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Maryhill
Living

Your guide to the essential things you need to know
about your tenancy with Maryhill Living.

Maryhill Housing Association (MHA) acts as the letting
agent for your home on behalf of Maryhill Living.
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When you become a tenant of Maryhill Living, you will have signed a tenancy agreement. This is a legal
contract which sets out your rights and responsibilities as a tenant and Maryhill Living as your landlord.

The property will be let to you partially furnished and the following items will be provided in the property:

Floor coverings
Blinds to all windows

- White goods consisting of fridge/freezer, cooker, washing machine (a washer dryer will be provided
where there are no drying facilities)

By signing the contract, you have agreed to all the terms and conditions set out in the agreement.

All MMR tenants will be given a Private Rented Sector (PRS) Tenancy. Easy read notes are also given to
you which are produced by the Scottish Government to help you to understand your tenancy agreement.
You can obtain further advice and information about your tenancy and your rights at organisations such
as Shelter, Citizens Advice or by obtaining legal advice.

Rent Deposit

MMR tenants are expected to pay a rent deposit of one month’s rent in addition to the first month’s rent
in advance. On receipt of your rent deposit at the start of your tenancy MHA on behalf of Maryhill Living
will ensure that this is paid into an approved tenancy deposit scheme within 30 working days of the start
of your tenancy.

You will receive confirmation at the start of your tenancy of the tenancy deposit scheme where your
deposit has been lodged.

Maryhill Living Mid-Market Rent (MMR) ‘ Tenant Handbook



The Tenancy Sign Up Process

An inventory will be completed, and a property inspection will be carried out at the start of the tenancy
as part of the ‘check in’ visit. The ‘check in’ visit is carried out to agree the standard and condition of the
property, fixtures and fittings and any furnishings or appliances that are provided as part of your tenancy.

During the ‘check in’ visit you are required to review the inventory to confirm the furnishings etc provided
in the tenancy and the condition of the property along with any items provided as part of the tenancy.
You will be required to sign off the inventory and will be provided with a copy of this. The inventory helps
to support and clarify any potential disputes at the end of the tenancy.

A copy of the signed inventory will be given to you.

If you disagree with any information contained within the inventory at the check in visit it is important
that you raise your concerns within 7 days of the date of the tenancy otherwise it is assumed that you are
happy with the details contained within the inventory.

At the end of your tenancy a ‘check out’ visit will be carried out to ensure that you have complied with the
terms and conditions of your tenancy and that the property, fixtures and fittings and any furnishings have
been maintained to an acceptable standard, with the exception of fair wear and tear.

You will receive a copy of the ‘check out’ report and if there are any proposed deductions from your
deposit as a result of damage to the property or the condition of the property, fixtures and fittings or
furnishings etc. which you are unable to resolve you can challenge this through the tenancy deposit
scheme.

You must provide us with the details in writing of any person over the age of 16 who is not a joint tenant
who occupies the property with you and when that person leaves the property. Overcrowding your home
is a breach of your tenancy and legal action can be taken against you if you allow this to happen.

MHA will confirm with you at the start of your tenancy the method of commmunication which will be used
to issue all communications.

Please keep your tenancy agreement in a safe place.

You must use the property as your main home and tell us if you intend to be away from your home for
more than 14 days and if your house will be unoccupied during that time. Failure to advise us of your
intention to be away for more than 14 days may result in us taking action to take reasonable care of the
property. If it is confirmed that you are not using the property as your principal home or have abandoned
the property, we will commence the process to recover your home through the First Tier Tribunal.

You must not invite anybody to live with you or pass your tenancy onto anybody else without our written
permission.

Maryhill Living Mid-Market Rent (MMR) ‘ Tenant Handbook 3



Ending your tenancy

If you wish to end your tenancy, you must give us 28 days’ notice in writing that you want to end your
tenancy and the date you intend to leave (this is usually the day after the 28-day notice period). Your
tenancy will not end until you return your keys to us and leave the property. If you don’t return the keys at
the end of the 28-day period, you will continue to be charged rent until we receive the keys.

