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2.Foreword 
Established in 2025, Maryhill Tenant Scrutiny 
Panel is committed to independently reviewing 
and monitoring Maryhill Housing Association’s 
(MHA’s) housing and maintenance services 
delivery and performance.  

The panel’s overall aim is to ensure that as a 
landlord the Association provides services that 
meet the needs of tenants and other customers that are of the highest standard.  

We envisage that through our e=ective scrutiny work we can identify what works well, 
understand service delivery challenges and make recommendations to the Senior 
Management Team and Board members on how services could be improved for all 
tenants and other customers. 

The scrutiny project detailed in this report was carried out during 2025 / 26 to review the 
role of Housing O=icers (HOs) and Customer Advisors (CAs).  

During this project, panel members carried out the following tasks: 

1. Consideration of the 2024 Tenant Satisfaction Survey findings. 
2. Understanding the Scottish Social Housing Charter Outcomes. 
3. MHA performance on the Scottish Housing Regulator (SHR) website and peer 

comparisons. 
4. A review of complaint data. 
5. A review of Housing O=icer and Customer Advisor job descriptions and comparison 

with other landlords. 
6. Individual interviews and surveys with Housing O=icers. 
7. Workshop and survey with Customer Advisors. 
8. Independent Spring 2026 MHA Tenant Survey.  
9. MHA Corporate Plan 2025 – 2030. 
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3. Introduction  

Welcome to the Maryhill Housing Association Tenant Scrutiny Panel’s Housing 
O=icer and Customer Advisor Scrutiny Project Report.  

We are pleased to present our findings to the Senior Management Team and Board 
for consideration and look forward to receiving feedback on our report and approval 
of our recommendations.  

NOTE: From the work we carried out and meetings with sta=, we understand MHA is 
working on improving service delivery for tenants through contract / contractor 
monitoring, which is expected to increase satisfaction levels.  

 

4.Overview 

Section 1: Housing O>icers  
The Scrutiny Panel reviewed MHA’s 2024 Tenant Satisfaction Survey results and 
learned that: 

• Satisfaction with the Association’s overall service was 74.5%. We then carried 
out a comparison with MHA peer landlords which demonstrates MHA’s 
performance was second lowest. See Appendix (i) for more data. 

Overall Service 
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See Appendix (ii), Page 26 “Sta=ing”, and Page 27, 2024 Customer Satisfaction Survey 

• 65% of MHA tenants were satisfied with the service received from Housing 
O=icers,  
o 33% were very satisfied 
o 32% were fairly satisfied 

 

See Appendix (ii), Page 28, Sta= Visibility, 2024 Tenant Satisfaction Survey 

• Just under half of tenants (47.1%) agreed sta= were su=iciently visible and 
engaged in their local area.  

 

See Appendix (ii), Page 34, Neighbourhood management, 2024 Tenant Satisfaction 
Survey 

• 65.5% of tenants advised they were satisfied with how MHA manages their 
neighbourhoods, which was a reduction from 70.9% in 2021, as well as being 
lower than the 2024 sector average of 82.3%. 

 

Based on the above information, the panel agreed to focus our scrutiny project on how 
these satisfaction levels could be improved through: 

• Housing O=icer visibility 
• Housing O=icer service delivery 
• Housing O=icer neighbourhood management 

We reviewed MHA Housing O=icer job descriptions and, based on this information, 
developed a set of interview and survey questions. 

Face-to-face interviews with Housing O=icers were held during November and 
December 2025, and online surveys were carried out with the Housing O=icers unable 
to meet with us in person.  

Results of HO interview feedback and survey can be supplied on request. 

To gather more up-to-date tenant views, we created and issued a tenant survey 
regarding current Housing O=icer service delivery and visibility in Spring 2026. 

Results of our tenant survey are detailed in Appendix (iv). 

 

5.RECOMMENDATIONS 
Housing O=icer interviews, survey responses and tenant survey feedback informed 
the following recommendations: 
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Recommendation 1: 
 A new MHA Housing O6icer Visibility Campaign: 

 
(i) All Housing O=icers to be featured in MHA Newsletters over a one-year 

period with 3 or 4 HOs in the Summer/Autumn/Winter/Spring editions with 
photos, contact info and patch info (with perforated/dotted lines for tenants 
to cut out and keep). 

(ii) In addition, revisit Postcard campaign due to sta= changes and an influx of 
new tenants into the area. 

(iii) HOs to wear more identifiable branded clothing – bright coloured fleeces 
(rather than black) and high vis jackets. 

(iv) While we agree with MHA’s decision to increase HO attendance in o=ice to 
three days per week, Housing O=icers are a front facing role, therefore the 
panel recommends all HOs are in Maryhill area/o=ice a minimum of four days 
per week (preferably five), not at home. 

In the Spring 2026 Tenant Survey, 22% of tenants said they didn’t know who their 
Housing O=icer is (if this is extrapolated then approx. 600 – 700 of MHA tenants are 
potentially in this position). 

 

 

Recommendation 2:  Increase New Tenant visits 
 

The panel recommends there is a more structured approach to Housing O=icer visits for 
new tenants. 

• Visit 1 – Settling In visit at 6 weeks 
• Visit 2 – Checking In visit at 12 weeks  
• Visit 3 – Checking In visit at 6 months 

 

The panel feels these visits would provide for earlier intervention by HOs and reduce the 
risk of tenants breaching their tenancy agreement including flagging up any issues 
tenants may have.  

 

Recommendation 3: Existing Tenants & Biannual visits 
 

The panel recommends MHA ensure Housing O=icers visit all tenants at least every two 
years, using an agreed checklist, which will be used as evidence of the visit and any 
issues raised (including no access or response from tenants flagged on the IT system).  
This should also be verified by the Housing Manager.  



7 
 

In the Spring 2026 Tenant Survey, only 46% of tenants said their Housing O=icer had 
visited their home in the last two years. 

11% had lived less than two years in property. 

HOs responded they tried to visit every two years. However, it was also recorded that 
workload and tenant co-operation could impact on their ability to visit tenants. 

 

Recommendation 4: Increase Registered Tenant Organisations (RTOs) 
and participation 

 

See Peer Comparison Review graph below. 

Opportunities to Participate 

 

During the HO interviews, only 25% of HOs responded positively to the question: ‘Have 
you been involved in setting up, or supported tenants, to set up an RTO?’   

