Customer
Engagement
Strategy Summary

The Purpose of Our Customer
Engagement Strategy
Our vision is “Inspiring passion
in people, for our homes and
for our community”. We want to
inspire people to make the most
of their talents and skills, and to
build confidence and capacity
amongst both the people who
work for us and for people living
in the communities that we serve.
Customer engagement, and in
particular, creating opportunities for
people to participate with us and
in their communities will help us to
achieve our vision.

We recognise that tenants and
owners are at the heart of our
business and as our customers
your engagement should therefore
be an ongoing process which
adapts to the needs and priorities
of our customers.
Our Customer Engagement
Strategy sets out our commitment
to develop effective consultation
and participation; by working with
our tenants we can continuously
improve the homes we provide and
housing services. We developed it

with tenants and it was approved
by Maryhill Housing’s Board.
The full strategy sets out the
legal framework for customer
engagement, tenant’s rights, the
principles behind the Strategy, how
we developed it and how we will
make it happen. This document
gives a summary version – full
copies are available from the
Community Regeneration Team
by calling 0141 946 2466 or can be
found on our website
www.maryhillhousing.org.uk

What is Customer Engagement?
Section 53 (1) of the Housing (Scotland) Act
2001 sets out the statutory requirement for the
development of a Customer Engagement Strategy.
The Act also requires all registered social landlords
to consult with tenants on a range of major housing
issues that affect them. These include:
•
•
•
•
•

The Customer Engagement Strategy
Housing management, repairs and
maintenance policies
Standards of service to be provided in relation
to housing management
repairs and maintenance
Any proposal to change landlord

We appreciate not everyone will want to participate
either as an individual or in a group. However, our
aim is that if someone wants to participate, within
our strategy, we should have an option that suits.
We will also work with less formal groups where
appropriate. For example, some groups may find it
difficult to satisfy full registration criteria to become
a Registered Tenants Organisation (RTO). We will
provide assistance for groups who have difficulty

in completing the criteria. Notwithstanding,
we would not wish to ignore the valid views of
unregistered groups, simply because they are not
registered and as such we will continue to consult
with these groups where appropriate. We would
expect such groups to adhere to basic standards of
representation and equality.
We will continue to consult with and provide
information to any individual that wishes to discuss
housing or community matters on an individual
basis, whether they are members of an RTO or not.

Aims
At Maryhill we aim to promote the concept of
‘Customer Engagement’, working with all our
residents as best we can. Whilst the terms of the
Housing (Scotland) Act 2001 refers to the rights of
tenants, we recognise that owner occupiers and
other residents form a part of the community we
serve too, and we will continue to involve all our
customers in our customer engagement work. We
recognise the benefits and importance of involving
our customers in the decision making process
and of committing to continuous improvement
in resident participation, not simply meeting the
minimum legal requirement.
Like all RSLs we are dependent on willing and able
volunteers to take part in our Board. As a charitable
housing association our Board of directors
comprises a mix of volunteers that includes: local

people, independent members and councillors.
An effective Customer Engagement Strategy will
increase the likelihood of local people getting
involved at Board level, which is essential for the
sustainability of the organisation.

Ways to get involved
Join a residents association
There are 8 covering Maryhill and Ruchill;
• Eastpark Residents Association
• Cumlodden Residents Association
• Parkhill Residents Association
• Lochburn Residents Association
• Glenavon Residents Association
• Valley and Locks Residents Association
• Maryhill Mini Multi Residents Association
• Burgh Hall Residents Association

Join the Service
Improvement Panel
The purpose of the
Panel is to check that
the services provided
by us reflect the
priorities of customers,
are of a standard that is
acceptable to customers and that performance
meets the service standards. The purpose of
the scrutiny approach allows customers to
look more closely at aspects of the service
than traditional ‘meeting based’ approaches to
tenant involvement allows.

Join a Service
Improvement Group
To encourage more tenants and owners to be
involved in Tenant Scrutiny we have recently
developed a Service Improvement Group which
will feed into the Service Improvement Panel.
This will allow for more tenant scrutiny activities
to take place and it is envisaged that there could
be a number of Service Improvement Groups
looking at services ranging from customer
service, communication methods eg website
and newsletter content.

We meet with all RTO’s on a regular basis (a
schedule of meetings for the calendar year is agreed
at the first meeting each year) each group will aim to
set their own action plan for the year ahead.
We will review the support package provided to each
RTO on an annual basis. We recognise that groups
may have differing support requirements dependent
on their areas of interest and the goals they have set.

Maryhill Voice
Maryhill Residents Voice is an option for our
customers to participate, without having to be part
of a formal group. Join Maryhill Residents Voice
and we will contact you from time to time to ask
about your views and opinions about the service we
provide by email, text or letter.

Customer Satisfaction Surveys
In keeping with the Scottish Social Housing Charter
we will also continue to measure the percentage of
customers satisfied with opportunities to participate
in the decision making processes. Generally this will
be measured every 3 years as part of the full tenant
satisfaction survey; our next survey will be carried
out in 2018, but we do send out questionnaires in
between this to gauge feedback regarding specific
service areas.

Social Media
Currently we have around 400 people who follow
us or ‘like’ us on facebook, and there are also
430 followers on twitter. However, our reach is
far greater than this, with some of our posts and
updates reaching over 1,000 people. The details for
each account can be found below. Follow or like
our page to find out what is going on in the area
and post feedback.

We have identified five key strategies namely:
1. Change the face of engagement in terms of
who engages with us and the range of ways
people can participate, to be as inclusive as we
can in our approach.
2. Working in partnership with our customers and
other partners to maximise financial leverage
to help our communities thrive.
3. Show how customers shape our service,
influence the decisions that affect them and
hold us to account.
4. Developing our people and inspiring them to engage and value customers for their feedback
and involvement.
5. Capacity building to create sustainable and skilled RTOs that can operate as effective
independent organisations

Feedback
Feedback is one of the most important areas in the
participation process. We will inform customers
how their opinions helped shape policy and service
delivery, by a combination of the following methods:
• Individual letter
• Newsletter
• Registered Tenants Organisations
• Open days
• Website & Social Networking
• Follow up meetings
• Making changes to our policy and procedures,
and telling our customers we have done so.
We expect staff to keep customers up to date with
progress on matters that are either of an individual
or group nature. Where a staff member commits
to call a customer back or provide an update on an
enquiry – we expect this to be done. We welcome
complaints from customers if the service falls short of
expectations so that we can take steps to improve our
services to customers.
We collect performance information throughout the
year and report this to our Scrutiny Group. Details of
our performance are reported to all tenants each year
in our Annual Review and Annual Return on Charter.

Who to contact
If you are looking to get involved or would like
a copy of the Customer Engagement Strategy
in its entirety, please contact the Community
Regeneration team on 0141 946 2466, email
comreg@maryhill.org.uk or go on our website
www.maryhill.org.uk
www.facebook.com/
Maryhill-Housing-Association

@MaryhillHousing