When you leave your property is should be clear of all your personal belongings, clean and free from any
damage, unauthorised alterations or rubbish. Details of the end of tenancy property standard can be
found at https://maryhill.life/lettingstandard

A check out visit will be carried out at the end of your tenancy to inspect the property and any furnishings
or appliances that were provided at the start of your tenancy. If it is identified that repair or replacement
of furnishings or appliances is necessary due to general neglect, or that rechargeable repairs have been
identified as a result of the not maintaining the home, the overall costs will be deducted from the deposit
paid at the start of your tenancy.

If you disagree with the costs to be deducted from your deposit, you can seek advice from the rent
deposit scheme who is holding your deposit. The rent deposit scheme will encourage you to try and
resolve the matter with MHA. If you are unable to reach an amicable agreement with MHA, you can refer
the matter to the rent deposit scheme adjudication service who will review the evidence submitted by
both sides and make a binding decision.

MHA recognises that it is important to distinguish between normal wear and tear and neglect.
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Subletting, Assignation and taking in a Lodger

You must ask for permission in writing if you would like to pass your tenancy and tenancy rights to
another person (assignation), known as the assignee, sublet your home or take in a lodger.

Subletting

If you are going to be away from home for a period of time, e.g., six months and do not want to leave your
home empty, you can apply to sublet your home to someone else.

If you want to sublet your home, you must ask for permission in writing providing details of who you
would like to submit your home to.

If permission is given to sublet your home, you are still responsible for making sure that the rent is paid
and that your subtenant follows all the terms and conditions of your tenancy.

Lodgers
If you have enough room in your home, you may want to take in a lodger.

If you want to take in a lodger, you must ask us for permission in writing, providing details of who the
proposed lodger is, the amount of rent you will be charging and the accommodation that the lodger will
occupy.

If you receive help with your rent payments through Housing Benefit or Universal Credit you must advise
the council or DWP as this will affect the amount of benefit payments, you will receive towards your rent.

If you are in receipt of any welfare benefits, payments made by a lodger will be classed as income and
may affect the amount of benefits that you receive.
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Paying Your Rent

When you signed your tenancy agreement you agreed to make monthly payments in line with the terms
of your tenancy agreement.

It is your responsibility to ensure that your rent payments are made on time whether you are responsible
for paying the rent in full or claiming benefits to help with your rent payments.

Your tenancy agreements state that rent is due on the 1% of the month and must be paid in advance.
There are several ways to pay your rent:

- Direct Debit
It is the simplest way to ensure your rent is paid on time and when you sign your tenancy agreement
Maryhill Housing will set up a direct debit to collect your monthly rent payments.

BACs payment

One-off BACs payments can be made by using our bank details below and quoting your tenancy
reference or name and address:

Company: Maryhill Living

Sort Code: 83-54-60 ~

Account Number: 00169722 T —

We understand that you may experience financial difficulties which can impact on your ability to pay your
rent. This can happen for several reasons and that it can be difficult to know where to turn to and what
help might be available to you. The Association is here to help you.

If you fail to pay your rent, you are putting your home at risk, and it is important that you work with us if
you are experiencing financial difficulties or unsure what assistance you can get to pay your rent.

If you are finding it difficult to pay at any time during your tenancy with Maryhill Living, please speak

to MHA straight away so that we can start to work with you to put help in place. If you are in receipt of
benefits to help with your rent payments, it is important that you update the DWP with any changes to
your circumstances and rent changes via the portal if you receive Universal Credit. If you receive Housing
Benefit, you can report any change of circumstances to Glasgow City Council via their website
www.glasgow.gov.uk or calling them on 0141287 5050.

If you are struggling to pay your rent, you must tell us straight away so that we can help you find out what
benefits you may be entitled to and support you with applying for benefits. We can also explore other
types of support that may be available to help you with your rent payments or other household bills.

Failure to maintain your rent payments could result in you being evicted from your home.
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‘Maryhill Helps’ - Supporting You

as a Tenant of Maryhill Housing S oy,
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Maryhill Helps was launched in 2025 as a platform to bring together all the S l‘ “ >'\ o

help and support services provided to all customers of MHA and the wider
community; this includes MMR tenants of Maryhill Living.

