situations Procedure (GSIUR – IGEM/G/11) 

 

IGEM/G/11 provides guidance for ng homes employees and contractors to follow when dealing with 

unsafe situations. 
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Following this procedure will also ensure ng homes meets Regulations 34 (1 & 2) of the Gas Safety 

(Installation and Use) Regulations. This regulation imposes a duty on the responsible person for any 

premises (for instance, the occupier or owner (e.g., landlord) of the premises) not to use or permit 

the use of any unsafe appliance.  

 

People carrying out specified work (e.g., on service pipes, gas fittings or appliances) must report any 

appliance or installation they suspect is dangerous to the responsible person for the premises and 

follow the procedure as laid out in GSIUR e.g. seek permission to disconnect, apply appropriate labels 

and issue a warning notice. Or where an Immediately Dangerous situation is identified and 

disconnection of the gas supply is refused or not possible notify the gas supplier or transporter, as 

appropriate. 

12. Reporting of Injuries, Diseases and Dangerous Occurrences  Regulations  (RIDDOR) 

 

There is a requirement under RIDDOR for certain types of Dangerous Gas Fittings to be reported to 

the Health and Safety Executive (HSE).  The purpose of this requirement is to allow the HSE to 

investigate and monitor incidents and give appropriate publicity to them in the interests of public 

safety. 

 

RIDDOR Regulation 11 (2) requires registered gas businesses to notify the HSE of installations which 

by reason of 'design, construction, manner of installation, modification, maintenance and/or servicing' 

pose an immediate threat to gas users from gas leakage, inadequate combustion of gas or inadequate 

removal of products of combustion, but only relates where faulty workmanship is the cause.  There is 

no requirement to report fittings that are dangerous due to lack of maintenance / servicing alone. This 

requirement allows the HSE to identify dangers arising from bad design or workmanship. 

 

 Only those installations that as a result of design, construction, manner of installation, modification 

or servicing, pose a risk of death, or major injury to gas users should be reported. In general, these 

will be ID situations; examples that should be reported are listed below.  However, it should not be 

regarded as an exhaustive list: 

 

a) Instances where the use of unsatisfactory fittings or poor workmanship result  

 in a gas escape outside the tolerance of a tightness test. 

b) Uncapped, open-ended pipes connected to the gas supply. 

c) Appliances that are spilling products of combustion, or show signs of having 

 done so, e.g. staining around draught diverters on open-flued appliances or  

 above gas fires, with no evidence that the cause has been rectified. 
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d) Defective flues or chimneys that are not clearing flue gases. 

e) Appliances that should be flued, but are not. 

f) Appliances that are not suitable for use with the gas supplied (e.g. natural 

 gas appliances being used with LPG). 

g) Appliances that have had a safety device, such as a flame failure/supervision device, made 

inoperative. 

h) Appliances that are connected to the gas supply by a connection made of  

 unsatisfactory material, such as garden hose; and 

i) Appliances that are dangerous through faulty servicing. 

 

Gas Safe Registered Gas Installers are required (by RIDDOR) to carry out this reporting and a report 

must be made within 14 days of discovery. 

 

When a dangerous gas fitting is identified by a Contractor a RIDDOR reporting form F2508G2 will be 

completed on site.  The F2508G2 RIDDOR form will be forwarded to the CA with his paperwork, in line 

with contractual requirements. A copy will be made by the CA and returned to the contractor for his 

own records. 

 

The RIDDOR form F2508G2 will be forwarded to ng homes’ Health and Safety Manager.  

 

13. Attending a Site after a Gas Related Incident 

 

When a contractor attends a site and is informed that there has been an incident reported to the HSE, 

then no work other than ‘making safe’ must be carried out.  The CA will be informed of the situation, 

who will liaise with the HSE and arrange for the site to be ‘mothballed’ until any on-site investigations 

are completed. 

