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Mission
To be a provider of sustainable,
supportive services.

Vision

To create a thriving community with
affordable, desirable housing, where

every tenant can feel at home.
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Be innovative and provide good
quality, energy efficient, affordable
homes.

Improve the local, physical and
social environment.

Be customer-focused with a deep
understanding of needs through
meaningful engagement.

Support our People, Board and
Community to reach their full
potential.

Continue to achieve good
governance, be financially robust,
efficient, and value-driven.
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Provanhall

Housing Association

Welcome to our latest update.

Provanhall Housing Association is governed by a dedicated Board of
Management, elected by our members. The Board sets our strategic
direction, establishes policy, and oversees the overall governance of the
Association, while the Management Team delivers day to day services in
line with these decisions. Together, we work to ensure our mission and
values remain at the heart of everything we do.

Linda Cameron Chairperson

Our Board members volunteer their time, and their commitment continues to strengthen the Association. Over the
past year, we have further developed our governance arrangements, building on the strong foundations laid over
many years.

At year end, our Board comprised 10 members, including five external non tenant members. Attendance averaged
71%, with meetings held both in person and via Microsoft Teams. Board members also undertook extensive
training guided by our Training Matrix, with continued development planned for both Board and staff.

This year is a special one for Provanhall, as we celebrate 35 years of service to our community. Over those
decades, Provanhall has flourished into a safe, welcoming place to call home, shaped by the people who live here
and those who have supported the Association’s work. It has been a privilege to witness that growth and to
contribute to it.

It is also my final year as Chair, and | want to express my sincere thanks for the support, dedication, and resilience
shown by fellow Board members, staff, and our wider community. We are proud of the strength and diversity of
our Board, and we always welcome new members. Tenants can join the Association for just £1 and are
encouraged to consider standing for the Board to help shape the next chapter of Provanhall’s future.

Thank you for your continued support.

o e

Linda Cameron Chairperson

page 4



Alan Hume Director

Following a comprehensive tenant consultation, the
Association implemented a 4.8% rent increase for the
2026/27 financial year. The consultation achieved a
29.64% response rate, with 86% of respondents
supporting the proposal. This adjustment aligns with
the Scottish Federation of Housing Associations’
affordable rent assessment and reflects our
commitment to balancing affordability with long term
financial sustainability. Even after the increase, our
rents remain the second most affordable within our
local peer group, based on projected percentage
increases.

The rent adjustment also underpins our Capital
Expenditure Programme, which allocates £4,486,500
over five years from 2025/26 to support essential
investment in our housing stock and infrastructure.

During the year, the Association completed a review of
its organisational structure to improve efficiency and
strengthen service delivery. As part of this, the
separate Housing Manager and Repairs Manager posts

o

Provanhall

Housing Association

Operating Environment

The economic environment remains challenging, though signs of
stabilisation are emerging. As of April 2026, UK Consumer Prices Index (CPI)
inflation stood at 2.8%, down from 3.3% in March and continuing its steady
decline from the peak of 111% recorded in October 2022. While this
represents notable progress, the cost of living continues to place pressure
on households in our community and across the country.

were combined into a single Operations Manager role.
This change is designed to streamline decision making,
reduce costs, and support a more joined up approach
to services, ensuring we continue to meet the evolving
needs of tenants and stakeholders.

page 5



Strategic Investment
and Services

We continued to fund our Income Maximisation
Service and supported Connect Community Trust
(CCT) in managing the Connie. We also strengthened
our partnership with Easterhouse Sports Centre,
resulting in a significant increase in positive
engagement with younger people — a group
traditionally harder to reach.

Our Estate Management Services — including
gardening, back court maintenance and bulk uplift —
remain a core priority. In December 2025, we
supported the Council in the transition to community
bin hubs for waste and recycling. Although there were
early teething issues, improvements in back court
conditions and the removal of overflowing bins being
dragged through closes have already made a
noticeable difference. We continue to work closely with
residents and the Council to ensure a smooth transition
and effective implementation of the new waste service.

This move to end bin pulls for flatted properties will
save the Association around £35,000 per year,
allowing us to redirect funding to services that deliver
greater benefit for tenants.

