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Dorothy Murray

Chairperson

The past year has been one of changes and 
challenges for the Association, our subsidiary 
company SFARS Ltd, and particularly our tenants.  
Despite the diffi  culties that have been faced as 
I refl ect on the past 12 months and the coming 
year I am able to report to you on a range of 
achievements and developments that should be 
celebrated.

In the context of the UK Government’s continuing 
austerity programme we strive to steer a path 
that is in the best interests of the neighbourhoods 
and communities we serve. The growing fi nancial 
hardship for low income households was a 
constant consideration for the Management 
Committee. We were acutely aware that wage and 
benefi t rates have failed to match infl ation and 
as a consequence the issue of rent setting for the 
coming year was a most diffi  cult one. Taking into 
account feedback from tenant consultation the 
rent increase for year 2014/15 was set at 3.3%.  

To ensure that our tenants have the best possible 
fi nancial advice and support we were able to 
secure funding from the Big Lottery for additional 
Welfare Rights/Money Advice posts. This project 
has been developed in partnership with the 
neighbouring housing associations of Cathcart, 
Thistle and New Gorbals.

Building on our excellent reputation with funders 
we have recently been advised of a second, 
substantial award from the Big Lottery for a 5 year 
period enabling us to off er this invaluable service 
to the wider community.

As part of our commitment to working with the 
wider community we are now looking at where we 
can most bring our skills and expertise to improve 
amenities by working in partnership  with existing 
organisations. As part of this commitment we have 
joined with the Nan McKay Hall Committee and 
have been successful in our Stage 1 Application to 
the Big Lottery to develop plans for a Community 
Hub in Pollokshields, replacing the existing Nan 
McKay building and ensuring that there will be 
additional space for other activities.

This Hub will be used by the new community 
that will develop when the deck access fl ats in 
Pollokshields are cleared for new build.

On that subject we are very close to re-housing all 
residents in Phase 1 and demolition will start later 
this year.  Already the re-housing of residents from 
Phase 2 has started and progress on this will be 
reported in the quarterly newsletters.  

The extensive refurbishment programme at 
Moss Heights Cardonald is nearing completion 
and I would like to extend my personal thanks 
to all residents who have lived through the 
changes. Now that building work has been 
completed residents are being consulted  on the 
environmental improvements and future use of 
currently unused spaces.

The sheltered housing complex at Herriet Court 
Pollokshields has benefi tted from new kitchens.  
A further 150 properties have had new heating, 
kitchens and /or windows installed in the past year.

The Management Committee’s commitment to 
building new homes has continued despite a 
less favourable grant regime from the Scottish 
Government.  I am delighted to report that Lord 
Provost Councillor Sadie Docherty will offi  cially 
open the 40 new homes at Manse Brae, Cathcart, 
on 27th August by which time all will have been 
allocated.

Planning permission has been granted for new 
homes at Mosspark Boulevard and, continuing 
our partnership ethos, part of the complex will 
be developed and managed by Loretto Housing 
Association, specialists in housing for people with 
dementia. There will be an additional development 
in Penilee which will be reported on next year.

The roles and responsibilities of the Management 
Committee, particularly how we report to you, 
have changed and you will fi nd less information 
in this report than in previous years on the 



performance of the Association as a Registered 
Social Landlord.

As part of legislative changes (Housing (Scotland) 
Act 2010) all housing associations have to 
submit an annual report to the Scottish Housing 
Regulator. Our report was submitted in May 2014 
and the Regulator will publish all submissions in 
the Autumn. Following this we will be in a position 
to report to all tenants and shareholders on the 
Association’s performance.

As you will be aware, in 2011, the organisation 
almost quadrupled in size as a result of stock 
transfer. The Regulator at that time felt that the 
risk status of the organisation should move from 
Low Engagement to Medium Engagement as a 
precautionary measure. I am pleased to report that 
due to the hard work and diligence of the Senior 
Management Team and their staff  we have been 
returned to Low Engagement status.

The Association’s other signifi cant regulatory 
relationship is with the Care Inspectorate. We are 
justifi ably proud of our care provision and this is 
borne out by the fact that on both announced and 
unannounced inspections all our care provision 
consistently receives a Very Good status scoring.

Our subsidiary company, Southside Factoring 
and Related Services Ltd, (SFARS) has had 
major challenges in the past year. The Property 

Factors Act (Scotland) 2011 has resulted in the 
introduction and implementation of new systems. 
In addition the Management Committee decided 
that the move to mid-market rent would be 
managed through SFARS. This required a steep 
learning curve for staff  and board members and I 
am grateful to the voluntary board members for 
the direction and leadership they have shown over 
the past year.

New guidance from the Regulator regarding 
changes to the governance has meant that 
the Management Committee has to review 
performance, both individually and as a group,
and be able to evidence  to ensure that it continues 
to give eff ective guidance and leadership to the 
Management Team on your behalf.

This report gives a fl avour of the work done over 
the past year and some of the future plans of the 
Association.

Further information can be found on our website  
www.southside-housing.org

Finally my thanks to all staff , volunteers and 
members of the voluntary committees, for their 
continuing commitment to the good work carried 
out by the organisation.

Dorothy Murray
Chairperson
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Governance
Who regulates us?
Southside Housing Association, like all housing 
associations is regulated by The Scottish Housing 
Regulator.
www.scottishhousingregulator.gov.uk

The Association is also regulated by  Social Care 
and Social Work Improvement Scotland (The 
Care Inspectorate) in relation to housing support 
services.
www.scswis.com

As a charity the Association is regulated by the 
Office of the Scottish Charity Regulator.
www.oscr.org.uk 

The Association’s Factoring Service is registered 
with the Scottish Governments’ Property Factor 
Register and is regulated by a Code of Conduct.