The panel recommends more training is required in how to set up an RTO as this is a 
clear duty in their job description. This could be done in-house via the Community 
Regeneration Team.  

HOs need to be more proactive in engaging with tenants and encourage RTO 
participation. Any barriers to forming one faced by tenants such as childcare should be 
addressed by HOs. 

From panel members’ lived experience we consider having active RTOs to be positive for 
tenants, communities and the Association. 
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Recommendation 5: Close Inspection Checklists 
  

The panel recommends that dedicated time should be set aside to do proper close 
inspections. 

We recommend that:  

 
(i) Property-specific Checklists are created (not generic) as MHA have 

numerous property types. 
(ii) The Scrutiny Panel and local RTOs are consulted to ensure these 

checklists are fit for purpose. 
(iii) Better monitoring and oversight by management of HOs regarding this. 
(iv) Recorded signed checklists in every close. 
(v) If a problem/issue is identified there should be proof of the action taken to 

resolve it. 

 

Recommendation 6: Area / Patch Inspection Checklists 
 

The panel recommends that a dedicated time should be set aside to do proper 
area/patch inspections. 

We recommend that: 

(i) Area / patch specific Checklists are created (not generic). 
(ii) The Scrutiny Panel and local RTOs are consulted to ensure these 

checklists are fit for purpose. 
(iii) Better monitoring and oversight by management of HOs regarding this. 
(iv) Recorded signed checklists are filed in new IT system, and if something is 

identified, there should be proof of the action taken to resolve it (and 
flagged/reasons if not resolved). 

Our Findings: 

During the Housing O=icer interviews 25% stated they do estate inspections once a 
month while 75% stated they were in their area multiple times a week with one 
respondent stating it was dependent on workload. However, there is a di=erence 
between an actual inspection and just a quick visit to your patch to see tenants. 

45% of tenants in the 2026 Tenant Survey said they weren’t aware if their Housing 
O=icer carried out close inspections, inspections of gardens or open spaces in their 
area (as opposed to 40% who did know).  

In the Tenant Survey, of the 40% who did know their Housing O=icer carried out 
inspections, only 23% had noticed improvements. See Appendix (iv). 
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Recommendation 7: Follow up close and area/patch inspections 
 

(i) All HOs required to follow up any close and area repairs identified during 
inspections to ensure issues are resolved/completed.  

(ii) Proactive monitoring by Housing Managers so there is consistency in 
approach by all Housing O=icers and improvements are achieved across all 
Maryhill areas. 

(iii) Both HO and Housing Managers check with relevant departments for 
completion of works/or updates are obtained. 
 

Our findings: 

When HOs were asked to describe the process they followed to report something that 
required attention during an inspection, HOs responded they took photos and sent 
them to the estates team, repairs team, relevant department, external agencies or My 
Home. However, one stated that HOs don’t have the time to double check everything. 

 

Recommendation 8: Local Area Improvements 
 

Only 25% of Housing O=icers have ever been involved in an Annual Neighbourhood Plan 
and only 25% have submitted potential investment works for consideration in the 
community through an RTO.  

50% have never been involved in an Annual Neighbourhood Plan. 

The panel therefore recommends: 

(i) Quarterly meetings between the Investment team and all Housing O=icers 
are established. 

(ii) HOs bring investment suggestions (including photos/evidence) from their 
inspections (including suggestions from RTOs and tenants). 

(iii) Be encouraged to make suggestions for improving the local area as part of 
the annual investment programme. 

(iv) Improve communication between all HOs and the Investment team sta=. 

Please refer to Appendix (ii), Page 36, Neighbourhood Improvements, 2024 Tenant 
Satisfaction Survey, where tenants have provided a useful list of what can be done to 
improve their neighbourhoods as a place to live. 
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Recommendation 9: Supporting Vulnerable Tenants 
 

Housing O=icers estimated that 20% of their tenants have Additional Support Needs 
(ASN). Housing O=icers depend on the Tenancy Sustainment O=icers a lot, however 
they still spend a fair amount of time dealing with ASN tenants and this can be more on 
some occasions, and in extreme cases, a full day can be taken up by one individual. 

The panel recommends: 

(i) Re-establish a shared Vulnerable Tenant List among Housing O=icers so 
when they are on annual leave, sick leave, or depart the organisation, their 
colleagues (and managers) will know who/ why/ and how to keep essential 
contact with these tenants. 

(ii) Re-establish regular meetings between Police and all HOs as there is 
currently inconsistency. It’s important for all HOs to gain knowledge about 
what is happening in the local area (especially if they don’t live here) so they 
understand local’s concerns regarding anti-social and criminal behaviour. 

(iii) We recommend MHA carries out an assessment of time spent on the issue of 
vulnerable tenants and tries to alleviate this demand on HOs so they can 
concentrate on other aspects of their role. 

(iv) HOs expressed great admiration for the support they received from the 
Tenancy Sustainment O=icers and state they provide a “fantastic service”, so 
the panel recommends MHA assess their current sta= pool and within the 
current sta= budget to increase Tenancy Sustainment O=icers/Assistants. 
 

Recommendation 10: Additional Training 
 

The panel identified through HO interviews that the following training would be 
beneficial, and we recommend this is done in-house by MHA departments: 

(i) Close cleaning contracts – (Compliance O=icers) 
(ii) Landscaping/area contracts – (Compliance O=icers) 
(iii) Signposting organisations for Vulnerable Tenants – (Community Regeneration 

team with regular updates) 
(iv) Welfare Rights – (Financial Inclusion Team with regular updates) 
(v) Housing Policy and Legislation – (Senior Management with regular updates) 
(vi) FindMyHome – (IT department) 
(vii) Mid-markets – (Senior Management) 
(viii) Basic technical property terms – (Property O=icers) to enable HOs to report 

repairs accurately when requested 
(ix) Registered Tenant Organisations (RTO) – (Community Regeneration Team) on 

how to set up an RTO / tenant participation 
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(x) Review Sta= Onboarding/Induction – (using existing HO knowledge to identify 
gaps / be more comprehensive) 

Some HOs stated that communication could be improved, and relevant and 
appropriate training could help to improve team working. 