In 2025/26, we invested £943,565 as part of our
revised Capital Expenditure Programme, ensuring our
homes remain safe, comfortable and energy efficient.

Partnership and
Community Engagement

We continued to strengthen our role within the
community through a range of partnerships and
initiatives.

As active members of the Easterhouse Housing and
Regeneration Alliance (EHRA), we contributed to
sector wide improvements through collaborative
lobbying and shared training opportunities. This
included a successful Hustings Event at Platform and
Equality, Diversity and Inclusion training delivered for
EHRA Board members.




We also worked closely with Easterhouse Sports

Centre to promote community wellbeing and youth
engagement, supporting access to recreational
opportunities for local residents. Through collaboration
with suppliers and contractors, we facilitated donations
totalling £1,650 to the local Christmas toy appeal. In
addition, we arranged for a commercial kitchen to be
installed to enhance facilities for centre stakeholders,
and contributed £5,000 towards a community mini bus
to support activities such as sports competitions
beyond Easterhouse.

Over the past two years, in partnership with Glasgow
City Council, we progressed the purchase and
refurbishment of 13 homes, all of which were
completed and let during the period. This initiative
increased access to quality, affordable housing within
the community. The average cost to the Association
was £57,475 per unit, funded through our reserves
alongside Scottish Government funding administered
via Glasgow City Council totalling £625,532.

o

We also continued to invest in the development of our
bespoke computer systems, enabling improved
efficiencies in data forecasting, compliance
management, customer service and overall
performance.

Corporate Governance

Our Board remains strong. At the end of the financial
year, it comprised a mix of members, including five
external non tenants and five tenant members.
Attendance at meetings for 2025/26 was 71%.
Meetings were held in person, with remote access
available via Microsoft Teams. Training continued
through our Training Matrix, with a full Governing Body
Assessment completed in December 2025 by SHARE.

Internal audit activity during the year covered three key
areas:
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Provanhall

Housing Association

Breakdown of total income &
total expenditure for 2025/2026
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Income 2025/2026 2024/2025
Rental Income 2,499170 2,299,042
Void Loss 41,756 (17,250)
Factoring Income 552, 1,537
Wider Role Income - 1,025
Stage 3 Grants 30,187 11,084
Amortised Grants 353113 362,847
Interest Income 45,442 115,250
2,886,708 2,773,535

Costs 2025/2026 2024/2025
Management & Admin Costs 1,089,287 1,059,517
Day to Day Maintenance Costs 564,613 711,234
Cyclical & Planned Maintenance 513,935 168,888
Factoring - -
Tenant Participation 4,657 2,227
Wider Action 38,562 45155
Bad Debts 11,488 6,520
Land & Building Depreciation 626,288 617,641
Loan Interest & Other Finance Charges 12,410 37,719
2,861,240 2,648,901

Surplus for the year 25,468 124,634



Lorraine Sommerville
Finance Manager

Cyclical and Management

Planned and Admin

Maintenance Costs

Day to day Tenant

Maintenance Participation
Costs

Land and

Bad Debts Building

Depreciation

Wider Action Loan interest

& other

finance

Capital Works charges
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In 2025-26, The association completed 1631 repairs. From this figure,
78.36% were categorised as Urgent and Routine and staff conducted 509
repair inspections.

During the year, we completed our stock condition assessment of all our 533 homes ’
which allows us to further develop our Asset Management Strategy and ensure we L O A R
have enough funds to maintain our assets over their lifespan to maintain good quality safe and affordable homes.
Our compliance with the Scottish Housing Quality Standards (SHQS) which is set by the Scottish government is
97.37%.

On the 1631 repairs completed (down by volume by 28.2% on last year) we spent £308,748. As our expenditure on
replacing assets (for example windows) the cost of repairing assets near the end of their useful life fell.