As well as these formal regulatory obligations 
the Association works closely with Glasgow City 
Council, the Strategic Housing Authority in relation 
to the provision of new homes, tackling disrepair 
and poor housing standards and re-housing 
homeless households.  The Council also has a key 
commissioning and contract management role in 
relation to housing support services.  

Minutes and agendas of all Management 
Committee meetings are available on our website.

During the financial year 2013/14, there 
were no significant concerns raised with the 
Association by any of our Regulatory bodies.  
The Scottish Housing Regulator has classified 
the Association as “Low Engagement” in terms 
of Regulation.

Governance
The Association is controlled by the communities it serves.  The Management Committee, Neighbourhood 
Committees and the SFARS Board are composed  of local residents and service users who try and ensure that 
the Association delivers services appropriate to the needs of the local community.  Fig 1.1 below illustrates 
the Association’s Governance Structure.  The committees operate to clear schemes of delegated authority.

The Management Committee is the main governing body and had a stable membership throughout the past 
year. However the Management Committee took the decision to not fill any ad hoc vacancies that occurred 
during the year while it completed its appraisal of the Committee’s performance. Details of membership are 
presented below.  The two Neighbourhood Committees covering Halfway/Cardonald and Pollokshields meet 
bi-monthly and operate as Sub-Committees of the main Management Committee.

The general membership of the Association totals 319.  During the past year there were 7 new members.  
All meetings of the Management Committee were quorate in 2013/14.

Fig 1.1 – Governance Structure

MAnAGEMEnT CoMMiTTEE
15 members elected at AGM

Cardonald /Halfway 
neighbourhood 

Committee
11 members

SFARS Board
6 members

Pollokshields 
neighbourhood 

Committee 
9 members

Audit Sub-Committee
Members nominated by

Management Committee

Appeals Sub-Committee
Members nominated by

Management Committee
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Committee members who served 
on the Association’s Management 
Committee and other governance 
structures  over the past year:

Southside Management Committee
• Dorothy Murray (Chairperson) 
• Iain Dyer (Secretary)
• Margaret McIntyre (Vice Chair)
• Hanif Mirza 
• Alison MacNeill 
• Betty Macneill
• Alan Ferguson
• Abbas Abid 
• Kenneth Ross 
• Surjit Singh Chowdhary 
• Parveen Mahmood 
• Lucy-Anne Cowan 
• John Cogan 

Cardonald / Halfway
Neighbourhood Committee
• Jeanette Munro 
• Margaret Burke 
• Sam Brown 
• Alison MacNeill (Chair)
• Brian Watson
• Margaret McIntyre 
• John Norris 
• Pat Shields 
• May Ballantine 
• John Cogan (Chair) 
• Karen McNab 

Pollokshields
Neighbourhood Committee
• Janet McLean
• George Thomson
• Rena Lennox
• Dorothy Wason 
• Elizabeth Paton
• Francis Killen 
• Betty Macneill (Chair) 
• Lucy Anne Cowan
• Parveen Mahmood                                                            
• Sadie Swan

Southside Factoring
and Related Services Ltd                                                                                                  
• Bob Thompson                                                                    
• Sue Rawcliff e (Chair)                                                                                
• Dorothy Wason (resigned April 2014)                                                                                                   
• Lucy Gillie                                                                              
• Alan Ferguson                                                                                  
• Betty Macneill 

Complaints

If we get things wrong!

The Association operates a Formal Complaints 
handling process to allow dissatisfi ed customers 
to gain re-dress.  We try and resolve matters 
informally if possible, but in some cases this is 
not possible.  We value complaints and use them 
to improve our services. Southside Housing 
Association’s Complaints process follows a two tier 
system of

Stage 1 – Front Line Resolution, and 
Stage 2 – investigation.

If you are still unhappy after going through these 
two stages then your complaint can be referred to 
the Scottish Public Services Ombudsman (or the 
Home Owners Housing Panel for factored owners, 
or the Care Inspectorate for recipients of care or 
support services).

Scottish Public Services Ombudsman
4 Melville Street, EDINBURGH  EH3 7NS

Telephone: 0800 377 7330
E-mail: ask@spso.org.uk
Text: 0790 049 4372
Web: www.spso.org.uk
Fax: 0800 377 7331

During 2013/14 the Association received 32 Stage 
1 complaints and 8 of them progressed to a Stage 
2 investigation.  There were no complaints to the 
SPSO, the Home Owners Housing Panel or the 
Care Inspectorate.  The Association noted in its 
submission on the Housing Charter that it was 
under reporting complaints and staff  received 
training from the SPSO in March this year to 
address this.

AGM 2013

If we get things wrong!

AGM 2013
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This year is the fi rst for completion of the new 
Scottish Social Housing Charter, and we will we 
will now report separately on the performance of 
the Association as a landlord to all our tenants and 
owners later in the year. Therefore we have simply 
summarised the key landlord outputs below.

Housing Management 
Performance
We allocated 162 properties in the past year 
and 41 of these were allocated to statutory 
homeless applicants.  The Association’s improving 
performance on re-let times continued last year 
with the length of time taken to let a house 
reducing to 8.19 days from 12 days the previous 
year.  Similarly the Void Rent Loss fi gure also 
improved, with percentage of rent lost through 
properties lying empty reducing from 0.29% to 
0.19%.
The results on these two effi  ciency indicators are 
excellent and we would expect the Association’s 
performance to be close to the top quartile of 
all Housing Associations in Scotland, when the 
Regulator issues comparative data in the Autumn.