 

Recommendation 11: Standardise HO reporting of repairs 
 

When HOs were asked if they reported a repair on a tenant’s behalf when requested, 
50% said yes, while over 30% said they didn’t. The rest said it depended on 
circumstances. There is inconsistency here, and a need for uniformity is required. 

(i) The approach to raising paperwork for a repair has to be consistent and 
standardised, (while acknowledging that flexibility is required for exceptional 
cases) i.e. a procedure that everyone follows like MyHome. 

(ii) HOs should ensure the tenant is satisfied with the repair as the panel 
believes this would reduce repair complaints and improve satisfaction with 
HO service delivery. Standardisation in approach is required. 

(iii) Housing O=icers or Property O=icers must follow up each repair to a 
satisfactory outcome for the tenant. 

When asked if HOs follow up on repairs raised to ensure there was a satisfactory 
outcome for the tenants, there was varied responses such as “No time”, “Busy 
workload”, “Yes, if a serious repair”, “Yes, if ongoing”, “Only if tenants contacts me” and 
one respondent said “Not my role” while another stated “Property O=icers do post 
repair inspections”. 

Tenants were asked in the Spring 2026 Tenant Survey about satisfaction with how 
Housing O=icers dealt with an enquiry or issue. Please refer to the data below and the 
comparison with 2024 Tenant Satisfaction Survey results. 

Q.5 Thinking about the last time you 
contacted your housing officer, how 
satisfied were you with how they dealt 
with your enquiry or issue? 
 

2024 Tenant Satisfaction 
Survey 

2026 Scrutiny Panel Tenant 
Survey 

Very Satisfied  33% 30.5% 
Fairly Satisfied 32.4% 23% 
Neither 
Satisfied/Dissatisfied 

17.9% 25% 

Fairly Dissatisfied/ 
Very Dissatisfied 

16.7% 21.5% 

 

There has been a decrease in satisfaction and an increase in dissatisfaction 
demonstrating the need for Scrutiny Panel recommendations to drive improvement.  
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Recommendation 12: Review Housing O6icer Job Description 
 

The current job description has a very wide scope that requires time management to be 
e=icient and e=ective. 75% of HOs stated they managed their time e=iciently, but 100% 
also said they take work home. 

One HO said, “It’s always a juggling act of competing priorities and tasks”. 

25% felt they managed their time e=iciently but provided the comment “I feel I manage 
it as best I can”. 

6.Panel Observations 
Responses from HOs suggest a good bit of daily flexibility and prioritising most urgent 
work first is required. HOs will move tasks around to fit in with customers’ needs, and 
any unexpected issues can come up on an hourly, daily, weekly basis. HOs stated they 
had good support with one-to-one meetings with managers, regular team meetings and 
annual reviews, where performance and issues are discussed.  

The panel welcomes the new IT system going live in July 2026 as HOs reported the 
current one is cumbersome and can be awkward and slow to navigate. We expect the 
new system to prove more time e=icient for sta= managing rent arrears. 

It was also positive to learn most of the HO responses stated they work well jointly with 
other departments. 

 

7.Overview 

Section 2: Customer Advisors 
As the Customer Advisor team are the main port of call for tenants’ enquiries and 
reporting repairs, the Scrutiny Panel did the following: 

• Received a presentation from the Customer Advisor Manager about the new 
phone system and how sta= service delivery is measured and monitored 

• Reviewed the Customer Advisor job description 
• Conducted a Customer Advisor workshop with four sta= and asked those 

unable to attend to complete our independent survey 
• Did a comparison of repairs data with MHA’s landlord peers 
• Reviewed repair and communication satisfaction in the 2024 Tenant 

Satisfaction Survey 

The panel did a repairs peer landlord comparison regarding Non-Emergency Repairs, 
Emergency Repairs and Repairs Right First Time. See graphs below. 
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Non-Emergency Repairs 

 

 

Emergency Repairs 
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Repairs Right First Time 

 

 

All the above have informed the panel’s recommendations. 

 

8.Recommendations 
 

Recommendation 13: Review Customer Advisor job description 
 

A review of the Customer Advisor job description should be carried out to ensure it 
reflects the work carried out at present. For example, we understand they do not deal 
with voids, although this is included in the current job description.  

 

Recommendation 14:  Job title becomes Customer Enquiries Advisor 
 

(i) Tell tenants what this team does. There has been Customer Contact Team, 
Customer Experience Advisor, Customer Advisor, none of which tells us what 
they do, and leads to confusion. 

(ii) We recommend the job title and MHA email match to give consistency and 
clarity for tenants. Stop jargon.  
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Recommendation 15: Assess and tailor sta6 numbers to ensure there 
is adequate cover at busy times, such as start of the week and after 
public holidays. 
 

 

The panel recommends MHA tailor the number of sta=, especially at busier periods, to 
reduce waiting times for tenants and customers. 

When asked “Do you ever feel overwhelmed?” Customer Advisors responded that when 
the team is not at full capacity, they can feel overwhelmed particularly when: 

- Dealing with o=ice visits by tenants at the beginning of the month when rent is 
due.  

- Phone call loads are also intense at this time and can be stressful.  

 

Recommendation 16: Skeleton sta6 trial over Christmas / New Year 
period 

 

Customer Advisors said they are very busy after the Christmas and New Year holidays.  

Weather-related repairs such as frozen pipes, storm damage etc. occur during these 
colder months. 

The panel recommends MHA: 

- Trial a skeleton sta= during this holiday period to reduce workload in early 
January. 

 

Recommendation 17: Enable more flexibility around the 90 second 
delay between calls. 

 

Customer Advisors said some calls are straightforward and they would like to answer 
the next call more quickly. 

However, an opportunity to wait longer than 90 seconds to “catch their breath” would be 
welcomed after dealing with di=icult and challenging calls. 

Customer Advisors demonstrated during the workshop they had good skills and 
understanding in dealing with irate customers on a wide range of issues and showed a 
good understanding of their client group. 
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Recommendation 18: Additional icons for reporting repairs in My 
Home Customer Portal. 

 

Customer Advisors said tenants call MHA because there isn’t an appropriate or suitable 
icon in the My Home Customer Portal that adequately represents their repair. 

The panel strongly supports this suggestion and would like MHA to seek feedback from 
the team and customers to establish what additional icons are needed. 

This would save tenant and Customer Advisors’ time while also providing clarity to 
external contractors to get the repair done right first time. 