Our staff completed 509 repairs inspections, an

increase of 66.89% on last year. Repair Annual Repairs | Annual Repairs
Type 2024-25 2025-26 % Change
594 353

. : -40.57%
Repairs & Maintenance 0

In 2025-26, the Association completed just over 332 360 +8.40%
1631 reactive repairs. From this figure, 78.36% of

the reports were categorised as Urgent and Routine m
and staff conducted 509 repair inspections. 2273 m v‘ -28.24%

The overall reduction in repair volumes is a positive development and will continue to be monitored alongside
repair trends, property condition information and tenant feedback. The Association remains focused on ensuring
repairs are correctly categorised, completed within appropriate timescales and delivered to a high standard, while
maintaining a strong emphasis on tenant safety and satisfaction.

Annual Repairs Annual Repairs SHN Average
Repair Type 2024-25 2025-26 2025-26

2 hours 25 minutes = 2 hours 28 minutes 3 hours 25 minutes

5 days 16 hours 4 days 55 hours 8 days 40 hours

Repairs Completed Right First Time 90.76% 93.35% 95.29%




Damp & Mould

This is a new category being reported on to
the Scottish Housing Regulator. As recording
practices continue to embed, and there is no
data that relates to previous years the scope
for detailed analysis remains limited.

Early data indicates variation in performance
between landlord types. For average
resolution times, Registered Social Landlords
(RSLs) reported shorter times at 19.6 days,
compared with 31.9 days for Local Authorities.

For reopened cases, patterns differ by
category. RSLs recorded higher proportions of
reopened cases within condensation and
structural categories, while Local Authorities
(Las) recorded higher proportions in “other”
cases. Overall, the proportion of reopened
cases was 9.0% for RSLs and 7.83% for LAs,
indicating a slightly higher rate among RSLs
at this early stage of reporting.

Fairly Satisfied

&

Very Satisfied

=

It is important for the Association to measure what our
tenants think about the quality of our repairs service including
the helpfulness of staff and the conduct of our contractors.

To measure this we survey via telephone, text, email and
letter. However, we also carried out a Tenant Satisfaction
survey in 2025, and the following table outlines our
contractor performance in 2024-2025 based on 265
responses in the Tenant Satisfaction Survey:

2025-26

Satisfaction Level

Repairs Satisfaction
(Very and fairly
satisfied tenants)

87.6% SHN Average

National Average
(data from 149 SHN members) BP4ePistrls]

These results demonstrate a consistently high level of tenant
confidence in the repairs service and reflect the Association’s
continued focus on delivering repairs efficiently,
communicating effectively with tenants and ensuring works
are completed to a high standard.

&

Neij(hgr Tenant feedback will continue to be closely monitored and
Satisfied d to identi S — .

e Fairly Very !.lse to identify opportunities for further service
Dissatisfied Dissatisfied Dissatisfied improvement.
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2025-26 Homes & Voids Home & Void

£308,748 533 homes £579 &
£161,073 23 voids £7,003 i 6}
£22,813

£1,507,343

Mark Tedford Operations Manager

E’EDQ Reactive Maintenance: £308,748 Kitchen Renewals

Average cost per unit: £579
ge costp
¥ (decrease from £1,325.98 in 2024/25)

10 Bathroom Renewals

g Boiler Renewals 40

% Electrical Rewires 7
Window Replacements 659

Balcony Door Replacement 45

@ Void Re-let Costs: £161,073 for 23 homes
(increase from £104,777 for 28 homes in 2024/25)

% Electrical Safety Inspections: 11

GQ) Gas Servicing: 525

?:% Electric Heating Servicing: 8



The Association continues to make strong progress with its planned maintenance
programme, investing in homes to ensure they remain safe, modern and well
maintained.

The window and balcony door replacement programme is currently running one year
ahead of schedule, allowing planned investment to be delivered earlier than originally
anticipated and providing tenants with improved energy efficiency, security and
comfort.

The Association’s five-year kitchen and bathroom replacement programme is currently
out to tender. This significant programme of investment will support the continued
improvement of homes across Provanhall and ensure kitchens and bathrooms are
replaced in line with stock condition information and planned lifecycle requirements.

These programmes form an important part of the Association’s long-term approach to
asset management, helping to maintain the quality of tenants’ homes while planning
investment efficiently and sustainably.

As of the reporting period, Scottish Housing Quality Standard (SHQS) compliance
stood at 97.20%, with three exemptions and a small number of marginal failures.
Compliance with fire detection, gas safety, and electrical safety checks was
maintained at 100%, reflecting our continued commitment to tenant safety and
regulatory standards.