We applied a 3.3% rent increase this year following 
consultation with tenants.  Our performance on 
rent arrears control continued to improve, and 
Gross Rent Arrears reduced from 6.98% in 2012/13 
to 5.2% in 2013/14.  However traditionally this 
has been one of the Association’s weaker areas of 
performance.  The Management Committee has 
agreed to commission external consultancy support 
to review the level and structure of the Association’s 
rents and our commitment to aff ordability, and this 
work will progress during 2014/15.

Maintenance Performance
The Association completed 5193 repairs in 2013/14 
and was able to report on strong performance for 
its repairs service in the Housing Charter. 
The Association’s target of 2 hours for emergency 
repairs is one of the highest in Scotland, and the 
Association’s average performance of 1.67 hours 
delivered on 1016 repairs was very good.

The Association completed 4177 non emergency 
repairs last year and took on average 3.58 days 
to complete these.  The one area of weakness in 
the repairs service is in the percentage of repairs 
”completed right fi rst time”.  This is a new category 
introduced into the Housing Charter this year and 
the Association only achieved 73.6%.

The Association continued to make good 
progress in meeting the Scottish Housing Quality 
Standard by 2015.  Major refurbishment works 
were completed at Moss Heights Avenue and 
the installation of new lifts was started at 150 
Berryknowes Avenue.  New heating was installed 
at Nithsdale Road sheltered housing and at 
Lincluden Path, Craigie Street/Allison Place and 
Melville Street.  

In addition Midlock Street and Ibrox Street 
benefi tted with the installation of new windows 
and new heating.  Govan Road and Queen Mary 
Avenue had new windows installed.

Tenant Participation
The Association formally consulted on a number of 
proposed policy and practice changes during the 
year, including the rent increase proposal. 
In addition a group of tenants have been working 
with the Tenant Participatory Advisory Service to 
develop a role for Tenant Scrutiny within
the Association.

Southside as a Landlord

Bandit, Managing Pigeons

Reception Southside House
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Southside Factoring and 
Related Services Ltd (SFARS)
SFARS is the Association’s commercial subsidiary.  
SFARS was established in 2005 to manage the 
Association’s factoring responsibilities.  During the 
past 12 months, SFARS has expanded its original 
remit to include the provision of Mid Market
rented housing.

SFARS produces a separate set of annual accounts 
and a comparative summary of these is produced 
below.

SFARS Ltd - Profi t and Loss 2011/12 2012/13 2013/14

Turnover £1,035,590 £1,231,882 £1,259,097

operating Costs £800,628 £978,177 £1,025,091

net Profi t for the year £67,936 £54,323 £31,720

Factoring
SFARS delivered a factoring service to 920 owners 
in 2013/14.  The Scottish Government introduced 
a new regulatory framework for Property Factors 
in 2013.  All providers of a factoring service had to 
register with the Scottish Government by October 
2013 and adopt a new Code of Conduct. 
All factored owners had to be issued with a 
Statement of Services under the terms of this new 
legislation.  SFARS met all these obligations.

Mid Market Rent (MMR)
Last year’s Annual Report noted the launch of 
24 fl ats at Tantallon Road, Shawlands for MMR in 
April 2013.  MMR provides an aff ordable option in 
the local housing market to those who are not a 
priority for social housing, but fi nd private rented 
accommodation too expensive.  The Shawlands 
MMR has proved very successful.  In addition the 
Association has provided a further 9 units for MMR, 
mostly from former shared ownership re-sales. 
The Association plans to expand this provision in 
the future.

Manse Brae

Moss Heights
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Southside Housing Association is a registered provider of Housing Support services.  All our care housing 
support staff  are governed by the Scottish Social Services Council (SSSC) Codes of Practice.  In addition the 
Association is a registered provider with Glasgow City Council.    The following services are regulated and 
inspected by the Care Inspectorate:-
• Older People Services (95 places)
• Saff ron Project (22 places)

Both registered services were inspected by the Care Inspectorate in 2013/14 and all received “Very Good” 
gradings.  In addition to the registered services, the Association also provides community alarms (30 places) 
which does not require to be registered or regulated by the Care Inspectorate.

The Saff ron Project is registered separately with the 
Care Inspectorate and provides 22 furnished fl ats with 
support staff  for homeless young people from BME 
communities.

The annual performance statistics for all these services 
are produced below.

Housing Support Services  2013/14

Its good to chat

Older Peoples Services includes the following
specifi c services:-

Sheltered housing at Newark Drive

82 placesSheltered housing at Nithsdale Road

Sheltered housing at Herriet Court

Mera Ghar and Elderly Care at Home 13 places

Community Alarms (unregistered 
30 places)

Southside as a Carer

Sheltered Housing (82 Flats)

No of Residents at 1.04.13 90

New Service Users 2013/14 2

Service users Leaving 2013/14 7

Service users at 31.03.14 85

Total Number of Service users for 2013/14 92

Elderly Care/Mera Ghar (Capacity 13)

No of Service Users at 1.04.13 12

New Service Users 2013/14 1

Service users Leaving 2013/14 3

Service users at 31.03.14 10

Total Number of Service users for 2013/14 13
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Community Alarms (Capacity 30)

No of Service Users at 1.04.13 21

New Service Users 2013/14 0

Service users Leaving 2013/14 3

Service users at 31.03.14 18

Total Number of Service users for 2013/14 21

Saff ron (22 Service Users)

No of Service Users at 1.04.13 21

New Service Users 2013/14 7

Service users Leaving 2013/14 9

Service users at 31.03.14  19

Total Number of Service users for 2013/14 28

Southside Connections
In addition to these regulated services, the 
Association received a second year of monies 
from the Transformation Fund to continue 
Southside Connections.  This specifi c service is 
targeted at developing support for older people 
in the Community to reduce social isolation and 
improve access to a range of services through the 
establishment of local Community bases.  In the 
past year we have

• Modernised the community fl at at Hartlaw 
Crescent

• Refurbished the residents lounge at Queensland 
Gardens

• Started work on a community base at 150 
Berryknowes Avenue

In addition we are working on developing 
community connections for our sheltered housing 
in Pollokshields.  This includes developing our 
close working relationship with the Nan McKay 
Hall in Pollokshields.

