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When you become a tenant of Maryhill Housing Association (MHA), you will have signed a tenancy
agreement. This is a legal contract which sets out your rights and responsibilities as a tenant and the
Association as your landlord. By signing the contract, you have agreed to all the terms and conditions set
out in the agreement.

Most tenants will be given a Scottish Secure Tenancy (SST) and there are some circumstances where you
will be given a Short Scottish Secure Tenancy (SSST). You can obtain further advice and information about
the different tenancies and your rights from organisations such as Shelter, Citizens Advice or by obtaining
legal advice.

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 four weeks and if your house will be unoccupied during that time. Failure to advise us of your
intention to be away for more than four weeks may result in us starting the abandonment process to
recover your home.

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

Ending your tenancy

If you wish to end your tenancy, you must give us 28 days’ notice in writing that you want to do so. 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, it should be empty, clean and free from any damage, unauthorised
alterations or rubbish. Details of the end of tenancy property standard maryhill.life/lettingstandard
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With our permission, you may be able to pass your tenancy and tenancy rights to another person, known
as the assignee.

The assignee must have been living in your home for at least 12 months for the application to be
considered.

If you want to pass your tenancy to another person, you must ask for permission in writing, providing
details of the person you would like to take on your tenancy.

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.

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 the Department for Work and Pensions (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.




Mutual Exchange

With our written permission, you can swap
tenancies with another housing association or
local authority tenant. Once you have found a
tenant that you would like to swap tenancies
with, you should apply to the Association.

You cannot exchange homes until you receive
permission from the Association.

If your request to exchange a property is not
approved, we will tell you why your request has
been refused. Examples of why we may refuse
permission are listed below:

The property may be overcrowded or under
occupied.

Your property may be designed for tenants
with specific needs, e.g. a wheelchair adapted
home.

This means that when you die, your tenancy may be transferred to another member of the household.

A joint tenant, husband, wife or civil partner of the tenant who has died, may be able to take over the
tenancy if it was their main home at the time of death and they will be given priority for consideration over
any other member of your household to succeed the tenancy.

Alternatively, if there isn’t an eligible joint tenant, husband, wife or civil partner, another family member of
the household, e.g. a child, who resided in the property at the time of the tenant’s death may be able to
take over the tenancy afterwards.

In some cases, a carer may be considered to succeed the tenancy.

The Association must be satisfied that anybody applying to succeed a tenancy was living in the property
at the time of death and it is therefore very important that you tell us who is living in your property and
when there are any changes to who is living in the property.

The Association will also consider how long anybody applying to succeed a tenancy has lived in the
property as there are specific timeframes that must be met.

Failure to inform the Association of who is living in your home will affect any future applications for
succession.

The Association may refuse an application to succeed a tenancy if there is no proof that the applicant
resided in the property or did not reside in the property for a long enough period, if the property is
adapted, e.g. wheelchair accommodation, and there is no need for that type of accommodation, we will
explain why you cannot succeed the tenancy.

All applications to succeed a tenancy must be made in writing.

For further information on succession, please contact us.
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Transferring to another home

If you would like to transfer to another Maryhill
Housing property, you can register an online
application on Find My Home (findmyhome.org.uk).

Your transfer application will be assessed, and you
will be awarded a band depending on your current
circumstances and your reasons for moving to
another property.

To be eligible for a transfer to another property, your
home must be kept in good condition, clean, free
from any damage to the fixtures and fittings and
should not have any unauthorised alterations.

Within 8 weeks of submitting a transfer application,
we will contact you to arrange an inspection of your
home to ensure that you have met the terms and
conditions of your tenancy.

Following the inspection, we will tell you if your
property has passed or failed the inspection and if
your property has been assessed as failing, we will tell you what steps you need to take to address any
concerns raised during the inspection.

A transfer leaflet and details of the inspection can be found at maryhill.life/transfers.

If you or members of your household have been involved in anti-social behaviour or you have rent arrears,
this may affect your eligibility for a transfer to another property.

Paying Your Rent

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

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

Most of our 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. This can be set up via our online portal
‘My Home’, phoning us or by calling into the office.

