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IMPROVING
YOUR HOMES
At Maryhill Housing, we’re
committed to creating, managing
and improving places where people
love to live, work and play.
Our investment programme is
undertaken
following
careful
planning to ensure that we target
the properties where work is most
needed.
In 2018/19 we carried out just under
£3m worth of planned maintenance
and major repairs to a variety of
properties including:-

Gas Boiler Replacements
Over 170 new boilers and radiators
were
replaced
throughout
customers’ homes by our contractor,
Everwarm. These new A+ rated
condensing boilers are very energy
efficient and will ensure homes
stay warm and provide hot water on
demand.

Kitchen/Bathroom
Replacements
Around 100 homes received new,
custom kitchens and bathroom
suites including new wall tiling, floor
coverings and smoke alarm and
heat detector upgrades.

Stonework Repairs

will now begin to focus on entrance
The remaining urgent stone repairs improvements to these blocks (more
to the blocks at 40-48 Hathaway information on this in the 2019/20
Lane have been completed and we programme on the next page).

Re-Roofing of Sandstone Tenements
Five properties at Shannon Street were fully re-roofed following
detailed roof inspection surveys last year. The work included the
safe removal of old asbestos and will ensure that the properties
remain wind and watertight.
Before (inset, below) and
after (main pic) the re-roofing
works at Shannon Street.

Our 2019/20 Investment Programme
(Continued from front page)
The below table details our programme of planned improvement and investment works
for 2019-20. We have taken on board feedback from our 2018 Customer Satisfaction Survey
(see page 8) and included works to tackle both fuel poverty and environmental concerns.
Air Source Heat Pumps - Glenavon
Pilots

As part of our long-term investment plan to provide all
electrically-heated properties within the mini and multi storey
blocks with a new renewable system, 4 pilot properties will be
selected to have the air source system installed. A further 3
pilot properties will have new, more efficient electric heaters
(with improved controls) installed.

Air Source Heat Pumps – 266
Cumlodden

Installation of new air source heat pump systems to all
properties.

266 Cumlodden Foyer Upgrades

Refurbishment of the entrance foyer, including new lighting
and new doors. Customers will be invited to a consultation
day to discuss the designs.

266 Cumlodden
Kitchen Replacements

New kitchens for certain properties requiring replacements.

266 Cumlodden
Bathroom Replacements

New bathrooms for certain properties requiring replacements.

266 Cumlodden Electrics (Rewires)

Rewiring (electrics) for certain properties requiring
replacements.

Cumlodden Estate Front Doors
(delivered over 2 years)

Replacement external doors for properties on the walkway
decks.

Cumlodden Estate Windows
(delivered over 2 years)

Replacement windows for all properties and common areas.

Bilsland Court Windows and Door Replacement

Replacement windows and doors for all common areas.

Eastpark
Environmental/Back Courts

Construction of new bin stores and hard landscaping.

High Ruchill Retaining
Wall Replacement

Re-building of badly damaged retaining walls to four-in-a-block
properties.

Hathaway Lane Back Court Canopies

Construction of new entrance canopies, bin and drying areas
plus hard landscaping for numbers 39, 40 and 48.

Various Kitchen Replacements

New kitchens for certain properties requiring replacements.

Various Bathroom Replacements

New bathrooms for certain properties requiring replacements.

Boilers

New gas central heating boilers for certain properties requiring
replacements.

EESHH* Insulation Programme
External wall insulation for certain tenements with poor levels
(*The Energy Efficiency Standard for of insulation.
Social Housing)
EESHH* Minor Works Programme
Loft insulation top-ups, insulation jackets on water tanks and
(*The Energy Efficiency Standard for the fitting of energy efficient light bulbs to meet standards.
Social Housing)
Showers - The Locks
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Installation of showers to existing baths in the Locks
development.
Maryhill Housing Association

North Glenavon
Community Hub
Work is currently underway to build a new
Community Hub in North Glenavon. The Hub will
be situated below 29 Glenavon Road and will host
a range of local services to support the community
including digital inclusion classes and ESOL
(English as a Second or Other Language) classes.

The new facility will also provide social space
access for people of all ages. To keep up to date
with information about the on-going regeneration
of North Glenavon and events taking place in the
Community Hub, please visit our website, like our
Facebook page or follow us on Twitter.