100th Birthday

Home Attendance



Southside Housing Association, as the name 
suggests, will always be a provider and manager 
of affordable housing.  However the Association is 
increasingly broadening its role as a community 
anchor organisation, delivering more than just 
housing, and operating for the good of the 
wider community.  In 2013/14 the Association 
commissioned Community Links Scotland to 
plot the scope and scale of its current role in 
the community.  Community Links prepared 
the elaborate inter-relationship table of all our 
activities across seven key headings.

Financial inclusion
The Association has an established Welfare Rights 
infrastructure including two Welfare Rights posts 
and a Tenancy Sustainment post.  In 2013/14 this 
advised over 1644 tenants to maximise income.  
This has a direct impact in reducing poverty and 
an indirect impact in reducing rent arrears.  In 
addition this team was in the vanguard of the 
Association’s efforts to alleviate the impact of the 
Bedroom Tax.

This is a growing specialism for the Association and 
during the year the Association led a successful 
bid for Support and Connect monies from the Big 
Lottery Fund to be shared with three other housing 
associations.

• New Gorbals HA

• Thistle HA

• Cathcart HA

The Support and Connect bid also includes 
tenancy sustainment work and fuel poverty 
advice in partnership with Glasgow Homelessness 
Network and G-Heat respectively.

In addition to this Big Lottery Fund (BLF) award, 
the Association was advised in July 2014 that it had 
been successful in receiving BLF award of £500,000 
over the next five years for advice work in the 
community.

The Tenancy Sustainment work of the Association 
has seen a development of practical support for 
tenants, particularly new tenants, in terms of 
benefit advice, budgeting support and assistance 
with furnishings and fittings.  Sadly a feature of this 
work has been an increasing role for Food Banks.

9

Southside in 
the Community

Volunteering and Employability
This is a growing role for the Association.  
The Care and Repair service has traditionally 
provided excellent volunteering opportunities 
through the Handyperson service.  In addition 
we have separately offered volunteering 
opportunities through Housing Support services 
and our Southside Connections Project and in the 
past year Jordan Forbes and Maurice Laneres were 
recruited through the Volunteer Centre.  
The Association has offered placement 
opportunities to the Glasgow City Council 
Commonwealth Apprenticeship scheme and 
we are currently exploring the potential of the 
Graduate Apprenticeship scheme.  

For the future the Association plans to make 
greater use of community benefit clauses in 
building contracts, and the major environmental 
project at Moss Heights Avenue may present 
opportunities for future work experience.

Health and Wellbeing
The traditional Housing Support and Care and 
Repair services have offered a strong track 
record in this area.  During the past year we have 
supplemented this role by building local initiatives 
with the Food Train for older people, Glasgow City 
FC Soccer Camps for children and Urban Roots 
support services for community gardening etc.  
The social support of the Handyperson volunteers, 
and the partnership with Glasgow Homelessness 
Network and Glasgow City College to deliver Keys 
to Learn (a twelve week training course) are all 
examples of this growing role for the Association 
in the Community.



10

Community Support
& Development

Welfare
Rights

Housing
Support

Southside
Connections

Keys
to Learn

Care
& Repair

Concierge
Service

Tenancy
Sustainment

Food
Train

Urban
roots

Glasgow
City

Football Club

Community
Chest

Community
Events

Pollokshields
Community

Hub

Volunteering
&

Employability 
Financial
Inclusion

£
Health

& Wellbeing
Social &

Recreational
activities

EnvironmentCommunity
Safety

Community
Facilities

Community Support
& Development

Welfare
Rights

Housing
Support

Southside
Connections

Keys
to Learn

Care
& Repair

Concierge
Service

Tenancy
Sustainment

Food
Train

Urban
roots

Glasgow
City

Football Club

Community
Chest

Community
Events

Pollokshields
Community

Hub

Volunteering
&

Employability 
Financial
Inclusion

£
Health

& Wellbeing
Social &

Recreational
activities

EnvironmentCommunity
Safety

Community
Facilities



Community Support
& Development

Welfare
Rights

Housing
Support

Southside
Connections

Keys
to Learn

Care
& Repair

Concierge
Service

Tenancy
Sustainment

Food
Train

Urban
roots

Glasgow
City

Football Club

Community
Chest

Community
Events

Pollokshields
Community

Hub

Volunteering
&

Employability 
Financial
Inclusion

£
Health

& Wellbeing
Social &

Recreational
activities

EnvironmentCommunity
Safety

Community
Facilities

Community Support
& Development

Welfare
Rights

Housing
Support

Southside
Connections

Keys
to Learn

Care
& Repair

Concierge
Service

Tenancy
Sustainment

Food
Train

Urban
roots

Glasgow
City

Football Club

Community
Chest

Community
Events

Pollokshields
Community

Hub

Volunteering
&

Employability 
Financial
Inclusion

£
Health

& Wellbeing
Social &

Recreational
activities

EnvironmentCommunity
Safety

Community
Facilities

11

Soccer Camp

Coffee Morning



12

Social and Recreational Activities
The Association has either directly provided or 
supported the provision by partners of a range
of social and recreational activities. 
The Association supported Ready Steady Grow 
events in Pollokshields, gardening activities 
through Urban Roots, fi tness and exercise classes 
through Southside Connections and Glasgow 
City FC Soccer Camps.  In addition the Association 
delivered a Christmas Party for over 175 pensioners 
at the Crowne Plaza Hotel and a bus run. 
Each Neighbourhood Committee has a small grant 
facility and supported local football clubs, scout 
groups, Christmas events, bus runs and other local 
initiatives.