 

Recommendation 19: Customer Advisors visit all MHA property 
types. 

The panel recommends all Customer Advisors are given the opportunity to see all MHA 
property types (when voids are available for inspection) so they can have a good 
understanding of the di=erent varieties and types. This would enhance knowledge and 
understanding when logging repairs. 
 

Recommendation 20: Clearer lines of communication among MHA, 
external contractors and tenants. 

 

Frustration was expressed by the team regarding communication between contractors 
and tenants. Contractors make promises/statements to tenants that are not followed 
through, and this causes confusion. 

The contractor should inform MHA first if follow up work is required and not make 
promises directly to tenants as MHA sta= have no idea what tenants have been told.  

It should then be the responsibility of MHA to contact tenants to relay follow up 
information. 

It was noted during the workshop there were “teething” problems with Bell contractors. 
The panel requests MHA evaluate Bell’s performance over the period October 2025 - 
March 2026 to gauge if there has been improvement in performance. 

 

 

 



17 
 

Recommendation 21: Improved management and monitoring of all 
contractors.  

 

The panel would like to commend the introduction of the Compliance Team to oversee 
and keep a watchful eye on the contractors particularly for the close cleaning and 
estate management. The panel would like MHA to draft reports on the performance of 
contractors such as Bell, CAS and Ramora to see if improvements have been achieved 
by the Compliance Team and whether there has been a reduction in complaints to the 
Customer Contact Team. This would require some monitoring or recording of these 
types of complaints to see if they fall as the contractors improve their performances.  

 

Recommendation 22: Adopt Customer Advisor Suggestions 
 

At the end of the workshop Customer Advisors o=ered suggestions on how MHA can 
improve communication to tenants. These were: 

• Feedback surveys should be conducted sooner after service received 
• Increased use of social media 
• Text messages to seek satisfaction information 
• Text reminders for appointments / work being carried out, delays etc 
• Listen more to tenants 
• Ask tenants if the communication options available work for them, what method 

they have used, what method they prefer 
• Call tenants back to advise of progress / status of issue they initially contracted 

MHA about 
• Just ask if everything is okay, when tenants are on a call 

The panel considers these as reasonable suggestions and they would not be di=icult to 
adopt. 

9.Observations 
The panel would like to note the workshop session was extremely positive and the 
Customer Advisors were open and co-operative. One advisor said they gained a lot of 
knowledge about their job and others’ roles within the group. 

One advisor also stated the workshop helped with their college course. 

10.Conclusion 
The panel considers the recommendations in line with the aims and objectives of the 
Corporate Plan 2025 – 2030 and that our recommendations o=er practical solutions to 
assist in achieving them. 



MHA Tenant Scrutiny Panel Report – May 2026 
Recommendations & Management Responses 
 

Ref Recommendation Management Response 
SMT 
Lead 

Timeframe 

1 A new MHA Housing Officer Visibility 
Campaign: 
(i) All Housing Officers to be featured 

in MHA Newsletters over a one-
year period with 3 or 4 HOs in the 
Summer/Autumn/Winter/Spring 
editions with photos, contact info 
and patch info (with perforated/ 
dotted lines for tenants to cut out 
and keep). 

(ii) In addition, revisit Postcard 
campaign due to staff changes 
and an influx of new tenants into 
the area. 

(iii) HOs to wear more identifiable 
branded clothing – bright coloured 
fleeces (rather than black) and 
high vis jackets. 

(iv) While we agree with MHA’s 
decision to increase HO 
attendance in once to three days 
per week, Housing Officers are a 
front facing role, therefore the 
panel recommends all HOs are in 
Maryhill area/office a minimum of 
four days per week (preferably 
five), not at home. 

(i) Recommendation agreed. Housing Officer info to be included as 
a standing item in newsletter from summer 2026 onwards. Article 
will feature 3 or 4 officers plus give QR code link to website page 
giving full, up to date list of Housing Officers here About us | 
Maryhill Housing Association). In addition, a QR code to be added 
to the tenant handbook linking to this website page. Also when a 
Housing Officer changes, tenants in that patch will be updated via 
CX Feedback.  This keeps everything live and reduces printing and 
postage costs.   

(ii) Recommendation agreed. However, to reduce printing and 
postage costs, rather than a full postcard campaign which can go 
out of date quickly, new tenant sign up pack will contain leaflet 
advising who the Housing Officer is and again with QR code link 
to website for the up to date list.  

(iii) Recommendation agreed. Discussed and agreed with panel that 
we will move to using purple jackets, colour from Maryhill Logo. 
Currently, other than Neighbourhood Team staff, there is no 
requirement for staff to wear branded clothing. Consideration will 
be given to consulting with staff on making use of MHA jackets 
while out on patch a requirement. 

(iv) Recommendation not agreed. The Association has only recently 
revised its Home Working Policy, with careful consideration 
having been given to the tasks of each role. Discussed with panel 
that the Housing Officer role has a significant level of tasks which 
are computer based and suitable for home working. Also, that the 
two days for home working is the maximum, and the overarching 
requirement is that staff are in the office or onsite in our areas of 
operation when service delivery to customers requires it, which 

DR 
 
 
 
 
 
 
 
 
DR 
 
 
 
 
AMcL 
 
 
 
 
 
n/a 

July 2026 
 
 
 
 
 
 
 
 
August 2026 
 
 
 
 
September  
2026 
 
 
 
 
n/a 

Commented [JS1]: Should we add onsite in our areas of 
operation?? 

https://www.maryhill.org.uk/about-us/our-housing-officers/
https://www.maryhill.org.uk/about-us/our-housing-officers/


MHA Tenant Scrutiny Panel Report – May 2026 
Recommendations & Management Responses 
 

Ref Recommendation Management Response 
SMT 
Lead 

Timeframe 

can mean more than 3 days a week. This does not mean a strict 
9am to 5pm 3 days a week, staff have flexibility to manager their 
diary to be responsive to customer and service needs.  
 

2 Increase New Tenant visits: 
The panel recommends there is a more 
structured approach to Housing Officer 
visits for new tenants. 

• Visit 1 – Settling In visit at 6 weeks 
• Visit 2 – Checking In visit at 12 

weeks 
• Visit 3 – Checking In visit at 6 

months 
 

The panel feels these visits would provide 
for earlier intervention by HOs and reduce 
the risk of tenants breaching their 
tenancy agreement including flagging up 
any issues tenants may have. 

