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Welcome to Maryhill
Housing’s Annual Review
which tells you about our
performance over the last
year, how we are helping
people living in Maryhill
and Ruchill and what we
will be doing in the future.
It is a challenging time for housing
associations everywhere – we know
that welfare reform continues to affect
the lives of many of you and as your
landlord we need to help as much as
possible. At the same time we are keen
to improve services for you and provide
the best homes possible.
As a community-based housing
association the services we offer –
many of which are free – go over and
above collecting the rent. Our financial
advice team is here to offer a helping
hand to limit the effect of welfare
reform and help you keep out of debt.
In this Annual Review you can also
read about our Community Fund
which offers money to help groups that
share our view of vibrant, successful
and safe communities AND which
can also be spent on keeping our local
environment looking good.
Then there is our Bursary Scheme –
again offering cash help for those who
want to learn new skills or who need
a helping hand to make employment
possible.
As for our housing services, we recently
told you about changes to how our
Housing Officers will work – with each
now focused on a smaller group of
homes and able to deal with the full
range of services you might want to call
upon. For for the technically minded
we have also introduced online access
to our services through our new
website.
Looking to the future, we are
committed to delivering value for
money in everything we do and
creating the best repairs service we can

offer that meets your needs. This year
we are investing over £3 million in your
homes and we are at the start of an
exciting campaign to build new homes
which we know are much-needed.
We are working hard to listen to what
you say about our services and we
know from the messages given by
the Tenants’ Service Improvement
Panel that we need to get better at
communicating with tenants affected
by planned investment (such as new
kitchens and bathrooms). We also
have plans to improve how we consult
and inform you about planned work to
your home.
It is also worth remembering that
Maryhill’s rents are approximately
8% less than some other housing
associations in the area reflecting our
strong value for money approach. We
don’t take that for granted and over
the Autumn we will be consulting all
tenants about choices for the rent
increase that will be due next April.
Finally I personally want to thank all
the tenants and other Board members
who give up their time for free to help
run the association. Together with our
staff team, they are behind everything
that you read about in this Review.
In the meantime we hope you enjoy
your Annual Review. We’d love to hear
what you have to say about it – please
feel free to share your views with us.

Roger Popplewell
Chair

KEEPING YOUR RENTS AFFORDABLE

At Maryhill Housing we are committed
to providing value for money and
keeping your rents affordable.
Our rents are approximately 7-9%
(or £25 a month) cheaper than
the rents in other nearby
associations. This is
shown in the graph
opposite.

2018/19 rents
comparison
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However, we are currently planning to increase your
rents at faster than the level of inflation. This would
mean that your rents would become increasingly
unaffordable over time.
As a result we have been working hard to save money NOW
which will allow us to reduce your rent increases in the future.
We have set ourselves the target of saving £750,000 over
seven years.
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This is being delivered in stages up to 2025.
This year we lowered our costs by over £300,000 by reducing
the number of managers in the association, reducing the use
of external contractors and reducing the spending on reactive
repairs.
We are due to save the next £250,000 in 2019 and the final
£250,000 by 2025.

The graphics below show how we compare with other associations in key value for money areas
Cost per social housing unit (£):
This shows that our costs are lower than other
associations.

2,846.00

3,181.00

Rent collected (%):
This shows that we have collected over 100% of the rent
that is due to us (by also collecting rent due from former
tenants).

102.13

(Average 3,306.00)

Maryhill

Group

Maryhill

99.88
(Average
99.72)

Group
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CREATING THE BEST HOMES AND PLACES

A GOOD REPAIRS SERVICE –

WE KNOW THIS MATTERS TO YOU
Reactive repairs:
Reactive repairs are when something breaks
in your home and we come and fix it by
reacting to your request for help.
We launched a new reactive repairs contract
with supplier Mitie in April 2017. Under this
new contract, we commit to reaching all
emergency jobs within two hours and all
non-emergency jobs in seven days.
Key results from this contract have been:

Average
length of time
to complete
emergency
repairs

Average
length of time
to complete
routine
repairs

We spend more money on reactive repairs than other
associations and driving down these costs is a key focus
during 2018. We need to get better at reducing the
number of repeat repairs for the same issue.
Our costs in 2016/17 were £850 per property whilst
the average for Scotland was £770 per property.