Community Safety
Both the Association’s Housing Support and Care 
and Repair service help improve community safety 
by working with vulnerable households in the 
Community.  In practical terms the Handyperson 
service installed 150 child safety packs for ROSPA 
as part of a Scottish Government initiative.  In 
addition the Handyperson will install key chains 
and spy holes in front doors for older residents 
free of charge.  More generally the Association 
has introduced or upgraded CCTV in a number of 
neighbourhoods including St. Andrews Drive and 
Crescent, Hartlaw Crescent and Chirnside Place, 
Swinton Place and Invergyle Drive, Queensland 
Court and Gardens, Moss Heights Avenue and 150 
Berryknowes Avenue.  The community safety role 
is supplemented by on site staff , Housing Support 
and Concierge staff , helping reduce the fear
of crime.

Environment
Central to this growing Community Support and 
Development role, is the recognition that the 
Association is more focussed on this than bricks 
and mortar, and must have regard for the wider 
neighbourhood and environment.  The Association 
has invested in an improved environment at
St. Andrews Crescent, Hartlaw Crescent, Chirnside 
Place and Moss Heights Avenue and will continue 
this programme of improvements. 

The Concierge service is critical to maintain these 
improvements, and the Association in 2014 
developed the Concierge service to include a new 
mobile team.  We plan to develop this further in 
2014/15.

Community Facilities
The development of a series of community bases at

• Hartlaw Crescent

• Queensland Court

• 150 Berryknowes Avenue

through Southside Connections has been 
supplemented by our support for Govan and 
Craigton Integration Networks Community fl at 
at Moss Heights Avenue.  We also continued our 
fruitful partnership with the Nan McKay Hall in 
Pollokshields.  The Association was successful 
in 2014 in securing Stage 1 approval for a new 
Community Hub to include a new Nan McKay Hall.  
In the coming year we plan to develop the Stage 2 
application for this important Community facility.

The Association is further developing the 
community space between the blocks in Hartlaw 
Crescent and is working with Landscape Architects 
ERZ Ltd to develop plans for a Community Park at 
Moss Heights Avenue.

Keeping everyone fi t



13

Southside Housing Association is the Managing 
Agent for Glasgow Care and Repair, a city wide 
service to home owners and private rented tenants 
who are over 60 or have a disability.  There are 
three distinct parts to the Care and Repair Service.

• An advice and information service to older 
home owners

• A Handyperson service for older people

• A Home from Hospital service funded through 
the Change Fund.

Care and Repair Glasgow

Care & Repair Staff

Advice Team
The Care and Repair Advice Team work with 
elderly home owners and private rented tenants.  
The advisors provide advice, information and 
assistance to enable people to undertake repairs 
and improvements in their own home.  Most of this 
work is self funded, but the advisors role is often to 
access additional sources of fi nancial assistance i.e. 
Scottish Government’s central heating funding.

Advice provided by phone has almost doubled 
from last year, although the number of jobs 
completed has reduced marginally from 2012/13.  
(See Table below for a breakdown of the service 
statistics).  For the revenue grant of £97k from 
Glasgow City Council, the service estimate that 
it has assisted work to the value of £451,194 to 
be carried out.  This does not refl ect the further 
value from incidents of falls or accidents that are 
reduced, or the savings generated from service 
users being able to remain independent in their 
own home.  A full breakdown of project outputs for 
2013/14 is produced below.

Advice Service 2013/14 Total For 
2013/14

Advice Only 819

Cases Opened 175

Total number of Referrals 994

Number of Home visits undertaken 291

Value of Work Undertaken £451,194

  Cost of Service £97,000

Job Types 

Advice No Further Action 759

Advice Following Investigative Works 16

Disabled Adaptations 49

Electrical 35

Plumbing/Gas Heating 82

Roof & Gutters 60

Rotworks/Dampness 21

Windows, Doors & Floor Repairs 39

Multi-Trade guidance & Disputes 46

Steps & Pathways 24

Fences & Gates 9

Referral to Other Agencies 20

Other 8

Total 1168

Area Average

North 9%

South 42%

East 27%

West 22%

Age Range Average

Under 60 5%

60-69 25%

70-79 25%

80+ 45%
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Handyperson Service
The Handyperson service is mainly delivered by 
a team of volunteers (the average number of 
volunteers for the year was 12).  The Handyperson 
service is delivered free of charge, clients only 
pay for the materials.  Last year saw a 40% 
increase in the number of tasks completed.  A 
full analysis of the work carried out is set out in 
the statistical tables.  For a Glasgow City Council 
grant of £83k, we estimate work undertaken to be 
valued at £117k.  In addition there is the value of 
maintaining people independently in their own 
homes.