There are a range of services which are delivered directly by MHA or through

partnerships with other organisations. Ma ryh i I I

The services which are available range from apps that help to save money on

your shopping, a welfare rights and benefit service, community activities such H E |_ PS
as children’s parties and youth activities and services which provide direct help

if you are struggling to maintain your tenancy. There are so many more services available and it is worth
taking a look at what is available.

Full details of the services provided by Maryhill Helps can be found at https://maryhill.life/helps, or
speak to your Housing Officer for further information.

Remember - We Are Here to Help.

As the tenant of the property, you are responsible for any additional costs associated with the property,
e.g., utilities and council tax.

If you have a guarantor in place, we will contact them to advise of any debts outstanding during your
tenancy and at the end of your tenancy.

You are responsible for
insuring your personal
possessions, against fire,
theft, burst pipes and
other household risks.
MHA is responsible for
insuring the building and
any furnishings provided.

It is advisable to shop
around for insurance as
the cost can vary a great
deal.
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Domestic Abuse

Domestic abuse is unacceptable and should not be tolerated.
If you are suffering from domestic abuse, you can talk to MHA in confidence.
MHA is committed to:

Protecting tenants who are experiencing domestic abuse or are at risk of domestic abuse.
Supporting tenants who are experiencing domestic abuse or are at risk of domestic abuse.

MHA will support tenant(s) who are affected by domestic abuse and will consider taking action against
any tenant(s) who is a perpetrator of domestic abuse and will work with statutory agencies and support
services to find a resolution for victims of domestic violence.

MHA will also implement practical measures to improve the safety and security of the home e.g,,
additional locks, safety door chain etc

It is recognised that it may be difficult to contact MHA or find a suitable time to talk and a need to keep
things confidential. Email MHA on enquiries(@maryhill.org.uk for further information and advice or
alternatively contact MHA using a method that is most convenient to you.

Anti-Social Behaviour

Everyone has the right to the peaceful enjoyment
of their home and neighbourhood.

By signing your tenancy agreement, you are
responsible for the behaviour of everyone living in
your home or visiting, including children.

This means that you, members of your household
or invited visitors should not act in a way that
could cause nuisance, annoyance, distress or
harassment to your neighbours.

You are also responsible for the behaviour of your
family or friends visiting your property.

If you are experiencing anti-social behaviour, you can report incidents in the following ways:

Contacting MHA’s Customer Experience team on 0141946 2466
Via your My Home online account

Via a third party, e.g., an MSP, local councillor or support worker etc
Email enquiries@maryhill.org.uk

If the anti-social behaviour is serious or you are feeling threatened, you should contact the Police as well
as reporting the matter to MHA.

MHA will investigate all complaints of antisocial behaviour and take appropriate action to address the
behaviour which is having an impact on tenant(s).

If necessary, MHA will take legal action to deal with cases of antisocial behaviour and where any tenant
fails to address their behaviour, this may leave us with no other option than to take legal action to evict
perpetrators of anti-social behaviour.

Further information can be found in our Anti-Social Behaviour Policy (https://maryhill.life/asbpolicy).
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You must get written permission from MHA if you wish to keep an animal as a pet if pets are allowed in
the accommodation where you live. If you would like to apply to keep a pet, please contact us for further
information.

If you are given permission to keep a pet, you will be required to pay an additional deposit, and the
amount will be confirmed to you when you submit your request to keep a pet.

Permission may be granted under certain conditions and if these conditions are not met, we will withdraw
permission to keep a pet.

MHA will not give permission to keep any dog which fits the description under the Dangerous Dogs Act.

If you live in a building higher than five storeys with lift access, you are not allowed to keep a dog except
for registered assistance dogs.

Further information can be found in MHA’s Pet Policy (https://maryhill.life/petpolicy).

Common Closes

If you live in a block of flats with a shared entrance, MHA will provide a service to clean your stairs. Details
of the service provided is displayed in the common close.

The cost of the service is included in your rent.

MHA will monitor the close cleaning service to ensure that service is being delivered in line with the
standards expected and will contact you from time to time for feedback on the service.

Between visits by the cleaners, it is the responsibility of all residents living in the close to make sure
that the landings are kept clean and tidy. Please do not leave any rubbish or personal items etc in the
common close.