We aim to inspect
10% of repairs to
make sure they
are carried out to
a good standard.
In 2017/18 we hit
this target in 4
months out of 12.
On average, we
inspected 7% of
jobs over the year.
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What do you think about repairs?
Complaints
about the
repairs service:
Complaints about the repairs
service reduced in 2017/18 from
53 to 40.

We were keen to hear about
the reasons why some of
you were unhappy about
the service and how we
responded.
Here is what you said and
what we did:

40

complaints about
repairs service in
2017/18

Complaint - Gas engineer failed to attend at tenant’s
property as agreed.

What we did: Senior Maintenance Officer discussed
this at subsequent gas meeting and stressed that
tenants MUST be contacted in advance if their
appointment is delayed/cancelled.

Complaint - Tenant unhappy with delays for routine repair work.
What we did: Head of Property carried out a site visit to
review the repairs required. Contractors were then instructed
to carry out surveys and assess the works to ensure the best
price was obtained. Property team met to identify the failings
in service which led to the delays and put in place a procedure
to avoid these issues arising in future.

Complaint – Tenant unhappy that
they did not receive a call back
when requested and complained
of poor customer service.

Complaint – Tenant unhappy
with lack of communication from
contractors.

Complaint - Tenant did not believe
repair work was being completed to
the correct standard.

What we did: Customer
Contact Team Leader listened to
recorded calls and will address
issues by providing further
training to colleagues.

What we did: We met with our
contractors and instructed them
to ensure that customers are
kept up to date with the progress
of their repairs and remind all
sub-contractors to confirm
appointments in advance.

What we did: We post-inspected the
job to check the quality of the repair
and ensure any follow-up works
were identified. We are now aiming
to increase the number of postinspections every month to 10%.

In-House Landscaping
In 2017/18 we piloted a landscaping service through our own
in-house staff in around a third of our areas. Our team covers
Leyden, East Park, Queen Margaret Drive, Oran, the Maryhill
Road corner, Gairbraid, Kelvindale, Whitelaw Street and
Viewmount.
We surveyed customers in these areas to ask what they thought
about the service and whether we should extend the trial.
Over 85% of customers were in support of the new approach
so we rolled this out into 2018. The team have also been busy
maintaining our Maryhill Road flowers for the second year of this
scheme.

OVER

85%

of customers were in
support of the new
approach
so we rolled this out into 2018.
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Improving Your Homes
Key projects delivered were:
Keeping you warm and reducing fuel bills:
•
•

Window refurbishment at Shakespeare Street round building
140 boilers and heating systems installed

Keeping you safe:
•

Full CCTV system and door
entry system replacement at
our high rises and mini multis

Keeping your facilities
modern:
•

92 kitchen and bathroom
replacements

There were also a number of
projects we had planned on but did
not deliver or complete. These included:
Hathaway Lane stone repairs - due to our
contractor going out of business
Fingal Street back courts - due to the need
to resolve land ownership issues before works can be
delivered
Common area improvements in the Valley - due to delays
developing options and designs to share with residents.

Building New
Homes –
Good News
We launched a new joint development team with our
neighbours Queens Cross Housing Association in spring
2017 and, as a result, we have made great progress in
developing new homes for Maryhill, by Maryhill. We have
now submitted planning permission for over 105 homes,
a range of family housing, housing for people with
disabilities, flats for social and mid-market rent and low
cost homes to buy.
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In 2017/18
we spent £3.8m
improving your
homes. This was
an increase from
£2m in the
previous year.

FACTORING –
WE’VE MADE
IMPROVEMENTS
We’ve been making
MARYHILL
improvements to the factoring
F
actoring News
service which we offer owners.
Welcome to the
third ition
We introduced a quarterly
of your Fact
oring Newed
sletter
newsletter and will soon be
launching a new customer
web portal where you can
view your factoring invoice,
pay the factoring bill, report a
repair online or tell us about a
compliment or complaint.
Our new website has an
owners’ section which includes details of what
owners’ responsibilities are in each close, what limits
exist on a factors spending, what the management fee
covers and a frequently asked questions section.
We reviewed and launched a newly-designed factoring
invoice which was introduced following feedback from
a consultation session making them simpler and easier
to understand.