Our volunteer handypersons 
in 2013/14 were:

• Robert Aikman
• Joe Dollin
• Peter Falconer
• Ian Fraser
• Ted Govan
• Derek Jones
• Eddie Judge
• Frank Killen
• Lawrie Mac Gregor
• Dave Mason
• Dave Meechan
• Bill Robertson
• Derek Sharpe

Care & Repair

Handyperson Service 2013/14 Total For 
2013/14

Total number of Referrals 1660

Number of Home visits undertaken 1676

Est. Value of Work Undertaken  £117,105

Cost of Service £83,000

Job Types 

Advice Only 185

Joinery 1515

Plumbing 184

Electrical 422

Keysafes 108

Minor Adaptations 133

Other 723

Total Tasks Completed 3270

Here to help

Area

North 115

South 781

East 284

West 386

Age Range

Under 60 68

60-69 255

70-79 528

80+ 715

Area Average

North 7%

South 50%

East 18%

West 25%

Age Range Average

Under 60 5%

60-69 16%

70-79 34%

80+ 45%
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Home from Hospital Service
Last year was the second of three years funding 
from the Scottish Government’s Change Fund. We 
receive an annual revenue grant of £27, 051.  This 
service employs a full time Handyperson (George 
McDonald) to prepare the homes of older patients 
awaiting discharge from hospital.  The service 
fi ts well with our volunteer handyperson service, 
with volunteers often helping George on hospital 
referrals, and similarly George is able to assist with 
the main Handyperson service.  Typical “Home 
from Hospital” jobs in the past year have included:

• The installation of key safes

• Removing trip hazards

• Making room for specialist equipment.

The end result is less time spent in hospital, and 
reduced likelihood of re-admission.

Nice to be Home

1.0 Service Uptake Year End 
Total

Total Number of Service Users 167

Total number of Referrals 176

Number of Tasks Completed 364

Referral for Further Assistance 10

Number of Home visits undertaken 178

2.0 Referral Sources
(no. of referrals made)

Year End 
Total

Self Referral 2

Family/ Carer 93

OT Victoria Inf.  2

Gartnavel OT/SW 17

Mansion House OT/ Care Manager 16

NE Rehab Team 0

NW Rehab Team 2

OT Glasgow Royal Infi rmary 4

Care & Repair Advice Service 1

OT Western Infi rmary 1

OT Beatson W.of S. Cancer Centre 1

OT Drumchapel Hospital 11

OT Stobhill Hospital 2

Sheltered Housing/ Housing Support  3

Southern General Hospital 5

Lightburn Hospital 1

Partick Community Health OT 1

Other OT / SW 14

3.0 Age Range
(no. of Service Users)

Year End 
Total

Under 65 (Severe Disabilities) 4

65-69 13

70-79 47

80-89 81

90+ 24

Smiles better
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4.0 Work Undertaken no. 
Jobs

outcome

Supply & Fit Key safe Key safes provide ease of access for carers so that the 
appropriate services can be delivered according to the 
discharge plan, thus improving the resettlement outcomes 
and reducing the risk of deterioration of the service users 
health resulting in re-admission to hospital. This continues 
to be the most demanded service. The promptness of the 
response ensures that carers can have easy access as soon as 
the person is discharged from hospital. We now hold a stock 
of two types of key safe. We have also attracted a discount 
through bulk purchase which is passed on to the service 
user. Any keysafe which is faulty or not suitable can be easily 
replaced and we can arrange return to the supplier. 

Year End Total 258

Joinery Work The mainstay of this work is to plane doors, secure carpets and 
fit suitable thresholds. 
This contributes to ensuring the home is suitable for the use 
of walking aids and the prevention of falls which may result in 
re-admission to hospital. 

One service user asked that he have a small safe installed in 
his home before being discharged to allow him to secure 
valuables as he was anxious about carers he didn’t know 
coming into his home.

Year End Total 62

Lighting/Electrical We routinely check light bulbs in those homes we visit. We also 
check smoke detectors and can supply and fit if required.

Year End Total 5

other Examples in this area include moving furniture to allow 
specialist equipment to be delivered or to change the use of a 
room e.g. creating a downstairs Bedroom. 

For another service user, we removed an old sofa for bulk 
uplift and rearranged the chairs in the sitting room to allow 
improved circulation space in the house as she had mobility 
problems.

Year End Total 39

Advice, Referral and signposting  

Year End Total 5
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Feedback from Service Users and Referrers
We had anticipated that getting feedback on the service would be diffi  cult. Often we will not meet the 
person who is being discharged from hospital. Family and carers who refer will be busy supporting their 
relatives return home and professionals who refer will be busy with their continuing caseload or not be aware 
of the impact of the intervention. The response has been poor as we anticipated and this is an area we must 
address over the coming 12 months.  

Feedback 1.01.14-31.03.14 Very 
+ve

+ve -ve Very
-ve

Was your enquiry to the Home from Hospital Service dealt with promptly? 13 0 0 0

Were you happy with the work undertaken by the Home from Hospital 
Handyperson?

13 0 0 0

How helpful was the home from hospital Handyperson? 13 0 0 0

Would you recommend the Home from Hospital Service to a friend or 
neighbour?

13 0 0 0

“Could not have had two more helpful and polite men”

“Quick, clean, eff ective, secure”

“Well mannered”

“Very happy about the prompt service”

“Friendly, helpful service both on phone and from Handyman. Installation quick and use of keysafe
fully demonstrated.”

“The job was carried out very quickly and effi  ciently by two very pleasant gentlemen” 

Period Feedback Forms Sent Feedback Forms Returned 

Year End Total 171 51 (30%)

Mrs G, a housing association tenant, was referred by her hospital 
Occupational Therapist. We were asked to tack down carpets and 
to ease the front door lock. In order to access the property, we had 
to liaise with the ward staff  as Mrs G herself was providing access 
as she had no family to assist. 

The handyperson attended on her arrival home and completed 
the tasks requested. Mrs G had been discharged with a Zimmer 
and the Handyperson noted that there were substantial 
thresholds throughout the home which presented a trip hazard 
and an obstacle for using the Zimmer. 