Funding from the local authority for medical adaptations increased from 23% to
62.6%. Reflecting the strengthened partnership working developed over the past year,
ensuring no tenant is left in accommodation that could be altered to sustain their

tenancy with dignity.

PHA Grant Total Households

Year Funded Funded Spend % Grant Helped
£39,199 £11,800 £50,999 23% 23
£19,024 £31,861 £50,885 62.6% 14

o



Allocations

Managing our housing list, allocations, enquiries
and empty homes.

Empty Homes to
re-let

New Tenant

Visits

Housing
Applications
Reviewed

205

Issued

148

Returned

Rent Management:

Ensuring rent is paid on time and managing
arrears.

Actual Rent Arrears 2.78%. This is an increase of
2.70% from 0.08% last year. This is largely due to the
continued impact of the cost of living crisis on
households throughout Provanhall.
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Housing Association

Stock Profile

Properties for Rent:
4 bedroom 27

3 bedroom 92

2 bedroom
1 bedroom

Total

Other:
Owner occupiers

Sharing owners

Estate Management

The Association continues to maintain high
standards across our estates through regular grass
cutting, close cleaning and inspections of common
areas. These services help ensure communal
spaces remain clean, safe and well maintained for
tenants and residents.

Antisocial Behaviour

35 complaints in total:

Category A — Very Serious

Category B — Serious

I!

Category C — Nuisance 28



Rent Arrears and Tenant Support
Rent management performance remained robust throughout the year. As of 31 March 2026:

- Total rent arrears stood at 2.78%, a slight increase from 2.70% in 2024/25
- Gross arrears amounted to £73,039.22

- No cases were escalated to court demonstrating the effectiveness of our proactive tenancy
management and support services.

- A total of 354 tenants receive Direct Housing Costs through Universal Credit or Housing Benefit,
increased from 311 in 2024/2025. This increased support plays a vital role in sustaining tenancies
and mitigating financial hardship.

Provanhall Provanhall
Housing Housing

Association | Association Scottish
Target Actual Average

4.8% 6.05%

% average rent increase to be applied next year N/A
Average number of days to relet empty houses 10 days | 25.87 days | Sy ONEENE
% rent loss for empty homes 1.00% 0.43% 113%
% of lettable homes that become available 10.00% 4.88% 6.84%
Average number of days to process Housing Applications 5 days 3 days N/A
% gross rent arrears 3.00% 2.78% 5.90%
% of former tenant arrears written off N/A 79.09% 27.25%

% of antisocial behaviour complaints resolved within

100% 100% 93.11%
local target

% of existing tenants very or fairly satisfied with the quality

. 90.00% 86.42% 86.64%
of their home

% of existing tenants very or fairly satisfied with the

O, (o) O,
landlord’s management of the neighbourhood they live in 90.00% 96.98% S4.94%
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d¢ CconNECT

£ ' COMMUNITY TRUST
J' . EMPOWERING OUR COMMUNITY

Money and Benefits Adviser supported 214 households, securing over £1,288 in
benefits during 2024/25.

Working in partnership with Connect Community Trust, our Money and Benefits Adviser, Elaine Mclintyre,
works closely with our Housing Services team to provide all the help and support possible to our tenants.
Elaine helps with all aspects of Universal Credit, Housing Benefit and other benefits. Elaine can also help
tenants to maximise their income and manage their debt issues. Please contact the office to book an
appointment with Elaine.