14. Gas Escapes and/or Reports of Fumes 

 

ng homes will ensure it meets Regulation 34 (1 & 2) of the Gas Safety (Installation and Use) 

Regulations in ensuring the safety of its tenants from gas escapes or suspected emission of products 

of combustion (fumes) in domestic properties. 

 

Where an unsafe situation is discovered by an engineer, the engineer must follow the guidance in 

IGEM/G/11. 
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When attending a report of fumes engineers attending on behalf of ng homes must follow the guidance 

in IGEM/G/11 Supplement 1. 

 

Where a member of ng homes or the contractor customer service teams receive a call reporting either 

a gas escape or a report of fumes, the tenant should be directed to contact the gas emergency service 

on 0800 111 999. Where the tenant has not or cannot contact the gas emergency service, this should 

be done by ng homes or the contractor. A reference number for the call should be taken. 

 

Whilst on the call the tenant should be advised: 

 

• Turn off the supply at the emergency control valve. 

• Open doors and windows. 

• Do NOT use naked flames. 

• Do NOT use electrical switches. 

• Do Not smoke. 

 

The call/report should be treated as an emergency and attended to immediately. 

 

15. Procedure for Gaining Access 

 

ng homes provides guidance for all employees and external contractors involved in the process to 

demonstrate that all reasonably practicable steps to gain access to tenanted properties has been 

undertaken. This is with the aim of satisfying the legal duties of the current Gas Safety (Installation 

and Use) Regulations.  Landlords have a duty to maintain all the appliances they own, as well as 

undertake a safety check and produce a safety record.  This is to be undertaken at intervals of no 

more than 12 months. In the event of no access our No Access Policy will be followed.  

16. Void Properties 

 

ng homes employees and contractors will ensure that in the case of a tenant vacating a property, gas 

fittings/appliances are safe before the property is re-let or worked in by other trades.  

 

On the first occupancy day of the property a full service/safety check and inspection of the installation 

will be undertaken, and a landlord’s Gas Safety Record produced and issued to ng homes and a copy 

given to the tenant. This is a new tenant and therefore the requirements of the Gas Safety (Installation 
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and Use) Regulations 36 (6b) apply. A copy of the existing or new Landlord’s Gas Safety Record will 

be given to a new tenant before taking up occupancy. 

17. Mutual Exchange 

 

ng homes employees and contractors will ensure that in the case of a tenant vacating/exchanging a 

property that gas fittings/appliances are safe before the property is re-let. 

 

Particular attention needs to be made of any appliances owned by the vacating tenant that are not 

removed e.g. cookers will be removed and disposed of. 

 

When an application for ‘Mutual Exchange’ of properties has been approved, ng homes will ensure 

that gas fittings/appliances are safe before the exchange can take place. The contractor will complete 

a new LGSR prior to the exchange. 

 

Mutual exchanges constitute a new tenant and therefore the requirements of the Gas Safety 

(Installation and Use) Regulations 36 (6b) apply. A copy of the existing or new Landlord’s Gas Safety 

Record will be given to a new tenant before taking up occupancy. 

18. Temporary Sleeping Accommodation 

 

Certain appliances, as defined in Regulation 30 of GSIUR, are not permitted to be installed where an 

area is used as sleeping accommodation. 

 

This also includes a situation where a tenant is using an area for sleeping as a temporary situation. 

 

Regulation 30: 

 

No person shall install a gas fire, other gas space heater, or water heater of more than 14 kilowatt 

gross heat input in a room used or intended to be used as sleeping accommodation, unless the 

appliance is a room sealed appliance. 

 

No person shall install a gas fire, other gas space heater, or water heater of more than 14 kilowatt 

gross heat input in a room used, or intended to be used as sleeping accommodation, and no person 

shall install an instantaneous water heater unless (in each case): 

  

• It is a room sealed appliance: or 
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• It incorporates a safety control designed to shut down the appliance before there is a build-up 

of a dangerous quantity of the products of combustion in the room concerned. 

 

No tenant is permitted to use an area where gas appliances are installed as per the above. 

