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WELCOME FROM THE CHIEF EXECUTIVE
Maryhill and
Ruchill have
changed
significantly
over the last
40 years and
we have played
Bryony Willet, Chief Executive an important
part in making that happen.
Since 1977 we have built new homes,
become landlord to many more people
and helped regenerate our communities.
I took over as Chief Executive in March
I am excited to have taken on this new
role. Since I came here two and a half
years ago I have been deeply impressed
by the commitment and hard work of
our exceptional staff.
We are also very fortunate to have an
excellent Board made up of individuals
deeply committed to inspiring passion
in people, for our homes and the
Maryhill and Ruchill communities.
We know that you expect a number

of things from us including: the very
highest standards of professionalism, a
top quality, responsive repairs service,
affordable rents and help on financial
matters when you need it most.
During the year our Community
Fund was increased so people and
organisations can apply for up to
£80,000.
As part of our commitment to making
Maryhill and Ruchill places where people
love to live, work and play we have also
tackled the environment. We have sent
new teams of staff into the areas where
you live to clean things up, paint railings
and make sure paths are kept clear. We
won an Award for this work from Keep
Scotland Beautiful which we are thrilled
about.
We work closely with our truly inspiring
Residents’ Associations and community
groups who do the most remarkable
work across many areas. This was
recognised when our residents came
away with three awards at the Streets

Ahead ceremony in Glasgow.
Our performance as an organisation
has also improved There are some eye
catching things to report to you:
* The average time we take to
complete non- emergency repairs is
4.7 days when the average at other
Scottish housing providers is 7.1 days
* The average time to complete
emergency repairs is 1.8 hours
– much lower than the Scottish
average of 4.7 hours
* Rent money lost due to homes
being empty as a percentage to all
the rent we are due is 0.6 per cent –
almost half the Scottish average of
0.91 per cent
* The average time to re-let properties
is 21.9 days compared to the Scottish
average of 31.5 days.
At Maryhill we’re committed to
staying ahead of the game, constantly
improving our services. Working together
we will ensure a bright future for Maryhill
and Ruchill.

MESSAGE FROM THE CHAIR
Welcome to this very special
Annual Review marking
our 40th year as a housing
association.
We have always been a forwardthinking housing provider – never
Roger Popplewell, Chair
afraid to take on big challenges. A
good example is the stock transfer of homes which you
voted for overwhelmingly in 2011.
This, of course, allowed many more local people to
benefit from a community-based housing association
like ourselves. We are based in the local area and always
focused on doing what is right for Maryhill and Ruchill.
But on reaching a milestone, it is also good to look back
at the many achievements which have defined Maryhill
Housing.
We have come a long way since we began life in a flat
in East Park with the aim of renovating surrounding
tenements. Thanks to that inspirational work we gave
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those homes a new lease of life when others around the
city were being pulled down.
In this, my first message to you as Chair, I would like
to pay tribute to all those who have worked for this
housing association over the 40 years. They are the people
who have been on our Board – previously known as the
Management Committee – and also YOU the people we are
proud to serve.
We have been successful as a housing association because
we are firmly focused on your needs. We aim to inspire you –
whether that’s building new homes, improving existing ones
or helping our communities however we can.
Looking forward we have ambitious plans to improve the
services we offer. This includes a better repairs service, more
improvements to your homes, a new website so you can
order repairs or pay rent online, and building new homes
across Maryhill and Ruchill.
These are the things that matter to us and, hopefully, to you.
We can look forward to the next 40 years with confidence
about the future and a deep sense of pride in our past.

DELIVERING THE
BEST HOMES
Where we came from
Much has changed since the early days of Maryhill
Housing and the work we did in renovating tenements.
In those early days we only owned a small number of houses
and we even had a different name – East Park to reflect where
we had started out.
But like today our staff and management committee (now
known as the Board) were dedicated to improving housing for
local people.
We have grown steadily to become one of the best known
housing providers in Glasgow but never lost sight of our roots
and the vital link we have with our communities. Our Board
is made up mostly of local people dedicated to the housing
association movement.
Over the years we have acquired homes which were previously
owned by other landlords.
Our first stock transfer was in Barnes Road (Parkhill) in Ruchill
in the early 1990s which went hand in hand with the
large scale regeneration of this community. We
also built new houses which look as good
today as they did when they were built AND
when we did so kept the local community
fully involved at every stage of the work.
Then in 2011 we convincingly won the
ballot of Glasgow Housing Association
tenants to transfer to us as their landlord
turning Maryhill into a much larger
organisation.