Welfare Rights Issues « New Cases - Total 214

page 16

Universal Credit

State Pension

Scottish Welfare Fund CG
Scottish Welfare Fund CCG
Pension Credit

Pension Age Disability Payment
Housing Benefit

Employment & Support Allowance
Disability Living Allowance
Discretionary Housing Payment
Council Tax Reduction

Child Disability Payment

Child Disability Living Allowance
Carers Allowance

Blue Badge

Adult Disability Payment

Energy

23




Provanhall Housing Association — Financial Gains 2025-26

--------------- (. Funeral Expense Payment £3,700.00)

---------- (o Employment & Support Allowance £8,995.20>

------ ( Severe Disability Premium £4,808.50>

{O Housing Benefit £64,187.86)

(0 Discretionary Housing Payment £22,938.01> -------------

(0 Scottish Welfare Fund (CCG) £3,114.97> ---------

<0 State Pension

£47027.25 )

(Q Pension Credit

£26,932.86>- :

( Child Disability Living Allowance £32,991.20>

------ <0 Pension Age Disability Payment £17,995.20)

---------- <0 Carers Allowance £4,831-40>
--------------- Co Child Benefit £1,536.95)
(0 Scottish Welfare Fund (CG) £113.16>

o

<. Universal Credit £789,429.04>---~
(0 Council Tax Reduction £48,168.65> -------
( Attendance Allowance £7,507.20> ----------
< Adult Disability Payment £204,122.60> ---------------
(0 Energy £450.00>
page 17




Welfare Rights Officer supported
households, securing £1,288,850.05

in financial gains

Fuel Bank supported 241 households
with £8460

Cash for Kids provided £3,000 for
Christmas; the Association added
£5,190, distributing £8,190 in vouchers
to children.

We donated £5,000 to Easterhouse
Sports Centre to purchase a minibus .
Enabling people within our community
area access to wider recreational
services.

Our contractors donated £1600 to
Easterhouse Sports Centre to
purchase new equipment.

Xmas Toy Appeal - Our suppliers also
donated £1300 to assist Community
Events Scotland supply presents to
45 tenancies.

Provanhall

Housing Association




Management Committee

Linda Cameron (Chair) (Appointed 28 October 1993)

Tom Irving (Vice-chair) (Appointed 25 March 2025)

Gabriel Agbola (Secretary) (Appointed 27 November 2023)
Deborah Anderson (Vice-chair) (Appointed 13 September 2023)
Elizabeth McEwan (Secretary) (Appointed 10 September 2015)
Ayodeji Olorunsogo (Appointed 13 September 2023)

Claire Mckay (Appointed 25 March 2024)

David Carse (Appointed 25 March 2025)

Christopher Kelly (Appointed 30 March 2026)

Jillian Fearnside (Appointed 30 March 2026)

Daniel Hughes (Resigned 27 May 2026)

Calum O’Donnell (Resigned 14 December 2025)

Moira Bayne (Resigned 10 September 2025)

Christine Morris (Resigned 12 May 2025)

Executive Officers

Alan Hume Director

Mark Tedford Operations Manager
Lorraine Sommerville Finance Manager

Staff

Heather Elder Corporate & Governance Officer
Peter Boyle Repairs & Asset Officer
Chris Kilcar Asset Management Officer
Rachel Fitzsimons Repairs & Asset Assistant
Diane Miles Housing Officer

Danielle Keenan Housing Assistant

Pamela Davren Finance Assistant

Ashley Tedford Receptionist

o

Internal Auditor
Cameron Audit Ltd

4/2 Grosvenor Gardens
Edinburgh EH12 5JU

Kelly & Co Solicitors
184 Abercromby Street
Glasgow G40 2RZ

BTO Solicitors LLP
45 St Vincent Street,
Glasgow G2 5HS

TC Young Solicitors
7 West George Street
Glasgow G2 1BA

Bankers
Bank of Scotland Plc

Glasgow The Forge,
PO Box 1000, BX2 1LB
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Scottish Federation of
HAPPY TO TRANSLATE

COMMITTED Housing Associations. CERTIFIED

Provanhall Housing Association Limited
34 Conisborough Road = Glasgow G34 9QG = www.provanhallha.org.uk
telephone 0141 771 4941 = email info@provanhallha.org.uk = text 07860 035 864

Provanhall Housing Association Limited is a company registered in Scotland under the Companies Acts, Company Number: SCO37762,
Registered Office: 34 Conisborough Road, Easterhouse, Glasgow, G34 9QG.

It is registered as a Property Factor Id: PFO00389. Registered Housing Association No. HHC 242 Scottish Charity No SC037762.
Financial Conduct Authority No 2401RS.

© Provanhall Housing Association Ltd 2026.
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