19. Quality Control 

 

ng homes conduct a systematic approach to quality control that is both efficient and effective, and the 

results clearly demonstrated and documented.   

 

ng homes monitor and record the quality and safety of gas work that is carried out by all gas operatives 

working within ng homes premises. 

 

To demonstrate the Association’s commitment to safety and quality ng homes will undertake and 

require our contractors to participate in a ‘Risk’ based quality assurance procedure:  

 

• Contractors’ quality control – in line with their contract evaluation submission, with evidence 

supplied monthly at progress meetings. 

• Internal quality control – verification of contractual arrangements and administrative checks 

on electronic documentation. 

• External, independent quality control – provide a level of quality assurance to determine safety 

compliance and value for money. Across heating installations, repairs and servicing and 

maintenance work. The levels to be determined by the risks they pose. 

20. Training 

ng homes will provide gas safety training to relevant staff.  

ng homes expect its contractor to have all relevant staff trained and competent in relevant gas safety 

areas. 

21. Non-compliance/Escalation Process 

 

All non-compliance issues will be reported and escalated as soon as possible, and no later than 24 

hours after the incident occurred or becoming aware of it. 
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In cases of serious non-compliance, the CEO will advise the Association’s Board of the proposed 

course of action which may be subject to Board approval. The issue will be disclosed to the Scottish 

Housing Regulator, and any other relevant organisation such as the Health and Safety Executive.   

 

Where the matter is considered to be a notifiable event the Association’s Notifiable Events Policy, 

and the SHR Statutory Guidance on Notifiable Events, will be followed. 

22. Conclusion 

ng homes is committed to providing its tenants with safe and healthy homes.  

By following this Policy, ng homes aim to prevent any issues with gas from occurring within its 

properties and to deal with any problems that occur promptly and effectively. 

23. Other Related Strategies, Policies, Processes and Procedures 

• Adaptations Policy 

• Annual Gas Safety Check Access Process 

• Annual Gas Safety Check Process 

• Asbestos Management Policy and Procedures 

• Asset Management Strategy 

• Clerk of Works Procedures 

• Complaints Policy 

• Customer Care Policy 

• Damp, Mould and Condensation (DMC) Policy and Procedures 

• Data Protection Policy 

• Design and Specification Policy 

• Development Defects Policy and Procedures 

• Development Handover Procedures Policy 

• Disaster Recovery Policy 

• Electrical Safety in Multi-Storey Blocks Policy  

• Electrical Safety Policy and Procedures 

• Emergency Lighting in Multi-Storey Blocks Policy 

• Estate Management Policy 

• Fire Safety in Multi-Storey Blocks Policy 

• Fire Safety Policy and Procedures 

• No Access Policy  

• Notifiable Events Policy 

• Repairs and Maintenance Policy 
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• Risk Management Strategy 

• Tenants Right to Repair Policy 

• Void Management policy 

24. UK General Data Protection Regulation 2021 (UK GDPR) 

The ng group will treat your personal data in line with our obligations under the UK General Data 

Protection Regulation 2021 (UK GDPR) and our own Data Protection Policy. Information regarding how 

your data will be used and the basis for processing your data is provided in our Fair Processing Notices. 

The organisation will treat your personal data in line with our obligations under the UK General Data 

Protection Regulation and our own Data Protection Policy.  Information regarding how your data will 

be used and the basis for processing your data is provided in our Fair Processing Notices. 

25. Equality Impact Assessment 

This Policy is equally applicable to all.  It is recognised that in applying this Policy any necessary action 

will be taken where appropriate, including making reasonable adjustments, to ensure that there is no 

detrimental impact to protected characteristics groups.  

26. Review 

This Policy will be reviewed every three years or earlier in line with regulatory or legislative 

guidance/changes or good practice guidelines.   

Appendix 1 - Definitions 

 

Gas Appliances 

 

Are appliances used for heating, lighting, cooking or other purposes for which gas can be used. In 

general, portable or mobile appliances are not covered, except for the use of portable or mobile space 

heaters (e.g. LPG cabinet heaters). 