Recommendation partially agreed. This process is currently being 
reviewed with the Tenancy Sustainment Officers being part of the new 
tenant check ins within the first week, to help early identification of 
vulnerabilities. All tenants will receive a 6 week visit, but for vulnerable 
tenants it may be more frequent to reflect individual needs.  
 
Discussed with panel that a blanket requirement of 12 week and 6 
month visits may not be best use of staff time. For those tenants who 
require further visits this will be done on an individual needs basis. 
However, it was agreed to pilot a 12 week phone call check in for all new 
tenants. 
 
It was also advised that Homemaster will be able to provide reminders 
for staff when visits are due and will show progress on their dashboards 
and allow for better management monitoring. 

DR November 
2026  

3 Existing Tenants & Biannual visits: 
The panel recommends MHA ensure 
Housing Officers visit all tenants at least 
every two years, using an agreed 
checklist, which will be used as evidence 
of the visit and any issues raised 
(including no access or response from 
tenants flagged on the IT system). 

Recommendation agreed. Housing Officers should already be 
carrying out biennial (every two years) visits, but we recognise that at 
present this has not been taking place due to other work priorities. 
Moving to Homemaster will reduce admin burden on officers enabling 
more time for patch based work such as these visits. Discussed with 
panel that due to the backlog of now overdue visits a plan needs to be 
developed for how backlog is addressed, with gradual catch up over a 
number of years. An implementation plan will be developed and visits 
will commence once Homemaster is in place.  

DR November 
2026 



MHA Tenant Scrutiny Panel Report – May 2026 
Recommendations & Management Responses 
 

Ref Recommendation Management Response 
SMT 
Lead 

Timeframe 

This should also be verified by the 
Housing Manager. 

 
 
 
 

4 Increase Registered Tenant 
Organisations (RTOs) and participation: 
The panel recommends more training is 
required in how to set up an RTO as this is 
a clear duty in their job description. This 
could be done in-house via the 
Community Regeneration Team. HOs 
need to be more proactive in engaging 
with tenants and encourage RTO 
participation. Any barriers to forming one 
faced by tenants such as childcare 
should be addressed by HOs. 

Recommendation agreed. Discussed with panel that the Creating 
Thriving Communities project will help identify any stock areas where 
tenants would be keen to establish groups, either formal RTO or less 
formal groups. HOs in relevant areas would be then be suitably 
retrained to support the setting up of an RTO or less formal group, with 
the support of Managers in the team. 
 
Following discussion, agreed with panel that the Association will seek 
to learn from other RSLs how they achieve higher satisfaction with 
opportunities to participate. 
 
Also, that newsletter articles about RTOs could be redrafted to make 
clear that tenants themselves can decide to form an RTO 

DR 
 
 
 
 
 
 
JS 
 
 
 
DR 

December 
2026 
 
 
 
 
 
August 2026 
 
 
 
July 2026 

5 Close Inspection Checklists: 
The panel recommends that dedicated 
time should be set aside to do proper 
close inspections. 
We recommend that: 
(i) Property-specific Checklists are 

created (not generic) as MHA have 
numerous property types. 

(ii) The Scrutiny Panel and local RTOs 
are consulted to ensure these 
checklists are fit for purpose. 

Recommendation agreed. Discussed with panel that the overall 
recommendation of dedicated time is agreed. However, we are 
currently developing a single checklist within Homemaster covering 
close and area around the home. By having one checklist integrated 
within Homemaster this will mean tasks such as raising any repairs can 
be automated, officers will be prompted to complete the potential 
investment project form for any large works they identify. Staff and 
managers Homemaster dashboards will give oversight of any 
outstanding issues and managers will be able to identify themes or 
issues across different property types. Agreed panel will be consulted 
on the development of this form. 

CD 
 
 
 
 
 
 
 
 
 
 

August 2026 
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Ref Recommendation Management Response 
SMT 
Lead 

Timeframe 

(iii) Better monitoring and oversight by 
management of HOs regarding 
this. 

(iv) Recorded signed checklists in 
every close. 

(v) If a problem/issue is identified 
there should be proof of the action 
taken to resolve it. 

 
The Estate Management Procedure is currently also being reviewed and 
will cover these areas. This will include roles and responsibilities and 
the role of the Contract and Compliance team audits. 
Signed checklists will be included in each close for the Housing Officer 
as part of the new estate management procedure. 

 
CD 

 
August 2026 

6 Area / Patch Inspection Checklists: 
The panel recommends that a dedicated 
time should be set aside to do proper 
area/patch inspections. 
We recommend that: 
(i) Area / patch specific Checklists 

are created (not generic). 
(ii) The Scrutiny Panel and local RTOs 

are consulted to ensure these 
checklists are fit for purpose. 

(iii) Better monitoring and oversight by 
management of HOs regarding 
this. 

(iv) Recorded signed checklists are 
filed in new IT system, and if 
something is identified, there 
should be proof of the action 
taken to resolve it (and 
flagged/reasons if not resolved). 
 

Recommendation agreed. Actions will be taken forward as part of 
recommendation 5 above. 

CD August 2026 
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Ref Recommendation Management Response 
SMT 
Lead 

Timeframe 

7 Follow up close and area/patch 
inspections: 

(i) All HOs required to follow up 
any close and area repairs 
identified during inspections to 
ensure issues are 
resolved/completed. 

(ii) Proactive monitoring by 
Housing Managers so there is 
consistency in approach by all 
Housing Officers and 
improvements are achieved 
across all Maryhill areas. 

(iii) Both HO and Housing 
Managers check with relevant 
departments for completion of 
works/or updates are obtained. 

Recommendation agreed. The development of the Homemaster 
dynamic form set out at recommendation 5 above, will enable 
automation of processes, including CX Feedback updates being auto 
generated to the customers as repairs progress. Homemaster 
dashboard will give managers oversight of any outstanding issues.   

CD August 2026 

8 Local Area Improvements: 
Only 25% of Housing Officers have ever 
been involved in an Annual 
Neighbourhood Plan 
and only 25% have submitted potential 
investment works for consideration in the 
community through an RTO. 
50% have never been involved in an 
Annual Neighbourhood Plan. 
 