All closes must be kept clear of your personal items which could prove to be a hazard in the event of a fire
etc. If your close is found to have personal items stored in the communal areas, MHA will issue a letter

to everybody in the close asking them to remove the items. If the items are not removed within agreed
timeframes, we will write to advise you that we intend to remove the items and dispose of them.

All closes managed by MHA are no smoking areas and we would ask that you refrain from smoking whilst
in the close.
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If you have garden, you
must keep it tidy and free
from litter, animal faeces
and the grass must not be
overgrown.

MHA does not provide a
gardening service where
it is the responsibility of
the tenant to look after
and maintain the garden
attached to their home.

Failure to maintain your
garden is a breach of your
tenancy agreement.

You must obtain permission from us if you want to carry out any alterations to the garden area, such as
erect a shed, install decking, slab areas, put down artificial grass etc.

Gardening Service

Where there are open spaces of planted areas, grass and hard standing areas managed by MHA,
landscape contracts are in place to maintain these areas.

The areas are inspected regularly to ensure that they are being maintained by MHA’s contractor.
If you have any concerns about any of the open spaces managed by MHA, please contact them.
Some open spaces around our properties are owned and maintained by the Council rather than MHA.

Tenants must not make any alterations to open spaces, such as planting flowers, removing shrubs, trees
etc, without permission from MHA.

Play parks

Some estates have playparks that are
provided for use by residents in the area.

A weekly inspection of the play parks is carried
out by MHA’s Caretakers and any repairs etc
reported and any hazards are made safe.

An annual inspection is carried out by a
Royal Society for the Prevention of Accidents
(RoSPA) qualified contractor.

Dogs are not allowed in the playparks, and we
ask for your cooperation in keeping playparks
dog free.
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You are responsible for keeping bin stores and bin areas clean and tidy by disposing of your rubbish in the
appropriate bin.

Bulk waste

If you live in a flat with a communal bin
collection service, bulk uplift is included in your
rent charge. If you have bulky items such as
furniture which you need uplifted, please leave

it outside in the designated area or if there is

no designated area the night before the bulk
collection date. If there is no designated bulk
collection area in your development contact your
Housing Officer for further information.

Bulk waste is collected on a two-weekly basis
(subject to the recycling centres being open) and
details of the collection dates can be found on
MHA’s website and on notices in your stair well.

Car Parking

On site car parking is provided at some of the
developments for the use of residents living in
that development and their visitors.

Park in the areas set aside for parking so that
emergency vehicles have access at all times.

Your vehicle may be removed if you park illegally
and block an emergency access route.

Please consider your neighbours when parking
and park within the marked bays. If there is
limited parking, we may ask you to limit the
number of cars you are parking in the car park to
ensure that other residents have access to the car
park.

Vehicles must be taxed and vehicles registered as Tt = ,.
SORN or unroadworthy vehicles are not permitted to be parked in any of the onsite car parks.

You must not park lorries, large commercial vehicles, lorries, caravans, motor homes, boats or similar
vehicles in the car park and you must not carry out any vehicle repairs in any of the onsite car parks.

MHA has a small number of lock ups/garages which can rented out to residents. If you would like
further information, please contact our Customer Experience team on 0141946 2466 or email
enquiries(@maryhill.org.uk
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How to report a repair

You can report non-emergency repairs through
MHA’s online portal ‘My Home’ and book an
appointment for the repair to be carried out,
by phoning us on 0141946 2466 or emailing
enquiries@maryhill.org.uk

If you have an emergency repair during office
hours, please telephone MHA’s Customer
Experience team on 0141946 2466.

If you need an emergency repair out-of-hours,
you will need to call 0141946 2466 and you’ll be
directed to MHA’s 24/7 repairs service.

MHA’s Property Services team provides a
comprehensive repairs service. Repairs are
completed within set timescales, depending on how
urgent they are.

Below are some examples of how MHA will prioritise repairs:

Emergency repairs

Emergency repairs are needed to avoid immediate
danger to your health and safety, or serious damage
or destruction to your home. Our response time for
responding to emergency repairs is within 2 hours
and we aim to complete the repair or make it safe
within 24 hours.