 

Gas Fittings 

Are pipework, valves (other than emergency controls), regulators, meters and fittings, apparatus and 

appliances designed for the use of the tenant for heating, lighting, cooking or other purposes for which 

gas can be used. 

 

Gas Flues 

 

A passage for conveying the products of combustion from the gas appliance to the external air. 
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Gas 

 

Includes natural gas (methane), LPG (Liquified Petroleum Gases) and Hydrogen. 
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Item 
9(e) 

tenant communication and engagement is an area of focus for the Association over the coming 

year, we will be able to make increased use of the software through ad-hoc messages and 

planned campaigns, (feedback) surveys and more.  

 

An introductory conversation was also held with Communication Inclusion People, a consultancy 

who work to improve inclusion communications. Part of this could be to review the tenant 

‘communication journey’ as well as providing additional resources/support to encourage inclusive 

communications across the Association. This was initiated by the previous Head of Housing and 

picked up by the Communications Officer, this will be revisited in Quarter 1 or 2 with the new 

Head of Housing. 

 

The Communications Officer has supported other projects during the period covered by this 

report, including: 

• Media Centre updates including the school bank project which launched in Saracen 

Primary and St Teresa’s Primary schools. 

• February newsletter for Factoring. 

• Further work on the School Charter to be agreed with Saracen Primary School. 

• Re-writing a draft of the Digital Strategy – a significant piece of work in ongoing to 

rework the draft to incorporate comments and feedback. This is a large project which 

will need wider involvement from across the Association to ensure that the Digital 

Strategy underpins strategic goals and is both realistic and achievable.  

• Final editing and publication of the Tenant’s Health and Safety Handbook, covering 

seven key areas of compliance, supplied with the rent letters in February 2025. 

• Community events including the Chinese New Year celebrations (January/February), a 

school bank launch in partnership with Pollok Credit Union in Saracen Primary and St 

Teresa’s Primary Schools (March), a partnership with Make it Glasgow (Bella the 

Beithir/school ‘scales’/pods) and a Community Connect event in March. 

• Staff Wellbeing Group suggestions including a focus on Health and Safety (liaising with 

ng homes’ Health and Safety Manager). 
 

3.  Website Analysis  

  

Google Analytics (GA) monitors the ng group’s website traffic and can be used to produce 

reports covering audiences, locations, popular pages, and what devices are used. Both ng 

homes and the Media Centre appear to have been holding steady, with slight growth, over the 

quarter.   

 

During Q4, the ng group website had:  
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Item 
9(e) 

Audience  Popular pages  Devices used  

5,700 users   ng homes (Homepage)  

 Apply for a home  

 Repairs   

 Mid-Market rent   

 Mobile phone devices (71%)  

 Desktop computer/laptop (28%)  

 Tablets (1%)  

  

Over Q4, our Business Profiles recorded:   

• ng homes (50 Reidhouse Street): 1,793 interactions with 73% viewing through via a 

mobile device. Over the period, 4,879 ‘visits’ or ‘searches’ were recorded by Google with ‘ng 

homes’, ‘ng homes glasgow’ and ‘nghomes’ being the most frequently entered search terms.   

• ng homes (139 Saracen Street): 1,052 interactions with 73% viewing through via a 

mobile device. Over the period, 3,978 ‘visits’ or ‘searches’ were recorded by Google with ‘ng 

homes’, ‘ng homes glasgow’ and ‘ng homes contact number’ being the most frequently entered 

search terms.   

• 252 Saracen Street: 123 interactions with 42% viewing through via a mobile device. 

Over the period, 100 ‘visits’ or ‘searches’ were recorded by Google with variations on the 

telephone number 0141 336 1600 being the most frequently entered search terms.   