Phone and online

Regular or one-off card payments can be made at www.allpay.net or by calling allpay on

0330 0416497, calling our Customer Experience team or by logging into your ‘My Home’ account at
selfservice.maryhill.org.uk. We can also send a link to your mobile phone which will allow you to make
an online payment.

« Using an allpay payment card
Tenants can be issued with an allpay card on request which they can use to pay their rent. The card
can be used at any location displaying the Pay Point sign or at any Post Office. You can pay using
cash and debit cards and will be given a receipt of your payment.
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Rent Arrears :

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 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 are 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 MHA, please speak to us straight
away so that we can start to work with you to put help in place.

If you are in receipt of Universal Credit and unable to inquire about your payments or report a change in
circumstances through the portal, you can contact the DWP by calling 0800 328 5644. If you receive
Housing Benefit, you can report any change of circumstances to Glasgow City Council via their website at
glasgow.gov.uk or by 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 your application. We can also explore other types
of support that may be available to help you with your rent payments or other household bills.

‘Maryhill Helps’ - Supporting You

as a Tenant of Maryhill Housing

~0 -
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Maryhill helps was launched in 2025 as a platform to bring together all the help f %l' “ >'\ °

and support services provided to the customers of Maryhill Housing and the
wider community.

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 its worth
taking a look at what is on offer.

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

Remember - we are here to help.

You are responsible for insuring your possessions, including carpets, flooring and curtains against fire,
theft, burst pipes and other household risks. We are responsible for insuring the building only.

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

We believe that domestic abuse is unacceptable and should not be tolerated.

If you are suffering from domestic abuse, you can talk to us in confidence.

We are 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.

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

We will also implement practical measures to improve the safety and security of the home, such as
additional locks, safety door chain etc

We know that it may be difficult to contact us or find a suitable time to talk and a there may be a need to
keep things confidential. Email us on enquiries(@maryhill.org.uk for further information and advice.

Anti-Social Behaviour

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

By signing your tenancy agreement and good
neighbour 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 our 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.
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 us.

We will investigate all complaints of antisocial behaviour and take appropriate action to address
behaviour which is having an impact on tenants.

If necessary, we 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 evict.

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

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

We 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 our Pet Policy (maryhill.life/petpolicy).

Common Closes

If you live in a block of flats with a shared entrance, we 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.

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

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 in the common
close.

All closes should be kept clear of 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 cormmunal areas, we 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 belonging to the Association 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 and animal faeces, and the grass must
not be overgrown.

The Association is not able to 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
erecting a shed, installing decking, slab areas, putting down artificial grass etc.

Gardening Service

Where the Association has open spaces of planted areas, grass and hard standing areas, landscape
contracts are in place to maintain these.

The areas are inspected regularly to ensure that they are being maintained by the Association’s contractor.
If you have any concerns about any of the open spaces belonging to the MHA, please contact us.

Some open spaces around our properties are owned and maintained by Glasgow City Council rather than
by us.

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

You are responsible for keeping bin stores and bin areas clean and tidy by disposing of your rubbish in the

appropriate bin.

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
the night before your bulk collection date.

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 our website
(maryhill.life/bulkuplift) and on notices in your stair
well.
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Play parks

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

A weekly inspection of the play parks is carried out by
the Association’s caretakers who will organise any repairs
identified and ensure that 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 play parks, and we ask for your
cooperation in keeping play parks dog free.

Car Parking

On-site car parking is provided at some of the Associations
estates and developments for the use of residents living in
those properties.

It is important that you 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. B

Any vehicles parked in one of the on-site car parks must be taxed, and any vehicles registered as
SORN or unroadworthy vehicles are not permitted to be parked in any of the on-site car parks.

Lorries, large commercial vehicles, caravans, motor homes, boats or similar vehicles are not permitted
in any of the Association’s car parks. You must not carry out any vehicle repairs in any of the on-site 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
our 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 our Customer Experience
team on 0141946 2466.

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

Our 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 we 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 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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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.

12

Routine repairs

If your repair does not pose an immediate risk to
your health and safety or is not materially affecting
your comfort or convenience, we 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:

Fencing

Doors and windows !
Floors

Kitchen fittings and other minor issues

Other repairs

These are repairs which will generally require different trades such as 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 unsuccessful visit.