This includes things such as:

Total loss of water
Unsafe electrics

A total loss of heating
A blocked mains drain, soil pipe or toilet (if there is no other toilet in the property)

Within 24 hours we’ll aim to make your home safe or prevent further damage.

We may need to arrange a further visit to complete the repair. If the emergency relates to your heating
system and we’re unable to repair it on the first visit, we’ll offer you temporary heaters to use until we can
fix the fault.

Urgent repairs

Urgent repairs are less serious than emergency repairs with no immediate risk to health and safety or
security and will be attended to and completed or made safe within 24 hours.

Partial loss of electrical power

Repair to a smoke/heat/co2 detector

Leaking bath seal

Blocked toilet (where there is another toilet in the house)
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Routine repairs

If your repair does not pose
an immediate risk to your
health and safety or is not

materially affecting your p
comfort or convenience, we VV
may class this as routine. Our ;

response time to attend and
complete routine repairs is
within 5 working days.

This can include things such — ~-
as: i

Fencing

Doors and windows

Floors

Kitchen fittings and other

minor issues |
Repairs to white goods 1

Other repairs

These are repairs which will

generally require different

trades such a plumber and

a joiner, or where there may be a longer manufacturing timeframe for a part or where non-standard
materials are required. The target timeframe for completing ‘other’ repairs is 15 working days. This type
of repair can include:

Replacement front/flat door
Fencing renewal
Plastering and or painting over large areas

Providing access

Please make sure you provide us with access to your home for the agreed appointment to carry out the
repair. Failure to provide access may result in you being charged for the abortive visit.

If you’re having repair or improvement work done in your home, please do not
smoke in the affected room(s) for one hour before we arrive or during work.

Residual passive smoke presents a health hazard, and we have a legal
obligation to provide a safe working environment for our staff team and
contractors.

We reserve the right to refuse to enter a property that has cigarette smoke
lingering, and to charge if a return visit is necessary.
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Additional Chargeable Costs

When a repair to a property (or adjacent property) is needed because of neglect or damage caused by the
tenant, member of their household or invited visitor or where unauthorised works have been carried out
by the tenant, we will charge for the repair or where work is required to rectify unauthorised works.

Circumstances in which repairs or replacement are likely to be chargeable include the following, but not
limited to:

- Deliberate damage
This is where the work is required either in the property or any other property or land, etc., owned by the
Association due to deliberate or willful acts by the tenant, member of their household or invited visitor.

We may not charge for criminal damage where a crime reference number has been obtained, but we
do reserve the right to do so in some instances.

Removal of fixtures and fittings or unauthorised alterations

Where a fixture or fitting has been removed and needs replacement or unauthorised alterations have
been carried out, either during or at the end of the tenancy, the cost of replacing the item or carrying
out works to address the unauthorised alteration will be recharged to the tenant.

If this is during a tenancy, the tenant will first be given the opportunity to replace the item, providing
the work is carried out to an acceptable standard.

Willful neglect
Repair or replacement may be necessary due to general neglect by the tenant failing to maintain their
home, furnishings, and appliances etc. rather than a specific act of damage.

Where any rechargeable costs are identified at the end of a tenancy, the cost of rectifying the issue will
be deducted from your rent deposit. If you disagree with this, you can refer this to the rent deposit
scheme who is holding your deposit.

MHA recognises that it is important to distinguish between normal wear and tear and neglect.

If you feel that MHA has not met the repairing standard as set out in your tenancy agreement, we
encourage you to contact MHA to resolve the matter who will manage the process through their
complaints procedure. If your concerns are still not addressed in a reasonable timeframe you can
choose to refer the matter to the First Tier Tribunal.

« Lock Changes
An increasing number of tenants are losing keys and contacting MHA to arrange a lock change to their
home. A lock change is not a repair and if keys are lost and a lock change is requested the cost of
this will be passed onto the tenant. MHA will normally ask for the cost of the lock change to be paid
upfront before the locks are changed.

PLEASE KEEP YOUR KEYS SAFE AND LEAVE A SPARE SET WITH A TRUSTED FRIEND OR RELATIVE
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Alterations and Improvement

You must obtain our written permission before making
any alterations, improvements, and carry out any
internal or external decoration to your property. You will
need to give us details of the work that you want to do
and who will be doing the work and whether permission
from the planning department is required. We will not
normally refuse permission unless it makes the property
less safe, decrease its value, or result in additional
maintenance costs.