Members of the Glenavon RTO inspecting the new Community Hub.
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Journal Updates
We recently wrote to customers to advise of the new
rent charges from April 2019. If you receive Universal
Credit, you must report your rent and eligible service
charge to the Department for Work & Pensions (DWP)
between 1st April and your April payment date. If you
report this change late it will be applied from your next
assessment period.
As with all changes in circumstances, you can report a
change in your rental charge through your journal. Simply
select the option ‘Report a Change in Circumstances’
from the home screen and then update your housing
costs from there.

Tenant Service
Improvement Group –
Annual General Meeting
The Tenant Service
Improvement
Group (TSIG) will
be holding their
Annual
General
Meeting
(AGM)
on Monday 13th
May 2019 at Shakespeare Street Youth Club, 95
Shakespeare Street, Glasgow, G20 8LE at 7pm. All
tenants are welcome. If you would like to attend,
please RSVP to TSIGmaryhill@mail.com

You Said, We Did
How we are responding to feedback from customers:
You Said:
One customer was
unhappy that they did
not receive any advance
notice that a contractor
would be attending to
paint their close.

We Did:
We spoke to our
contractor and
reminded them that all
residents within a close
should be notified in
writing prior to works
starting.

You Said:
One customer raised
concerns about our complaints
handling procedure and the
timescales we use.
We Did:
We have made a
change to our computer system to ensure
complaints are responded to within our
publicised timescales – 5 working days for
frontline complaints and 20 days for
more serious investigations.
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You Said:
One customer
complained about
the standard of repair
works carried out by a
contractor.

We Did:
Our Head of Property
inspected the property
in question and
proposed a course of
corrective action which
was then completed to the
customer’s satisfaction.

You Said:
A tenant complained
that the new tiling in their
kitchen was affected by the
installation of their new
boiler.

We Did:
We are now
planning all of our
investment programmes
to ensure that, where different
works are needed in a customer’s home,
these are co-ordinated to make sure
there is no unnecessary disruption.

Maryhill Housing Association

Cumlodden RTO
• Helping to report fly tipping and
bulk waste.
• Participating in a community
consultation
with
Maryhill
Housing and Glasgow City Council
in order to make the stairs from
Cumlodden Drive to Viewmount
Drive safer. It was agreed that the
stairs would be returned back to
parkland and the Council would
then adopt it and maintain the
area.

In the last six months the
Cumlodden RTO has been
instrumental in helping
Maryhill Housing make
improvements around the
Cumlodden estate.

Some of the actions they have taken
recently include:

• Working with Maryhill Housing
to improve the navigation and
signage on the estate. Some
new signs will be installed in the
coming months.

• Going on a tour of the estate
with local councillors in order to
identify problem areas and agree
a plan of action.

• Working with Glasgow City
Council’s Environmental Task
Force and carrying out a litter pick
on a very wet day (see picture).

Maryhill
Housing
Fight Against
Everwarm
Food
Flytippers! Donations
Maryhill Housing staff recently caught a van driver
dumping rubbish in Cumlodden Drive. CCTV footage
was supplied to Glasgow City Council’s Environmental
Task Force (ETF).

The rubbish was quickly removed and the driver
received a £200 fine. You can report issues including
littering, dog fouling, graffiti, fly posting and fly tipping
to the ETF directly by calling 0300 343 7027, using
the MyGlasgow app or via Facebook (Envtaskforce) or
Twitter (@theenvtaskforce).
Spring 2019 Newsletter

A huge ‘thank you’ to one of our contractors, Everwarm,
for donating a large volume of food to us in advance
of the Christmas period which we used to create food
hampers.
Our Financial Support Team and Housing
Officers identified those most in need and
ensured that the hampers were delivered
prior to Christmas – a lovely way to help out
some of our most vulnerable tenants.
5

Right to Repair
Under the Housing (Scotland) Act
2001 tenants have the right to have
certain repairs carried out within
specific timescales.
The scheme covers certain repairs
up to the value of £350. These are
known as ‘qualifying repairs’. When
you call to report a repair, we will
tell you if your repair is a ‘qualifying
repair’ or not.