The Glenavon multi storey flats and “mini’multis”

As a result of that transfer we took ownership of three multi
storey blocks of flats at Glenavon and the nearby “MiniMultis”.
We promised to regenerate these homes and it was important
we delivered on that promise. Notable achievements have
been new lifts, new cladding at Glenavon to make the homes
warmer and to give them a better appearance and new play
areas at both Glenavon and the Mini Multis
Both areas now have active residents associations’
who do a power of good work and create
genuinely thriving communities.
But it was not just through stock transfer
of homes which have seen big changes.
Creating Maryhill Locks was undoubtedly
another significant achievement.
Working with others it was the biggest
housebuilding achievement since the
Victorians and Edwardians built our
tenements.

The message that helped win the stock transfer ballot

Housing in Ruchill

Canalside living…. Housi
ng on Maryhill Road
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A much improved picture now
MARYHILL Housing has a culture of
continually improving in everything
we do.
It’s one of our most important
commitments and we know you want
us to deliver the highest standards as we
go about delivering great housing. This
contributes to the creation of vibrant
communities.
All housing providers must complete
what’s known as an Annual Return on
the Charter - also called the ARC each
year.
This is submitted to the Scottish
Housing Regulator, which is part of
the Scottish Government, so they can
monitor how we are doing.
Pages 4 and 5 show our performance
on things like repairs, how much rent we
collect and how we deal with complaints
As this Annual Review focuses on the
past, present and future of your housing
association, included in the table is
current performance compared to
previous years going back to 2013/14.
This gives you a four-year-long snapshot
of how things have improved AND
where there is still work to be done.
We are delighted to report strong
performance in 2016/17, not only
in comparison to our own past
performance, but also when we compare
ourselves against other housing
associations across Scotland.
Maryhill Housing Board and Staff have
worked hard to turn around previous
areas of concern such as rent arrears and
how long it took us to fill empty homes.
But we also recognise the areas that
we need to work on this year - repairs
satisfaction being a key focus. We
recently appointed a new repairs
contractor and we are working alongside
them ensure improved response times
and a high quality of work.
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Housing officers out in the community

The good news………
* The average time to complete non emergency repairs is now 4.7 days
(Scottish average is 7.1 days) Our 2013/14 figure was 5.6 days
* The average time to complete emergency repairs is now 1.8 hours
(Scottish average is 4.7 hours) Our 2013/14 figure was 2 hours
* Rent money lost due to empty homes as a percentage of all the rent
we are due is 0.6% (Scottish average is 0.91%) Our 2013/14 figure
was 1.7 per cent.
* Average time to re-let properties is 21.9 days (Scottish average is 31.5
days).  Our 2013/14 figure was 85 days.
* The percentage of anti-social cases dealt with within agreed
timescales was 95.8% (Scottish average is 87.2%). Maryhill’s 2014/15
figure was 67% .

A much improved picture now
Where we need to keep on
improving...
*Customer satisfaction with repairs service fell to 74.4%
compared to 83.6% in 2015/16 and 83% in 2013/14. It is
worth remembering that the most recent figure relates to
the period BEFORE we appointed a new repairs contractor.

Where can I find out more about
Maryhill’s performance?
You can view the full set of information submitted by all
housing associations at http://www.scottishhousingregulator.
gov.uk/find-and-compare-landlords.

*We recognise we need to do better on complaints. The
percentage of “first stage” complaints which we are required
to respond to in full with timescales set by the Scottish
Public Sector Ombudsman fell to 89.2% in 2016/17 – down
from 94.8% in 2015/16 but up from 70.7% in 2013/14
*87% of our housing stock complies with the Scottish
Housing Quality Standard. This is a Standard set by the
Scottish Government – its principal measure of what is
considered quality housing in Scotland. In 2016/17 our
figure was 87% – down slightly on the 89.2% record in
2015/16 - but higher than the 72.2% per cent recorded in
2013/14. We have a programme of works in place to reach
90 per cent compliance with the Standard by March 2018.

Housing at Maryhill Locks

Our plans for the future are very clear
*Maintaining your homes is something
we know you expect us to be dealing
with as a priority. You have every
right to expect the home you live in
to be in the best condition. Like all
other housing providers we strive to
meet quality standards. That’s why
in early 2017 we set out plans for
our five year “planned maintenance
strategy” costing £18.5 million. It is a
lot of money but we think it is worth
every penny to keep your homes and
communities looking and feeling good.
*Our future plans on housing are
exciting. They will see us working
closely with Queens Cross Housing
Association to develop and build
new homes. Partnership working like
this saves money and collaborating
with other housing associations is
undoubtedly the way forward. You can
read more about this in the section
Getting Better At What We Do.