• ng2 Ltd: 222 interactions with 47% viewing through via a mobile device. Over the 

period, 59 ‘visits’ or ‘searches’ were recorded by Google with variations on the ng homes being 

the most frequently entered search term.    
 

4.  App  

  

For the period there have been 52 new downloads. The app is promoted regularly through 

social media channels, appears on the homepage of the website and has been featured in both 

the staff newsletter and in North News. We have QR codes which appear on all promotional 

material for the app. These QR codes allow anyone interested to launch the download link by 

scanning a barcode with their smartphone.   

  

Promotion of the app was paused in Q3 while required updates were put in place. This is now 

in place and further changes are not expected imminently. Re-registration of the ng homes app 

on Google and Apple App stores followed albeit slowly due to issues caused by Google Play 

(addressed by our external website and app developer Kiswebs). The Apple App Store also 

required updates to our information to confirm ng homes as the proprietary body behind the 

app in lines with EU regulations; this has been completed. Kiswebs notified us to update emails 

which had been knocked off during the development work – all forms were back up and running 

back the end of Quarter 4, with repairs most recently updated to the Repairs inbox. 
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5. Social Media  

  

Social media allows ng homes to communicate with customers through a digital channel and 

offers an alternative way for customers to contact the Association. Content is posted regularly 

to ensure pages and channels are active, responding where possible to topics of 

interest/concern and timely signposting to advice or information.  

  

Changes to the internal reporting analytics in 2024 now mean many internal analytics have 

disappeared behind a paywall. Due to external factors, X (Twitter) accounts have experienced 

a small drop in followers as people leave the platform. This is a topic of regular discussion in 

the SFHA Communications Forum – discussion is mixed, with some Housing Associations 

exploring other platforms.  However, there hasn’t been a large-scale migration away across 

the Housing sector at the time of writing. We will continue to monitor this at regular intervals 

and make adjustments if required.  

  

We continue to use the following channels:  

• X (Twitter) - @ng_homes  

This channel shares housing and corporate related information. Where appropriate, this 

channel also shares community-based events and updates, particularly where ng homes is 

actively involved.   

• X (Twitter) - @ngha_community  

This channel shares and promotes community activities. This channel is run by the Project 

Manager in Housing Services.  

• Facebook - @nghacommunity  

This channel shares and promotes community activities along with sharing essential housing 

and corporate information.   

• Instagram - @ng__homes  

This channel shares housing and corporate related information in a visual format. Where 

appropriate, this channel also shares community-based events and updates, particularly where 

ng homes is actively involved.  

• LinkedIn – ng homes  

This channel shares housing and corporate related information, particularly around vacancies 

for both ng homes and ng2. Relevant visits and media coverage will also be shared. The social 

media accounts mentioned above will be reported on moving forward.    

  

X (formerly Twitter)  
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Regular content on the @ng_homes page/channel continued to support engagement. We will 

continue to collaborate with the Staff Wellbeing Group and staff across the Association to 

identify/highlight content to further grow engagement and ng homes’ social profile.  

  

Social channel  Tweets  Impressions  Followers  

@ng_homes  146  16,154  2,310 

@ngha_community 20  4,396 1,201 

  

Facebook  

Analytics covers the @nghacommunity Facebook page. Figures here have been calculated using 

the ‘Meta Business Centre’ recording tools.   

 

Page reach – Q4  Page likes – Q4 Audience – Q4 

7,280  Page likes – 738  

Page followers - 885  

 74% Female  

 26% Male  

 67% viewing from Glasgow  

  

Instagram  

ng homes’ account maintained steady levels of engagement in Q4. Figures for Q4 are included 

below: 

 

Accounts 

reached  

Post and stories reach  Profile visits  

1041 Impressions: 6,103  85 

  

We will monitor and review the best use of social media channels to communicate with the 

Association’s customers.    
 

6.  North News  

  

Issue 68 will be Summer 2025 which is scheduled to be written in May/June for delivery in July 

ahead of the Glasgow Fair holiday weekend. Our content deadline will be the end of May 2025 

to allow for editing over the first couple weeks in June. 