The panel therefore recommends: 

Recommendation partially agreed. The Association no longer uses 
Annual Neighbourhood Plans. Housing Officer job descriptions to be 
reviewed and reference to these removed.  
 
Discussed with panel that Housing Officers can raise any potential 
investment works through existing form, these are then considered 
weekly at Property meetings and smaller items taken forward by 
Property Team with larger projects taken forward by Investment Team. 
As per recommendation 5 including a prompt to the investment form in 
the estate inspection checklist will help remind Housing Officers that 
they can raise investment proposals. 

DR 
 
 
 
CD 
 
 
 
 
 
 

September 
2026 
 
 
August 2026 
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(i) Quarterly meetings between the 
Investment team and all Housing 
Officers are established. 

(ii) HOs bring investment suggestions 
(including photos/evidence) from 
their inspections (including 
suggestions from RTOs and 
tenants). 

(iii) Be encouraged to make 
suggestions for improving the 
local area as part of the annual 
investment programme. 

(iv) Improve communication between 
all HOs and the Investment team 
staff. 

 
Rather than having quarterly meetings, it is agreed that Housing 
Officers be included in the annual investment planning process to 
capture their patch knowledge. 
 
Also discussed with panel that Housing Officers each have a £1000 
budget to use on their patch. Spend on these are monitored monthly 
and officers are encouraged to use these funds to address any small 
issues on their patch quickly.  

 
AD 

 
August 2026 

9 Supporting Vulnerable Tenants: 
Housing Officers estimated that 20% of 
their tenants have Additional Support 
Needs (ASN). Housing Officers depend on 
the Tenancy Sustainment Officers a lot, 
however they still spend a fair amount of 
time dealing with ASN tenants and this 
can be more on some occasions, and in 
extreme cases, a full day can be taken up 
by one individual. 
 
The panel recommends: 

Recommendation partially agreed. Discussed with panel that 20% 
vulnerability actually seems low based on our understanding of our 
tenants. Tenancy Sustainment Officers will support the most severe 
cases of vulnerabilities such as addictions and hoarding, but the TSOs 
service is in addition to and not replacing the Housing Officer role.   

(i) This may be possible to capture in Homemaster, however we 
need to consider GDPR and confidentiality and take further 
advice on this. We do have a staff alert register in place. 

(ii) Agree that we should re-establish fortnightly meetings with 
community police, this however would be done by the 
Housing Managers not Officers. 

(iii) Discussed with panel that Housing Officers working with 
vulnerable tenants is a core part of the role and we will not be 

 
 
 
 
 
DW 
 
 
DR 
 
 
n/a 
 

 
 
 
 
 
August 2026 
 
 
July 2026 
 
 
n/a 
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(i) Re-establish a shared 
Vulnerable Tenant List among 
Housing Officers so when they 
are on annual leave, sick leave, 
or depart the organisation, 
their colleagues (and 
managers) will know who/ why/ 
and how to keep essential 
contact with these tenants. 

(ii) Re-establish regular meetings 
between Police and all HOs as 
there is currently 
inconsistency. It’s important 
for all HOs to gain knowledge 
about what is happening in the 
local area (especially if they 
don’t live here) so they 
understand local’s concerns 
regarding anti-social and 
criminal behaviour. 

(iii) We recommend MHA carries 
out an assessment of time 
spent on the issue of 
vulnerable tenants and tries to 
alleviate this demand on HOs 
so they can concentrate on 
other aspects of their role. 

seeking to reduce this. The move to Homemaster will remove 
unnecessary admin from the role, freeing up officer time to 
be out on the patch more addressing issues flagged in 
recommendations 1 to 7. 

(iv) Since the time of the panel conducted their Housing Officer 
surveys, the Association has made the Tenancy Sustainment 
Officer roles permanent roles funded through rental income, 
these were previously temporary grant funded roles. 
Unfortunately, we do not have budget to further increase the 
staffing numbers but the Association will continue to seek 
available grant funds that could allow for additional tenancy 
sustainment staff. 

 
 
 
 
DR 

 
 
 
 
ongoing 
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SMT 
Lead 
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(iv) HOs expressed great 
admiration for the support they 
received from the Tenancy 
Sustainment Officers and state 
they provide a “fantastic 
service”, so the panel 
recommends MHA assess their 
current staff pool and within 
the current staff budget to 
increase Tenancy Sustainment 
Officers/Assistants. 

10 Additional Training: 
The panel identified through HO 
interviews that the following training 
would be beneficial, and we recommend 
this is done in-house by MHA 
departments: 
(i) Close cleaning contracts – 

(Compliance Officers) 
(ii) Landscaping/area contracts – 

(Compliance Officers) 
(iii) Signposting organisations for 

Vulnerable Tenants – (Community 
Regeneration team with regular 
updates) 

(iv) Welfare Rights – (Financial 
Inclusion Team with regular 
updates) 

Recommendation agreed. It was discussed that some of the training 
identified has already been delivered and where there are changes to 
legislation etc training is always delivered. It was agreed that we will 
develop a training plan for the Housing Officers, giving consideration to 
the specific areas identified by the panel.    
 

JS/DR September 
2026 
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Ref Recommendation Management Response 
SMT 
Lead 
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(v) Housing Policy and Legislation – 
(Senior Management with regular 
updates) 

(vi) FindMyHome – (IT department) 
(vii) Mid-markets – (Senior 

Management) 
(viii) Basic technical property terms – 

(Property Officers) to enable HOs 
to report repairs accurately when 
requested 

(ix) Registered Tenant Organisations 
(RTO) – (Community Regeneration 
Team) on how to set up an RTO / 
tenant participation 

(x) Review Staff Onboarding/ 
Induction – (using existing HO 
knowledge to identify gaps / be 
more comprehensive) 

 
Some HOs stated that communication 
could be improved, and relevant and 
appropriate training could help to 
improve team working. 
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SMT 
Lead 
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11 Standardise HO reporting of repairs: 
When HOs were asked if they reported a 
repair on a tenant’s behalf when 
requested, 50% said yes, while over 30% 
said they didn’t. The rest said it depended 
on circumstances. There is inconsistency 
here, and a need for uniformity is 
required. 
(i) The approach to raising paperwork 

for a repair has to be consistent 
and standardised, (while 
acknowledging that flexibility is 
required for exceptional cases) i.e. 
a procedure that everyone follows 
like MyHome. 