This was reported to our offi  ce staff . The cost of replacing these 
thresholds would have been signifi cant. Staff  contacted her 
Housing Offi  cer and made them aware of Mrs G’s discharge from 
hospital and the vulnerability caused by the hazard in her home. 

The Housing Offi  cer said that she would assess the hazard as a 
possible minor adaptation to the property which would allow the 
thresholds to be adapted free of charge to Mrs G. 

Case Studies

Delighted with the outcome
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The Association employs 87 staff , and managing 
its employer role is a signifi cant responsibility for 
the Association.  The quality of its services, and the 
strength of the Association depends on the quality 
and skills of its staff .

The Association continues to maintain its Investor 
In People (IIP) Award and is working towards 
Bronze/Silver status.  The Association is a member 
of Employers in Voluntary Housing (EVH) and 
staff  terms and conditions of employment are 
negotiated collectively across the sector.

The Association consulted with staff  in preparation 
for the Government’s new auto enrolment process 
for pension provision which was introduced on 1st 
July 2014.

The Association continued its commitment to 
Glasgow City Council’s Living Wage campaign.

Further Education
The Association supported the following staff :

Taiba Qureshi – SVQ Level 3
– Health and Social Care

Nicholas Swan – CIH Level 4
– Diploma in Housing Practice

Katie Stewart – CIH Level 4
– Diploma in Housing Practice

Thomas McIlvaney – PG Diploma in Housing

Siobhan Heenan
– Association of Accounting Technician – Level 2

Southside as an Employer

Happy at work

Apprenticeships / PATH Trainee
The Association supported the Council’s 
Commonwealth Apprenticeship Scheme and 
Henna Saleem and Pooja Kaur were both off ered 
placements with the Association. Sharmili Lama 
started with the Association in July 2013 as a PATH 
Trainee.  Part of Sharmili’s placement is attending 
Glasgow University to study for her PG Diploma in 
Housing. This is a three year placement.

Social Work Placements
The Association continued its long standing role 
as a placement centre for Social Work students.  
Strathclyde University placed Sophia Bashir and 
Alan Weaver on long term placements, but also 
had four short term observational placements for 
Jens Bittmann, Lauren Findlay, Lynsey Marshall and 
Louisa Stewart.  The Association also continued 
its established partnership with Strathclyde 
University’s Erasmus Exchange Programme for 
Maltese Social Work students and Lawrence Cauchi 
and Janelle Boff a both spent time with us. 
Finally in a busy year for Social Work student 
placements, we had Theresa McDermott on 
placement from Glasgow Caledonian University 
and Gerard Doherty from the Open University.

It must be your turn
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Senior Management Team:

Patrick Mc Grath Director

Marilyn Beveridge Head of Housing 
Services

Norma Taylor Head of Housing 
Support

Mandy Wright Head of Finance

Management Team:

Aileen Byers HR & Corporate 
Support

Allan Forfar Housing Manager

Joanne Boyle Finance Manager

Julie-Anne Marshall Concierge Manager

Paul McKenna Concierge Manager

Sonia Mehmi Maintenance Manager

Donna Reilly Head of Investment 
& Development

Melanie Tait Senior Factoring Officer

Staff Teams: Finance / Corporate

Susan McGleish Snr Finance Officer

Linda Fisher Finance Assistant

Siobhan Heenan Finance Assistant

Rory Mitchell IT & Business Support 
Manager

Mary Lyden Policy Officer

Heather Congalton Receptionist / Admin

Emma Johnston Receptionist / Admin

Development

Roddy Campbell Clerk of Works

Alister Brown Projects Assistant

Housing Management 
Estates

Shahnaz Shakoor Team Leader

June Carmichael Housing Officer 
(Cardonald)

Caroline Dickson Housing Officer 
(Halfway)

Bridget Maguire Housing Officer 
(Cardonald)

Thomas McIlvaney Housing Officer 
(Pollokshields)

Ross Young Housing Officer 
(Pollokshields)

David Allison Housing Assistant

Donna O’Connell Housing Assistant  

                   

Housing Management 
Rents

Karen McKendry Team Leader

Jenna Stevenson Housing Officer

Christine Gillan Housing Assistant

Carol-Anne Healy Housing Assistant

Nicholas Swan Housing Assistant

Elaine Reilly Business Support

Factoring

Brian McNeillie Factoring Officer

Joanne Douglas Factoring Assistant

Ruth Kennedy Factoring Assistant

Maintenance

Iain Love Snr Maintenance 
Officer

David Fulton Maintenance Officer

Fiona Wallace Maintenance Officer

Cheryl Burns Repairs Co-ordinator

Sandra Thomson Repairs Assistant

Katie Stewart Repairs Admin

Services

Kathy McLeod Service Contracts 
Officer

John Watt Service Contracts 
Assistant

Welfare Rights

Suzanne Lavelle Snr Welfare Rights 
Officer

Kevin Morrison Welfare Rights Officer

Geraldine McKenzie Tenancy Sustainment 
Asst

Housing Support

Elizabeth McLellan Team Leader

Nisha Malhotra Snr Housing Support 
Worker

Satinder Kaur Housing Support 
Worker

Shabana Kousar Housing Support 
Worker

Fiona Maciver Housing Support 
Worker

Taiba Qureshi Housing Support 
Worker

Isobel Nelson Cleaner

Rosina Ryan Cleaner

Care and Repair

Surina Din Care & Repair Officer

Donald Williams Care & Repair Officer

John Turner Handyperson 
Co-ordinator

George MacDonald Handyperson

Moira Bauld Care & Repair Admin

Pooja Kaur Apprentice Admin

Staffing

Sharmili Lama PATH Trainee
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Concierge:

Edward Beer

Christopher Burns

Graham Cook

David Cowan

Peter Fitzpatrick

Graham Gibson

William Houston

Joseph Lewis

Ian Maxwell

Christopher McAroy

George McMahon

Derek Reid

George Rhoddan

Michael Strain

Mary Wright

Concierge Mobile Team:

John Matthews - Team Leader

Graham Morton

James McGilligan
Hard at work

Staff  who have left the Association over the 
past year:

Jackie Green – Estate Management Team Leader

Anne Young – Housing Assistant

Daniel Kirkwood – Concierge

Henna Saleem – Apprentice Admin

This picture of Richard Morran was taken at last year’s AGM.  
Richard was a longstanding member and former Management 
Committee member and ever present at the Association’s 
AGMs over the years.  It was with great shock and sadness 
that the Association learnt of Richard’s untimely death in 
January after a short illness.  As well as his tremendous work on 
housing campaigns, Richard also worked for Save the Children, 
volunteered on Glasgow’s Children’s Panels and was active in 
Glasgow’s Campaign to welcome Refugees.  The Association 
presented Richard’s wife Jennifer with a framed copy of this 
photograph as a small token of our appreciation for his lifetime 
of support for the disadvantaged in our city. Richard Morran 
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Southside as a Developer
of New Homes
Southside Housing Association continues to be 
a developer of new homes.  In April 2013 the 
Association started building 40 homes for rent and 
shared equity sale at Manse Brae, Cathcart.  These 
properties were completed in July 2014.

Planning permission was secured for 36 homes 
for rent at Mosspark Boulevard in Cardonald and 
this project will go on site in August 2014.  In 
addition, the Association will manage the building 
of a further 21 specialist units for older people for 
Loretto Housing Association on this site.

The Association has still to conclude the purchase 
of land at Gleddoch Road, Penilee but is preparing 
a planning application for 15 (9 fl at and 6 terraced 
houses) with a proposed site start in April 2015.

Further new housing is proposed at Portman 
Street, Kinning Park, where the Association is 
planning to be on site with CBC Ltd for 16 fl ats for 
MMR homes by October 2014.

Project Units Approx Cost

Manse Brae 40 £8.6m

Mosspark Boulevard 36 £4.2m

Penilee 15 £1.7m

Portman Street 16 £1.8m

St. Andrews Drive 50 £5.5m

553 Shields Road 2 £0.250m

ToTAL 159 £22.05m

Phase 1 (St. Johns Quadrant and St. Andrews 
Drive) of the re-housing of Deck Access residents 
in Pollokshields is almost complete and it 
is hoped to demolish 100 properties by the 
autumn.  Re-housing of residents in Phase 2 
(Maxwell Oval and St. Andrews Drive) is well 
advanced.  The Association has held two public 
consultation events during the year in relation to 
the submission of a planning application for new 
housing on the cleared site.  A site start for the fi rst 
phase of new housing is planned for Spring 2015.

In addition the Association is planning to convert 
the old offi  ce at 553 Shields Road into two 3 
bedroom homes in 2015.

Manse Brae

Teamwork

21

Well earned cuppa
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Financial Performance 
in 2013/14
The Association reported an Operating Surplus for the year ended 31st March 2014 of £1,345K (2012/13 
£1,657K).

Table below provides a summary of the key financial performance outputs for the year.  The table shows an 
increase in turnover of 3% representing an inflationary increase in rental income and additional revenue/
other grants awarded in the year.  Operating costs increased by 8% which was attributable to an increase in 
administrative costs and additional costs associated with the provision of new projects such as Southside 
Connections and the Home from Hospital service.  The operating surplus decreased by 19% against last year.

It is worth noting that this year’s audited figures are skewed by an ‘Exceptional Item’ of £7.6M (2012/13 
£3.7M).  This expenditure relates primarily to the costs associated with the major investment works at Moss 
Heights.  While this activity was funded from the dowry monies received at the Second Stage Transfer, in 
accounting terms it is required to be written off in the year the costs were incurred.  Overall, however, there 
is no impact on revenue reserves as a corresponding amount has been transferred from the designated 
reserves to fund this expenditure.  This is reflected in the Balance Sheet.

The Association continued with an extensive capital investment programme in the year of £15M (2012/13 
£7M).  This included the completion of the final phase of works to Second Stage Transfer properties.

The figures above show that office costs have remained stable, but there has been an increase in 
Management and Administration costs.  This increase is, in part, due to increased contributions to fund 
pension shortfalls.

Table above provides comparative figures on the Association’s balance sheet.  The reduction in Cash and 
Designated Reserves during the last year is directly related to the levels of investment expenditure on the 
Association’s properties.

Key Financial outputs 2011/12
(£000’s)

2012/13
(£000’s)

2013/14
(£000’s)

income £8,721 £8,773 £9,024

operating Cost £7,216 £7,116 £7,679

operating Surplus £1,504 £1,656 £1,345

operating Margin 18% 19% 15%

Management & Administration Costs 2011/12
(£000’s)

2012/13
(£000’s)

2013/14
(£000’s)

Management & Administration Costs £1,877 £2,574 £2,789

Staff Costs as a % of income 26.1% 31% 32%

office overheads as a % of income 7.2% 7.9% 7.7%

Balance Sheet 2011/12
(£000’s)

2012/13
(£000’s)

2013/14
(£000’s)

Cash £38,794 £30,993 £21,863

Revenue Reserves £4,306 £6,985 £4,056

Designated Reserves £38,862 £35,185 £32,282

net Assets £42,970 £41,775 £35,872

Value of Housing Properties £63,643 £68,078 £75,105
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