*An exciting new project will be
building new homes at The Botany
and on the cover of this Annual
Review you can see a vintage picture
of the “Botany basin” full of boats.
This is the area where our new homes
will be. It is another example of a
historic area of the community being
used to deliver much needed new
homes a century on from its original
use. More details on this development
will follow in due course.
*You may hear us talk in future about
“in house” service delivery. This is
something new. It means we will
endeavour to carry out some of the
services we provide ourselves rather
than use external contractors. An
example might be landscaping and
keeping communal areas looking
good. In doing so we want to ensure
quality, cost and responsiveness.
Water great place to live….homes at the Locks
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GETTING BETTER
Building on the Legacy
But what has changed from then until
now? Over the past 40 years we have
always embraced change where it
delivers better services. We have also
made sure that we have listened to
you and made the changes you want.
This has included:
• Putting in place a new repairs
contract which provides evening and
weekend appointments as well as
more repairs being done ‘right first
time’
• Learning from complaints. We pride
Members of Mitie’s team
ourselves on being a listening and
learning organisation.
commissioned, and the second was
carried out by the company Serco –
• We are piloting what’s known
a leading provider of public services
as an “enhanced void standard
- on behalf of their residents – some
project” where we will deliver work
of whom live in our properties. These
such as re-plastering, redecoration
were done quickly after the appalling
and renewing skirting boards and
and shocking events in London.
doors to give our homes the ‘wow’
factor. Voids are properties that are
Both surveys were very positive with
currently empty and require to be
only minor issues being picked up.
re-let. Improving their appearance
We’re now taking actions to address
means we can re-let them quickly
these.
and ensure they are appealing
The Inspector from Serco said: “ I found
properties. We are proposing to
the arrangements spot on with Jim and
improve thirty void properties to
his team doing a great job. They are
this new, enhanced standard during a credit to your organisation and their
2017/18 focusing on our difficult-tolet tenement stock. We will review
the outcome of the pilot scheme in
terms of customer satisfaction, how
quickly we can re-let these homes
and the costs involved. We will then
have the information to decide
whether to continue this project in
future years
We have also always taken action when
we come across issues which we know
are of great importance to you such as:
• Fire safety: we’ve had two
independent fire safety inspections
carried out at our multi-storey
properties. The first was undertaken
by a fire safety expert whom we
Our new website home page
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enthusiasm should be commended. It
was good to see a well organised and
diligent team who obviously cared
about what they did and the attitude
they displayed toward the residents.”
• Value for Money. We are introducing
a new rent structure that is fairer,
simpler and easier to understand.
• Our new website is up and running
–another example of embracing
ever-changing technology. It now
allows you to register and use our
interactive services for the first
time such as reporting a repair or
applying for a home.

AT WHAT WE DO
And moving into the future
• As you may have read elsewhere in
this Annual Review our link up with
Queens Cross Housing Association
will mean new housing for our
communities. That’s great news
because there is huge demand for
new homes. This new “strategic
partnership” aims to provide cost
effective capital investment and
development services. Between
Queens Cross and Maryhill we are
responsible for more than 7300
homes. Overall, the aim is to build
600 new homes over 5 years – an
ambitious but achievable objective.

Housing Officer Colin with a tablet device

Marilyn Clewes of Queens Cross and Maryhill
Chair Roger Popplewell

• We like to work with young people
who are considering a career
in housing. Our apprenticeship
programme is well established
and we have also “mentored”
three teenage pupils from
Hyndland and Cleveden Secondary
schools in what’s known as the
“Career Ready” initiative. They
learned about what it is like to
work at Maryhill Housing and
experienced working in our various
departments.
• In the future we will be sending our
staff out into the community more
often so you will be seeing more
of us. Technology means we don’t
need to be stuck behind a desk to
be doing our job. We are re-shaping
our housing teams so we are able
to resolve issues more quickly.

Talented young women…. pupils from
Hyndland and Cleveden

• We have always encouraged
our staff to help others. As
professionals who have chosen a

career in housing, there is a deeprooted willingness to help others
in the jobs they do. We will be
re-focusing our charity efforts and
encouraging our people to do good
things for our communities such
as fund-raising. Our staff have
chosen two charities – one local
which is the North West Foodbank
and a national one which is the
SSPCA and we will be aiming to
raise £2,000 during 2017/18.

In the pink…some of our fundraising
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1977-2017 SERVING YOU F
Every Picture Tells Our Story
1977

1991

2001

Founded as East Park Housing
Association

Shiskine Place sheltered housing
complex completed

Named “Local Housing
Organisation” (LHO) by Glasgow
Housing Association with a view
to homes in Ruchill and Maryhill
owned by GHA transferring to
Maryhill Housing Association. This
would be subject to a successful
ballot of GHA tenants.

1978
Name changed to Maryhill Housing
Association

1979
First tenement refurbishment
completed at 15 Leyden Street

1992
HRH Princess Anne opens new
housing at Bilsland Court

1993
1981

Appointment of “Community
Development Officer” and first
tenants’ group formed

100th flat refurbished

1985
250th flat refurbished at 293
Bilsland Drive

1987
10th anniversary – competition
announced to create design of
“21st century tenement” at
Shakespeare Street

Maryhill Burgh Halls Trust
established to bring the Halls back
to life and regeneration of Parkhill
estate completed.