List of Qualifying Repairs
MAXIMUM NO.
OF DAYS TO
COMPLETE
REPAIR

REPAIR
Blocked flue to open fire or boiler
Blocked/leaking foul drains, soil stacks, toilet
pans (where there is no other toilet in the
property)
Blocked sink, bath or basin

1

We will also tell you the timescales
for the repair (including the deadline
by which the repair must be done).
Please see the table opposite
for more details. If the repair is a
‘qualifying repair’ and we fail to carry
it out on time, you can arrange for
the repair to be completed by an
alternative contractor. To be eligible
you must use a contractor from our
approved list of contractors. You will
also be eligible for compensation
if we fail to complete a qualifying
repair on time.

Complete loss of electric power

1

Partial loss of electric power

3

Insecure external window, door or lock

1

Unsafe access path or step
Leaks or flooding from water or heating
pipes, tanks or cisterns
Loss or partial loss of gas supply
Toilet not flushing (where there is no other
toilet in the property)
Unsafe power or lighting socket or electrical
fitting
Complete loss of water supply

1

The amount of compensation
payable is:

Partial loss of water supply

3

Loose or detached banister or handrail

3

•

A basic amount of £15.00, plus;

3

•

A £3.00 daily rate thereafter
until completion of the repair up
to a maximum of £100.00.

Unsafe timber flooring or stair treads
Mechanical extractor fan in internal kitchen
or bathroom not working (where no external
window or door)

1
1

1
1
1
1
1
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Financial Support Service
Our Financial Support Team offers a ‘drop-in’
service for all tenants and factored owners.
Appointments are available for routine and complex
enquiries as well as assistance completing forms
(for example in relation to PIP, ESA, Attendance
Allowance, DLA etc.) Please contact us on 0141

6

946 2466 to arrange an appointment. We can also
assist with Universal Credit enquires and help you
to apply.
If you require assistance to check your Universal
Credit online journal please contact us and ask to
speak to one of our Housing Officers.

Maryhill Housing Association

Keeping You Safe in Your Home
Maryhill Housing has a legal duty
to ensure that the electrics in your
home are safe and in proper working
order. We do this by carrying out a
five-yearly check on the electrics
in your property. During the visit
a qualified electrician will carry
out an inspection of things like the
electric sockets, switches, light fittings and fuse
board. The electrician will also test these items to
make sure that they are safe to use.
The check will normally take about two hours and
we will write to you in advance to let you know when
the contractor will be visiting your home.
Following the Grenfell Tower fire, legal changes were
introduced requiring all homes in Scotland to now
have a minimum number of smoke alarms.

If your property does not meet
the new legal requirement, the
contractor will upgrade your smoke
detectors during the electricity
check. This should take no more
than one hour.
We understand that, despite giving
written notice advising when our
contractors will be visiting to carry out electrical
checks, some customers have not been at home
when they have called.
Please help us to help you remain safe in your home
and allow access for these vital checks to be carried
out. If you will not be at home when the contractor is
due to attend, please contact us as soon as possible
and we will rearrange your appointment.

Fire Safety in Common Stairs

Spring 2019 Newsletter
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Changes to
Communal
Stair Lighting
With effect from 1st April 2019, responsibility for internal
stair lighting within our blocks will pass from Glasgow City
Council to Maryhill Housing. We have already written to
our factored owners to inform them of this change.
We will recharge factored owners for their share of the costs
in their factoring invoices. By bringing this service in-house
we aim to improve value for money and provide a better
spread of costs to owners throughout the year.
If you notice any faults in the stair lighting from 1st April 2019
onwards, you should report these to us directly. You can do
this by visiting our office, calling us on 0141 946 2466 or
emailing Repairs@maryhill.org.uk

to our new Board
Members!
Maryhill Housing was delighted to
welcome three new Board members
towards the end of last year: Lorna
Brennan, Vuso Makuyana and Najah
Plakaris. The new members bring with
them a range of different skills and
expertise and we look forward to the
contributions they will make to the
organisation. To learn more about our
current Board members, visit our website
(www.maryhill.org.uk)

Customer Satisfaction Results
Good or bad, we always welcome feedback as it helps
us learn and make sure we get things right.

We have summarised a selection of the results below
as well as some of the actions which we will be taking in
response to the feedback received.

Last year we appointed BMG Research, one of the UK’s
largest independent research companies, to contact *Note - full customer service surveys are carried out
customers on our behalf and ask about their experience every three years. This is why we compare 2018 with
of the different services we provide.
2015.