ISSUE 3
EARLY SUMM
ER 2018

Summer is now
here and we are
hoping that it
will be warm and
sunny over the
next few month
s.
We are also aiming
to take
advantage of
the warm weathe
r and
undertake those
maintenance
and
repair works which
haven’t been

possible over
the winter month
s.
as soon as possib
As always, we
le or make sure
will consult with
you have your
you
on any works
say by attend
which are above
ing any
meetings called.
our
agreed level of
“delegated author
If you receive
ity”. We are
a communicat
always keen to
ion from feedba
hear
us, consulting
ck on your newsle your
on this work, please
tter so
either return any
please share your
voting manda
views with us
te
if
you can.

INSURANCE – WHY IT IS
SO IMPORTANT

BUILDINGS INSURANCE is a
legal requirement
for all flats in Scotland. It is therefore
a vital
priority for everyone and in this
newsletter we
have included information on
renewal of your
buildings insurance policy for
those customers
that are currently insured via Maryhill
Housing.
We also include details of how
you can obtain
buildings insurance cover through
Maryhill
Housing if you currently arrange
your own
insurance cover.
No one wants the worst to happen
such as a fire
or flood, but having the right buildings
insurance
cover in place gives you peace
of mind.
It is equally important that the
cover accurately
reflects the amount needed to
rectify matters
should something happen and
in this newsletter
we explain how we calculate the
amount of
cover for your building.
In this newsletter we provide important
information on insurance including
increases to
your premium for the coming
year.
Remember if you have any questions
on
insurance premiums please get
in touch with us.

CREATING A SENSE OF COMMUNITY AND HELPING PEOPLE THRIVE

Doing our best for Maryhill
and Ruchill
We have always believed our role in the community is
an important one. This means helping people thrive in
neighbourhoods where you live AND creating a real sense of
community.

COMMUNITY FUND

We care about our two communities of Maryhill and Ruchill
and are focused on doing our best for them.
Here’s a summary of what we have been doing:

BURSARIES

Our COMMUNITY FUND benefited from a substantial
increase in cash so that we can offer a greater helping
hand in funding. We have handed out £75,000 so far
on projects like:
Environmental improvement projects including:• New bins for various locations
• Hanging Baskets
• Bike Racks at Cumlodden Drive.
Community projects including:• “Porridge & Play” delivered by Lickety Split - six
sessions delivered over 6 weeks with 3 pre-start
tasters. This project is adult-led play and will
encourage families to work together
• Maryhill Activity Directory (MAD).

RUCHILL ALLOTMENTS
Working with others we have turned this former piece
of waste ground into an area where people can grow
things. The community growing space has 23 raised
beds, a polytunnel, composting bays, a large water
butt and even a frogpond. We have hosted visits by
local schoolchildren as part of their learning about
nature and
a family-fun
BBQ.

Also known as grants, we introduced our Bursary
Scheme in September 2017 as a further way of
delivering grass-roots help to our customers and
they proved an instant success. Maryhill Housing
bursaries offer cash sums up to £1,000 following
an application process. They are our way of helping
to inspire local people and help them to attain
their goals. Since their launch we have granted 13
applications and handed out just under £6,000.
This money has helped applicants with college/
university course fees, childcare costs, travel
expenses, college equipment, work placements and
supermarket vouchers.
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TECHNOLOGY
We have provided our
retirement housing
development at Shiskine with
free wi-fi and iPads and are also
equipping the three Glenavon
multi-storey blocks with wi-fi.

WORKING WITH SCHOOLS

FAIR PAY

When we work with contractors we require them to
contribute to the community. In the case of supplier
ENGIE which is carrying out improvements to our
housing, it donated £2500 to Highpark Primary and
St Cuthbert’s Primary in Ruchill and a further £2500
to North United Communities.

Maryhill Housing is
proud to be a Glasgow
Living Wage employer.
This means we pay all
of our staff at least £8.75
an hour and require all
of our contractors to
pay the Glasgow Living
Wage too.

PARTICIPATORY
BUDGETING

COMMUNICATING
WITH YOU
During the period covered
by this Review we have
increased the number
of newsletters we issue.
As well as the regular
newsletter which goes
to everyone known as
“Maryhill News” we
occasionally issue ones
for selected areas.
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In the spring of 2018 we held our second participatory
budgeting event where attendees voted on which
projects should receive grant funding. It was wellattended and allowed people to vote on how money
should be spent locally. It delivered a cash windfall for
local groups. Maryhill Housing contributed £20,000 to it
from our Community Fund.