The law requires the Association to operate a Right to Repair policy, whereby, if certain types of work is
not carried out within the agreed timescale, tenants could qualify for compensation. When you report
a repair, you will be told if the repair qualifies for ‘right to repair’ if the repair is not carried out within the
target timeframe.

For further information on ‘right to repair’ please contact us.

Lingering 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 the tenant for a return visit if necessary.
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Chargeable repairs

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 chargeableincludethefollowing, but are not
limited to:

- Deliberate damage
This is where the work is required either inside 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 rather than a specific act of damage.

The Association recognises that it is important to distinguish between normal wear and tearand
neglect.

+ Lock Changes
An increasing number of tenants are losing keys and contacting us 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 on to the tenant. We will normally ask for the cost of the lock change to be paid for
upfront before the locks are changed.

Please keep your keys safe and leave a spare set with a trusted friend or relative.

Maryhill Housing Association | Tenant
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Alterations and Improvement

You must obtain our written permission before making

any alterations or improvements to your property. You will /
need to give us details of the work that you want to do, L =
who will be doing the work and whether permission from
the planning department is required. We will not normally
refuse permission unless it will make the property less safe,
decrease its value, or result in additional maintenance costs.

If you do decide to carry out an alteration or improvement
which has been approved by the Association, you may

be entitled to get compensation for certain types of
improvements at the end of your tenancy. Examples
include:

Installing a new bathroom suite
Fitting a new kitchen

The amount of compensation paid will depend on how
long ago you carried out the improvement and the cost of
the actual work. Some aspects of the improvement work
may not be eligible for compensation. Further advice can
be obtained by contacting the Association.

Adaptations

If you or a member of your household is disabled or have serious health issues, we may be able to adapt your
home free of charge so you can live in it safely and independently. Adaptations can range from grab rails to
level access showers.

Please note that you will need to be assessed 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 housing officer, GP or you can self-refer
on Glasgow City Council’s website (maryhill.life/gccadaptations).

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

Gas Safety Checks, including Carbon Monoxide. -  Asbestos.

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

We provide some hints and tips on general home safety to ensure that your home is as safe as possible.
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Complaints

We are commmitted to delivering a great service and to keep improving. 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. 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 Scottish Public Service Ombudsman (SPSO). The SPSO isan independent, impartial
and free service for social housing residents, and makes the final decision on disputes between tenants
and landlords.

We want to make it as easy as possible to make
a complaint about our services andthey can be
made in any of the following ways.

In person at one of our 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

Please see our Complaints Policy
(maryhill.life/complaintspoli
and leaflet for further info
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Serious Concerns

If you and a group of other tenants have a serious concern about the way in which your homes are
managed or the services provided do not comply with regulatory or legal requirements, you can
report these concerns directly to the Social Housing Regulator (SHR). The SHR oversees and regulates
housing associations to ensure that the services they provide meet with all of the regulatory and legal
requirements.

Further details on serious concerns and how concerns that are reported are responded to can be found at
maryhill.life/shr

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.

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

policy.
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Neighbourhood Team

The Neighbourhood Team provides a range of services for people living in the Association’s homes.

They provide a 24-hour concierge service, every day of the week, for customers who live in our multi-storey
flats. This includes:

Cleaning common areas in the buildings
Carrying out regular patrols
Monitoring and managing the CCTV

The team also looks after some of our other outdoor shared areas. They provide services such as:

Removing bulky rubbish
Landscaping and general outdoor maintenance

If you live in one of the multi-storey blocks, you can contact the team through the intercom or by visiting
their office at 29 Glenavon Road. They are there to help with any problems or concerns you may have.

Your Housing Officer

Our housing officers are responsible for managing our properties and supporting our tenants.

For more information on our Housing Management Team and to find out who the Housing Officer for
your area is, please visit maryhiII.Iife/housingofficers
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HOUSING

Getting in Touch

For queries, please contact us using the details below:

Tel - 0141 946 2466
Email - enquiries(@maryhill.org.uk
N 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 Housing.
Visit our website at maryhill.org.uk for more information on our services. Keep copy of your tenancy agreement
safe as this sets out your rights and responsibilities as a tenant of the Association.

If you need this document in another format or language, please email translate(@maryhill.org.uk
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