(ii) HOs should ensure the tenant is 
satisfied with the repair as the 
panel believes this would reduce 
repair complaints and improve 
satisfaction with HO service 
delivery. Standardisation in 
approach is required. 

(iii) Housing Officers or Property 
Officers must follow up each 
repair to a satisfactory outcome 
for the tenant. 
 

Recommendation partially agreed.   
(i) It was discussed and agreed that refresher training on how 

Housing Officers should be raising repairs will be provided, 
both via MyHome (which pushes repair through to 
Homemaster) or on Homemaster directly – this will be 
captured in the action on recommendation 10. This will give 
standardised approach. 

 
(ii) Discussed that satisfaction survey is now auto generated via 

CX Feedback, so no need for Housing Officers to seek 
satisfaction information. 

 
(iii) Discussed that Homemaster repair process included 

automated updates for customers as the repair proceeds 
through the various stages. Therefore, it is not necessary for 
the Housing Officer or Property Officer to manually track and 
provide updates, making efficient use of time. 

 
 

 
CD/DR 
 
 
 
 
 
 
n/a 
 
 
 
n/a 

 
September 
2026 
 
 
 
 
 
n/a 
 
 
 
n/a 
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12 Review Housing Officer Job 
Description: 
The current job description has a very 
wide scope that requires time 
management to be efficient and effective. 
75% of HOs stated they managed their 
time efficiently, but 100% also said they 
take work home. 

Recommendation agreed. The Housing Officer job description will be 
reviewed and updated, but scope of job unlikely to change. 
 
Clarified with panel that “they take work home” meant officer reported 
that they sometimes work more than their normal hours. It was 
discussed with panel that one of the aims of the move to Homemaster 
is to remove time consuming admin duties, which will give officers 
more time for their core tasks. It was also discussed that the 
Association’s flexible working approach means staff are empowered to 
manage their own time, sometimes working longer days and at other 
times shorter days to keep the average hours within the contracted 
volume. Regular 1to1 check ins are held with staff with wellbeing and 
workload being standing agenda items, and staff are encouraged to talk 
to their line manager if they are struggling with their workload. 
 
It was agreed that the panel will speak with Housing Officers once 
Homemaster has been fully in place for a number of months to see 
what benefits are actually achieved 
 

DR 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
DR 

September 
2026 
 
 
 
 
 
 
 
 
 
 
 
 
 
May 2027 

13 Review Customer Advisor job 
description: 
A review of the Customer Advisor job 
description should be carried out to 
ensure it reflects the work carried out at 
present. For example, we understand they 
do not deal with voids, although this is 
included in the current job description. 
 

Recommendation agreed. The Customer Advisor job description will 
be reviewed and updated, however voids will remain in the job 
description as there can be occasions where the customer advisors 
can be involved in raising voids works order. 
 
 

CD September 
2026 



MHA Tenant Scrutiny Panel Report – May 2026 
Recommendations & Management Responses 
 

Ref Recommendation Management Response 
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14 Job title becomes Customer Enquiries 
Advisor: 
(i) Tell tenants what this team does. 

There has been Customer Contact 
Team, Customer Experience 
Advisor, Customer Advisor, none 
of which tells us what they do and 
leads to confusion. 

(ii) We recommend the job title and 
MHA email match to give 
consistency and clarity for 
tenants. Stop jargon. 

Recommendation agreed. 
Senior staff recognised the panel’s point that the current job title might 
not make it clear to customers what this team does, however senior 
staff felt the suggestion of Customer Enquiry Advisors did not reflect 
the full scope of the role either. It was agreed that the Chris will give this 
some thought and discuss other options with the panel. 

(i) A relaunch of the Customer Experience service will be 
carried out, via newsletter, website, social media and CX 
Feedback. 

(ii) Job title and email to be synchronised 

 
CD 
 
 
 
 
CD 
 
 
CD 

 
July 2026 
 
 
 
 
August 2026 
 
 
August 2026 

15 Assess and tailor staff numbers to 
ensure there is adequate cover at busy 
times, such as start of the week and 
after public holidays: 
The panel recommends MHA tailor the 
number of staff, especially at busier 
periods, to reduce waiting times for 
tenants and customers. 
When asked “Do you ever feel 
overwhelmed?” Customer Advisors 
responded that when the team is not at 
full capacity, they can feel overwhelmed 
particularly when: 
- Dealing with office visits by tenants at 
the beginning of the month when rent is 
due. 

Recommendation agreed. 
Discussed with panel that we already do have workload planning in 
place more staff on at busy times, to ensure we tailor tasks to respond 
to peaks and troughs. 
 
Also advised that the new Netcall system being implemented in July 
has built in work force management module (WFM) to allow for better 
management.   

 
n/a 

 
n/a 
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- Phone call loads are also intense at this 
time and can be stressful. 
 

16 Skeleton staff trial over Christmas / 
New Year period: 
Customer Advisors said they are very 
busy after the Christmas and New Year 
holidays. Weather-related repairs such as 
frozen pipes, storm damage etc. occur 
during these colder months.  The panel 
recommends MHA: 
(i) Trial a skeleton staff during this 

holiday period to reduce workload 
in early January. 

Recommendation not agreed. 
Discussed with panel that due to EVH terms & conditions this wouldn’t 
be possible, without consultation with staff, and even if consultation 
resulted in agreement to change, it would only allow for two days in 
between Christmas and New year to be worked as the rest are EVH 
designated public holidays.  
 
In addition, as contractors tend to shut down over the period, apart 
from delivering emergency repairs service, having Association staff 
working in between Christmas and New year would not result in any 
other repairs being actioned than currently done via the emergency 
phone line option. Therefore, it is unlikely to result in a better service to 
customers. Panel were also advised that any emergency situations, 
such as flooding requiring tenant to be decanted to hotel, have always 
been dealt with by designated senior staff who are contactable at any 
time out of hours by the emergency repairs contractors. 
 

 
n/a 

 
n/a 

17 Enable more flexibility around the 90 
second delay between calls: 
Customer Advisors said some calls are 
straightforward and they would like to 
answer the next call more quickly. 
However, an opportunity to wait longer 
than 90 seconds to “catch their breath” 
would be 

Recommendation agreed. 
With the introduction of the new Netcall system, advisors will be able to 
select ‘Available’ status when ready to move on to next call, this could 
be immediately if they feel able or they can set status to need more 
time if had a difficult call and need some downtime to recover. Advisors 
can also add the manager to the call via ‘call whispering’ option, to 
enable the manager to provide live support and assistance to the 
advisor during more difficult calls.  