% of customers
satisfied with
overall service
% of customers
who think we are
good at keeping
them informed
% of owners
satisfied with
factoring
service
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Actions:

2018

2015
83%

2018

82%

2015
90%

2018

2015
45%

80%

53%

• We will strive to ensure that repairs are done
correctly first time;
• We will endeavour to respond to customer
queries at the first point of contact and, where
appropriate, get back to customers with
responses as soon as possible;
• We are working to improve the quality of our
properties with a particular focus on energy
efficiency.
Maryhill Housing would like to thank all of the
customers who took part in the survey.
For more results from our 2018 Customer
Satisfaction
Survey,
visit
our
website
(www.maryhill.org.uk)
Maryhill Housing Association

Rent Consultation 2019
Every year we consult our
customers on the rent we propose
to set from April of the following
year. We place great importance
on this consultation as an
organisation which listens to the
people we serve and acts on the
feedback received.

• Completion of an online rent
consultation survey on our
website;

For the first time ever, customers
were consulted on different rent
increase options linked to areas
of service delivery including close
cleaning, communal painting and
our Community Fund.

• Text reminders with a link to the
online survey were sent to all
customers;

We encouraged customers to
complete the consultation survey
in a number of ways including:
• Completion and return of a
rent consultation leaflet which
was posted out to all of our
customers;

• Consultations were carried
out by staff at our community
events including our ‘Halloween
Spooktacular’ and ‘Maryhill
Around the World’ event;

• Staff encouraged customers to
complete the survey when they
attended at the office or when
staff undertook home visits;
• Information was posted on our
website, Facebook page and
Twitter account.

responses, we have been able to
reduce the overall rent increase
from 4.4% to 3.9%. There will be
no changes to close cleaning or
the Community Fund but, in
accordance with the majority of
responses, common area painting
will be delivered every 8 years
instead of every 5 years.
Thank you to all 485 customers
who took the time to respond to
us and for all the detailed feedback
provided.
The names of everyone who
completed the rent consultation
survey have been entered into a
free prize draw for two separate £50
Love2Shop vouchers and the lucky
winners will be announced shortly!

We are pleased to confirm that,
having considered all of the

Paying Your Rent
It is a condition of your tenancy agreement that you
pay your rent on time. It is also important that you pay
your rent in full.
We recently wrote to all of our customers to advise of
the changes to rents effective from April 2019. If you
have not yet received this letter, please let us know as
soon as possible.
Rent is our biggest source of income and without it
we cannot maintain our properties and provide other
important services.
Amongst other things, the rent you pay helps us to:Improve properties through our planned
maintenance and investment programmes
Keep your common areas and
neighbourhoods clean and safe

Struggling to
pay your rent?

We appreciate
that times are
tough and
some custome
rs can struggle
to pay their
bills which is
why we follow
a firm but
fair procedure
when it come
s
to missed
payments an
d rent arrea
rs. If you’re
finding it difficu
lt to pay your
rent, please
contact your H
ousing Officer
o
r a member
of our Financia
l Support Team
as soon as
possible.

Provide a prompt repairs service

Spring 2019 Newsletter
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Important Reminder

Changes to
your Scottish
Secure Tenancy Rights
The Housing (Scotland) Act 2014
has made important changes to the
rights under the tenancy agreement
which you signed when you took up
your tenancy.
From 1st May 2019 changes will come
into force in relation to Anti -Social
Behaviour (ASB) and adapted
properties.
ASB
We can apply for an order for eviction
where the tenant, any of the joint
tenants or a person living or lodging
in a property has been convicted of:
• Using the property or allowing it
to be used for immoral or illegal
purposes;
• An offence punishable by
imprisonment
which
was
committed in, or in the locality of,
the property.
This means that we can end
a
Scottish Secure Tenancy if
someone living in or visiting one
of our properties is convicted of
a serious offence committed in
the locality of the property. We
can also end the tenancy where
the behaviour has had a serious
impact on neighbours or others in
the community. A serious offence
is one that the offender could have
10