CREATING A SENSE OF COMMUNITY AND HELPING PEOPLE THRIVE

WELFARE REFORM
This continues to prove challenging for many people
in receipt of State benefits. We are doing everything we
can to reduce the impact of these reforms. That’s why
we have a Financial Support Team made up of three
individuals. We offer a drop-in service and appointments
to establish if we can help on a range of things like fuel
poverty checks, benefit checks, appeals and accessing
affordable credit. In the period from April 2017 to April
2018 we have successfully managed to obtain the sum
of £2,010,765 for those people who asked for our help.

THE FUTURE:
COMING SOON! NEW NORTH
MARYHILL COMMUNITY FACILITY
Following the closure of our Glenavon office because
it was being used less and less by tenants, we are
turning it into a new community facility. Ideally located
at the bottom of one of the multi storeys, it is being
created for the WHOLE community of North Maryhill.
We expect it to be open in the Autumn and more
details will follow soon.

Over £2m
YOUNG PEOPLE MATTER
We place great emphasis on the important role young
people play in our community.
Much of our regeneration activity involves the younger
generation and we are also doing our bit when it comes to
employment.
We are proud to be giving young women and men the
opportunity to become modern apprentices – allowing
them the chance to find out if a career in housing is what
they want.
To date we have taken on 10 modern apprentices including
Aaron Parker (pictured) who started out as an apprentice
and is now a permanent member of staff.
Three are undertaking their apprenticeship just now with
another two due to start in the near future.
The apprenticeships have covered a number of areas
including customer service, administration, finance, human
resources, information technology and neighbourhood
services.
Maryhill Housing is fully supportive of the Scottish
Federation of Housing Associations’ initiative known as the
Housing Apprentice Action Plan for Scotland 2017-2020.
Its aim is to increase the amount of apprenticeships
available and build a motivated workforce.
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BUILDING A REPUTATION FOR EXCELLENCE

Working hard to do our best
A HOUSING HONOUR FOR MARYHILL
Our support for communities was
recognised with a top award.
The Association triumphed in the
keenly-contested Chartered Institute
of Housing Scotland Excellence
Awards.

We won this Award for supporting
our customers and, with regard to
our staff, developing their skills and
careers.

SERVICE IMPROVEMENT PANEL AND SERVICE
IMPROVEMENT GROUP
In 2017 our Service Improvement Panel and Tenants’
Service Improvement Groups reviewed our approach to
consulting on rent setting and communications when we
deliver improvements to customers’ homes. As a direct
result of their input we made the following improvements:• Much clearer information provided to customers on
how our rents are calculated in Autumn 2017

Amount of time properties are
empty before they are let again
2016/17

2017/18

22 DAYS
10 DAYS

•

•
•

New ‘frequently asked questions’ now provided to all
customers because improvement works are carried
out
Much more current information available on our
website around improvement works planned
Much better rent consultation – getting feedback
from over 300 customers – up from 25 in 2016!

Proportion
of anti-social
behaviour
complaints
resolved within
agreed
time limits

96%
96%
2017/18

Proportion of rent arrears

2016/17

4.65%
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2016/17

2017/18

4.08%
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How we spend your rent money
The chart below shows where each £1 of your rent is spent
Empty property
repair costs

Money lost due to unpaid
rent or empty properties

£0.05

£0.01

Housing development
loan repayments

£0.06
Staffing

£0.29
Investment in
housing properties

£0.30
Overheads &
office costs

£0.10
Estate
management Reactive
repairs
costs

£0.09

£0.08

Property insurance

£0.02

We compare our financial performance with other housing associations. Some of our key results are shown below:

Overheads as a
proportion of all
expenditure.

Major works management
costs as a proportion of
the cost of the work.

We should aim to keep overheads
as low as possible so that more
money is spent on services directly
affecting tenants.

We want to keep these low so that
more money is spent on delivering
the works.

Our result:

Our result:

Our result:

of expenditure.

of expenditure.

of expenditure.

Scottish average 18.1%

Scottish average 9.8%

Scottish average 8.1%

Percentage of new
tenancies per year.
We want to keep the number
of empty properties (known as
“voids”) low because these require
money to be spent on repairs and
cleaning.

16.3% 14.3% 8.8%
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Maryhill Housing Association Ltd,
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Maryhill Housing
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