 
CD 

 
July 2026 
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welcomed after dealing with difficult and 
challenging calls. 
Customer Advisors demonstrated during 
the workshop they had good skills and 
understanding in dealing with irate 
customers on a wide range of issues and 
showed a good understanding of their 
client group. 

18 Additional icons for reporting repairs in 
My Home Customer Portal: 
Customer Advisors said tenants call MHA 
because there isn’t an appropriate or 
suitable icon in the My Home Customer 
Portal that adequately represents their 
repair. 
The panel strongly supports this 
suggestion and would like MHA to seek 
feedback from the team and customers 
to establish what additional icons are 
needed. 
This would save tenant and Customer 
Advisors’ time while also providing clarity 
to external contractors to get the repair 
done right first time. 
 
 
 

Recommendation agreed. 
This will be taken forward to identify with the team any missing icons. 
Panel were also advised that there is a feedback tool contained within 
My Home that will allow specific feedback on any missing or icons or 
improvements to be flagged. A refresher on how to use this tool will be 
provided.   

 
CD 

 
September 
2026 



MHA Tenant Scrutiny Panel Report – May 2026 
Recommendations & Management Responses 
 

Ref Recommendation Management Response 
SMT 
Lead 

Timeframe 

19 Customer Advisors visit all MHA 
property Types: 
The panel recommends all Customer 
Advisors are given the opportunity to see 
all MHA property types (when voids are 
available for inspection) so they can have 
a good understanding of the different 
varieties and types. This would enhance 
knowledge and understanding when 
logging repairs. 

Recommendation agreed. 
This can be staggered over Wednesday afternoon’s when the office is 
closed and when voids are available. This will be after the Homemaster 
implementation as currently Wednesday afternoons are reserved for 
Homemaster testing and training. 

 
CD 

 
November 
2026 

20 Clearer lines of communication among 
MHA, external contractors and tenants: 
Frustration was expressed by the team 
regarding communication between 
contractors and tenants. Contractors 
make promises/statements to tenants 
that are not followed through, and this 
causes confusion. 
The contractor should inform MHA first if 
follow up work is required and not make 
promises directly to tenants as MHA staff 
have no idea what tenants have been 
told. 
It should then be the responsibility of 
MHA to contact tenants to relay follow up 
information. 

Recommendation agreed. 
In principle, yes senior staff agree with this recommendation, however 
the specific findings appear to relate to the time when Bell was first 
bedding in, so no action required as processes already in place and 
being monitored. 
 
Contractors should not be making arrangements with tenants that are 
not also communicated to the Association. There is a process in place 
that requires the contractor to ensure that follow-up work orders are 
passed to Customer Experience Team to review the request, book in job 
with customer and confirm the appointment date. 
 
Bell’s performance is managed and tracked on a monthly basis and is 
reviewed at the monthly operational meeting. 

 
n/a 

 
n/a 



MHA Tenant Scrutiny Panel Report – May 2026 
Recommendations & Management Responses 
 

Ref Recommendation Management Response 
SMT 
Lead 

Timeframe 

It was noted during the workshop there 
were “teething” problems with Bell 
contractors. 
The panel requests MHA evaluate Bell’s 
performance over the period October 
2025 - March 2026 to gauge if there has 
been improvement in performance. 

21 Improved management and monitoring 
of all contractors: 
The panel would like to commend the 
introduction of the Compliance Team to 
oversee and keep a watchful eye on the 
contractors particularly for the close 
cleaning and estate management. The 
panel would like MHA to draft reports on 
the performance of contractors such as 
Bell, CAS and Ramora to see if 
improvements have been achieved by the 
Compliance Team and whether there has 
been a reduction in complaints to the 
Customer Contact Team. This would 
require some monitoring or recording of 
these types of complaints to see if they 
fall as the contractors improve their 
performances. 
 
 
 

Recommendation partially agreed.   
Discussed with panel that we have a contract management framework 
in place that the contract managers follow, which includes regular 
monitoring meetings with contractors. It was noted that contract and 
compliance team don’t oversee the Bell contract.  
 
Discussed with panel that we wouldn’t necessarily see a reduction in 
complaints when appointing a contractor however if a contractor 
wasn’t performing we would progress through the management 
framework. Example given of recent decision to mutually agree to end 
the CAS Cleaning contracts, information gained from customer 
complaints helped in this process and the effective use of the contract 
management framework enabled a speedy conclusion. 
 
It was agreed that a summary report on contract performance will be 
provided for the panel. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
CD 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
July 2026 
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22 Adopt Customer Advisor Suggestions: 
At the end of the workshop Customer 
Advisors offered suggestions on how MHA 
can improve communication to tenants. 
These were: 

• Feedback surveys should be 
conducted sooner after service 
received 

• Increased use of social media 
• Text messages to seek satisfaction 

information 
• Text reminders for appointments / 

work being carried out, delays etc 
• Listen more to tenants 
• Ask tenants if the communication 

options available work for them, 
what method they have used, what 
method they prefer 

• Call tenants back to advise of 
progress / status of issue they initially 
contracted MHA about 

• Just ask if everything is okay, when 
tenants are on a call 

The panel considers these as reasonable 
suggestions and they would not be 
difficult to adopt. 

Recommendation partially agreed.   
It was discussed with panel that many of the points being made by the 
team are already in place or are planned, for example: 

• CX Feedback text message surveys are triggered automatically 
as soon as the work order is marked as complete.  

• Text reminders for appointments / work being done / delays is 
now in place – for Bell only but will also be incorporated into the 
new Heating Contract.  

• Communication preferences will be collected in upcoming 
Creating Thriving Communities surveys. These will then be 
stored in HomeMaster / Netcall to enable these preferences to 
be used. 

• Asking if everything is OK is context dependant however a 
summary/recap, ‘Anything else I can help you with’ is part of the 
call evaluations which are monitored and scored through by 
Customer Experience Team Leader.  

 
 
 
 
 
 
 
 
CD 

 
 
 
 
 
 
 
 
October 
2026 
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