If you or a member of your household are disabled or have serious health issues, MHA may be able to make
reasonable adjustments to your property and provide you with certain aids and equipment to help you live
in your home at no cost to you. These aids and equipment are sometimes referred to as auxiliary aids and
examples include accessible door handles, accessible taps and signs in a different format e.g. braille.

Where a more extensive adaptation is required e.g., installing a wet floor shower room or level access
shower etc., we will support you to seek funding from the Local Authority if the proposed adaptation is
suitable for the property.

Permission to carry out adaptations should be made to MHA in writing and if it involves the common
parts, correspondence should be sent to all owners of the common parts.

MHA will not unreasonably refuse permission for adaptations in the property and where permission is not
granted; you can appeal to the First Tier Tribunal within 6 months of the decision being made.

Please note that you will need an initial assessment by an Occupational Therapist who will determine
what adaptations are required to meet your needs.

If you feel you need your home to be adapted, please contact your GP or you can self-refer on Glasgow
City Councils website www.glasgow.gov.uk

Keeping You Safe in Your Home

Please refer to the MHA Tenant Health and Safety Handbook for further information on MHA’s approach
to keeping tenants safe in their home. The topics covered in the Tenant Health and Safety Handbook
include:

Gas Safety Checks including Carbon Monoxide -  Asbestos

Electrical/Fire Safety checks - Legionella
Lifts - Damp and Mould
Fire Safety

The Handbook also provides hints and tips on general home safety to ensure that your home is as safe as
possible.
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Complaints

MHA is committed to do delivering a great service and to keep on getting better. To achieve this, we
continually strive to improve our services and welcome your complaints, comments, and compliments on
how we’re doing.

We know that sometimes things go wrong or that the services we offer may not always meet your
expectations. So, please let us know when things go wrong or don’t live up to your expectations, so we
can put things right and learn from this.

If something goes wrong, we record this as a complaint, and we’ll try to put it right as soon as possible.

Our complaints handling procedure has two stages:

Stage one - Front line Resolution

This is where an on-the-spot apology or explanation is given in response to the complaint and will be
responded to within 5 working days. If we can’t resolve your complaint at stage one, or if you remain
dissatisfied, your complaint can be escalated to stage two of the process.

wo - Investigation

This deals with more complex complaints and complaints that have not been resolved at stage one and
will be responded to within 20 working days unless there are exceptional circumstances.

If you’ve been through our complaints process, but you still don’t feel we’ve put things right, you can take
your complaint to the First Tier Tribunal (Housing and Property Chamber).

MHA wants to make it as easy as possible to make a complaint about their services, and complaints can
be made in any of the following ways.

In person at MHA'’s offices
By phoning us on 0141946 2466

By emailing us at enquiries(@maryhill.org.uk

By post to: Maryhill Housing Association,
45 Garrioch Road, G20 8RG

The complaints policy can be found at
https://maryhill.life/complaintspolicy
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Unacceptable Behaviour

We recognise that very rarely
there are occasions where
the behaviour or actions

of customers can make it
difficult for the Association to
resolve an issue or concern or
can put members of the staff
team at risk of personal injury.
Unacceptable behaviour

can also include aggressive
or abusive behaviour
towards staff, unreasonable
demands or persistence and
inappropriate use of social
media messaging toward

the Association and staff
members.

N

Where this happens, we will apply our Unacceptable Actions Policy, which sets out the action we will take
where we consider that a customer’s behaviour needs to be addressed through the policy.

A copy of the policy can be found at https://maryhill.life/uapolicy

NS
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Getting in Touch

For queries, please contact us using the details below:

Tel - 0141 946 2466
Email - enquiries@maryhill.org.uk
In person/ via correspondence - 45 Garrioch Road, Maryhill, Glasgow, G20 8RG

This handbook is a shortened version of the key information you need as a tenant of Maryhill Living.
Visit MHA’s website for more information on the services provided and keep a copy of your tenancy agreement
safe which also sets out in more detail your rights and responsibilities as a Maryhill Living tenant.

If you need this document in another format or language, please let us know.
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