 

If members have any suggestions or would like to contribute to the next issue, please contact 

our Communications Officer, , at: media@nghomes.net.  
 

7.  Media Centre/PR  

  
The Media Centre is a valuable channel of communication. Quarter 4 was quieter, however 

content was still posted covering news, blogs, events, and press releases from money 
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management workshops with Pollok Credit Union, marking the Chinese New Year celebrations, 

a reminder of the importance of electrical safety checks and allowing access, a notice about 

CX-Feedback (new way of communicating/asking for feedback) and a story on the launch of 

the school banks at Saracen Primary and St Teresa’s Primary Schools.  

Quarter 4 saw a flip with Mobile (57%) replacing Desktop (41%) as the main source to view 

content with viewers accessing the stories through tablet making up the remainder (2%).   

  

The most viewed press releases and news articles include:    

• A news story sharing and promoting planned money management workshops with Pollok 

Credit Union (**later cancelled by Pollok Credit Union due to poor uptake);  

• A press release marking the Chinese Lunar New year; and  

• A news story highlighting the school bank programme.  

  

Views and engagement with content shared through the Media Centre remains positive. This 

underlines the importance of regular content covering a range of topics and identifying positive 

stories and opportunities for sharing what’s going on with the ng group, utilising all options 

(press release, news, blogs, and events). 

  

MyNewsDesk renews annually in November with a deadline of 90 days prior to end the 

subscription, if we were to choose to do so (approximately August). A new account manager is 

now in place following a period of significant movement at MyNewsDesk – we spoke with the 

account manager in early Quarter 4. We have begun a review of competitors/potential 

alternatives to MyNewsDesk looking at features, reviews and pricing with introductory calls 

made to a number of platforms. We aim to revisit notes from these meeting in Quarter 1 to 

prepare a recommendation ahead of the renewal period, keeping in mind the raft of other 

changes due to take place within the Association throughout the year. 

8.  Google Accounts – Reviews  

  

Google Reviews  

There was one review left for ng homes during Quarter 4. This followed our standard practice 

of acknowledging the review; negative reviews are provided with a contact email.  No further 

engagement/communication has been received through the Google Review platform as of the 

time of writing of this report. 

9.  Recommendation  

  Board members are asked to NOTE the contents of this report.  
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The number of people waiting for: 

• 1-bedroom properties  

•  2-bedroom properties  

•  3-bedroom properties  

•  4-bedroom or larger properties  

 

• The number of houses that are currently overcrowded and where occupants require larger 

properties.  

• The number of houses that are under-occupied and where occupants are seeking smaller 

properties.  

 

Information on low-carbon heating solutions implemented in ng homes housing stock.  

Specifically: 

• The types of low-carbon heating systems installed in properties managed by your 

housing association (eg heat pumps, solar panels, district heating systems, etc.). 

• The number of properties where such technologies have been deployed. 

• Which properties are currently installed with which low carbon heating systems (e.g. 

address with type of heating system). 

• The total number of occupants in social housing managed by North Glasgow Housing 

Association Ltd. 

• The total number of UK nationals who are occupants in social housing managed by 

North Glasgow Housing Association Ltd. 

 

If a requester is unhappy with the response from the Association they have the right to 

request a review from us.  There was one request for review received in the period.  All 

information requests were responded to within the target timescale of 20 working days. 

4. Subject Access Requests 

 

The SIC also collect data on Subject Access Requests (SARs) received under the heading 

“Number of Requests Received Under the Data Protection Act” to assess how the number of 

FOISA and EISR requests authorities receive compares to the number of Subject Access 

Requests received.  A Subject Access Request is where a person requests copies of their own 

personal information.  In Q3 and Q4 the ng homes group received 8 SARs.  Seven were 

responded to within the target timescale of one month from receipt and one took slightly 

longer as it required legal input. 

5. Recommendation 

 Board members are asked to NOTE the contents of this report. 
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