been imprisoned for, even if they need the adaptations.
were not actually sentenced to
Additional Changes
imprisonment.
A number of additional changes will
Conversion to a Short Scottish
also come into force in November
Secure Tenancy for ASB
2019.
From May 2019, the Housing
(Scotland) Act extends the These changes will affect:
circumstances in which we can serve • Subletting
notice to customers converting their • Assignation (passing your tenancy
Scottish Secure Tenancy into a Short
to someone else)
Scottish Secure Tenancy.
• Adding a joint tenant to your
tenancy
A Short Scottish Secure Tenancy
gives you fewer rights and less • Taking over a tenancy after
protection from eviction. We can
the tenant’s death (known as
do this in any situation where you or
succession)
someone living with you has acted
The Act introduces a twelve month
in an anti-social manner or pursued
a course of conduct amounting qualifying period for anyone wishing
to harassment of another person. to succeed to a tenancy, have a
The conduct must have been in or tenancy assigned to them or to
around the property occupied by become a joint tenant. This period
you and must have happened in cannot begin unless we have been
the three years before the notice is told that the individual is living in
the property as their only or principal
served.
home.
Adapted Properties
The Act also allows us to ask the
courts to grant an order to end the
tenancy for an adapted property
that is not being occupied by
anyone who needs the adaptations.
This only applies where we require
the property for someone who does

To make sure that your tenancy rights
are protected, it is very important
that you tell us about any changes to
your household. This includes telling
us about anyone who has moved
into or out of your home at the time
they do so.
Maryhill Housing Association
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Can you find 10 differences
between the 2 pictures?







































Across
1 E.g. a ketch (3-6)
6 Copper and zinc alloy (5)
9 Item (7)
10 Not friendly (7)
11 Nail-like fastener (5)
12 Carry (9)
13 Bony structures (9)
15 Burning gas (5)
16 Forbiddingly (5)
18 Environmental fouling agent (9)
20 Deadlock (9)
23 Lukewarm (5)
25 Arabian Nights hero (3,4)
26 Mythical creature (7)
27 Expel (5)
28 Northern Canadian island (9)

Down
1 Melts (5)
2 Exterior (7)
3 Satan (9)
4 Larceny (5)
5 Practice session (9)
6 Defeats (5)
7 Grand Canyon state (7)
8 Confection (9)
13 In good order (9)
14 Home for abandoned children (9)
15 Ornamental water jets (9)
17 Conceive (7)
19 Sanction (7)
21 Make law (5)
22 Peer (5)
24 Move rhythmically (5)

Down: 1 Thaws, 2 Outside, 3 Archenemy, 4 Theft, 5 Rehearsal, 6 Bests, 7
Arizona, 8 Sweetmeat, 13 Shipshape, 14 Orphanage, 15 Fountains, 17 Imagine,
19 Approve, 21 Enact, 22 Equal, 24 Dance.
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Crossword Solutions:
Across: 1 Two-master, 6 Brass, 9 Article, 10 Hostile, 11 Spike, 12 Transport, 13
Skeletons, 15 Flame, 16 Icily, 18 Pollutant, 20 Stalemate, 23 Tepid, 25 Ali Baba,
26 Unicorn, 27 Eject, 28 Ellesmere.
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Our Service Standards –
Close Cleaning & Landscaping
Being clear about the level of service we
provide to our customers is very important.
Here’s what you can expect from
us in relation to close cleaning
and landscaping:-

Close Cleaning
We will:
• Sweep and mop closes every
week
• Carry out a deep clean every
six weeks (this includes
cleaning the floors)
• Sweep bin areas every four
weeks

Landscaping
We will:
• Attend every two weeks
throughout the year to delitter
• Cut the grass every two
weeks (weather permitting)
from April to October
• Keep all hardstanding free
from moss
• Cut back shrubs four times a
year

Do you have any phs
gra
interesting photoryhill or
or stories of Ma
Ruchill?

Our close-cleaning contractor
is Caledonian Maintenance and
our landscaping contractor is
McDermotts. Some areas are
maintained by our directlyemployed staff and our Housing
Officers also inspect communal
areas every month.
If you don’t feel we are delivering
on these commitments please
contact us so that we can address
this for you as soon as possible.
Details of all of the ways you can
contact us can be found below.

Do you have any
suggestions for what you’d
like us to include in future
newsletters?

If so, we’d love to hear from you. You can contact us using the details below.
If you require the newsletter in a different language, please get in touch with us using the details at the bottom
of the page.
Maryhill Housing Association Ltd, 45 Garrioch Road, Glasgow, G20 8RG
T: 0141 946 2466 • E: enquiries@maryhill.org.uk • W: www.maryhill.org.uk •
12

@MaryhillHousing
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