1994
The Association takes ownership
of 367 inter-war tenement flats
in Barnes Road, Ruchill from
Glasgow District Council. All 367
were demolished to create new
housing with back and front doors.
It is held up as a shining example of
community-controlled housing.

1997
Phase 1 of the Barnes Road
regeneration project with primary
schools invited to pick a new name
– The winning entry was the name
“Parkhill”.
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2005

2007
Maryhill Online – a new learning and
training facility is created next to
Association’s offices.

FOR 40 YEARS 1977-2017
Every Picture Tells Our Story
2010

2013

2014

Preparations get under way for the
building of new homes at Maryhill
Locks and The Valley in partnership
with the Scottish Government, GHA
and Glasgow City Council.

Link-up with police to create the
”Safer Streets” initiative helping
to crack down on crime and anti
social behaviour. The move is
overwhelmingly endorsed by tenants
and the wider community.

Retirement of long-serving and
highly-respected Chief Executive
Willy Briody after 27 years of service.
Willy’s professionalism helped create
the successful housing association
that Maryhill is today. Willy joined
the organisation in 1982 originally as
Development Officer.
The Association’s longest-serving
Board and Management Committee
member Edith Ward retires after 34
years of diligent and outstanding
service to the Association and to the
community.

2011
The former Maryhill Primary School is
brought back to life as new homes –
131 years after it first opened its doors.

2015
Association places a firm focus on
environmental issues as demand
grows from tenants and owners to
clean up the community. We spring
into action by sending clean up
squads out and about.
Our first ever residents’ conference takes place on water – this time on a canal
boat on the Forth and Clyde canal.

Association overwhelmingly wins
the ballot of tenants who voted on
transferring homes from GHA to MHA

2016

2017

Maryhill shortens the name of the
organisation to Maryhill Housing
with a new, colourful logo. A special
version of this logo is created for the
40th anniversary

40 years young and a year-long
programme of events involving the
community is organised to celebrate
the milestone.

2012
A mutli million improvement
programme at the Glenavon flats
begins – keeping a promise made in
the stock transfer ballot. This ongoing
programme of improvements
continues to this day.
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OUR COMMUNITY –
Always on
Your Side
A sense of community has always
been important to us.
We’ve always believed that building
homes and looking after existing ones is
not enough. We must also support the
communities where YOU live.
This is an essential task of communitybased housing associations like Maryhill.
And no-one knows more about what
needs to be done than an association
led by a Board of local residents.
When we started out in 1977 our task
then was to refurbish tenements in
the East Park area. When others were
demolishing Victorian and Edwardian
tenements we were giving them a new
lease of life.
But with a small staff and limited
financial resources we didn’t have the
time or the means to regenerate the
whole of Maryhill and Ruchill.
How things have changed!
Forty years later we like to think of
ourselves as part of the anchor that
holds our communities together. Always
helping. And still inspiring people.
Looking back we can celebrate the many
achievements that have made a real
difference to people’s lives. In the centre
pages of this Annual Review you can see
a timeline of what has been done since
1977.
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Lending a hand …. staff including Chief Executive Bryony and Director of
Corporate Services Eleanor helping in a tenant’s garden

What are we doing now?
Here are some highlights of how
Maryhill Housing has made a
difference in recent times.
• Working with others we brought the
much-loved Maryhill Burgh Halls which date from 1878 - back to life
making them a focal point for the
community
• A “Community Fund” was given
a boost where we most recently
set aside £80,000 to fund
improvements that are identified
by our communities. It is proving
extremely popular.
• We now have 8 “Registered
Tenants’ Organisations”. These are
residents associations whom we
work closely with and consult on
relevant matters
• We helped create “Roots of Ruchill”
– a fantastic allotment project
allowing local people to grow
things. And we’ve made sure local
schoolchildren have been down to

The “mini multis” playpark

have a look so they can learn about
gardening and healthy eating.
• We provided support for the “Mini
Multis Residents’ Association” to
obtain £249,000 funding from Big
Lottery Scotland to build a growing
space and play park.
• We work closely with our two local
community councils who share
our vision of vibrant, successful
communities.
• We work with the Action for
Children organisation giving young
people employment and training.

A HELPING HAND
What Can You
Expect in the Future
Schools out.. youngsters from St Cuthbert’s

Learning is fun…our adult learners

• Our most recent involvement
with young people consisted of
mentoring three pupils from local
secondary schools who spent several
weeks with us to get a taste of
working in housing
• We invited pupils from St Cuthbert’s
Primary to visit the Ruchill
allotments and helped adult learners
improve their skills in English
• Staff and Board members have
taken part in two “Wee Volunteer”
days where we went out into the
community to do good work such as
cleaning up paths, picking up litter
and hosting seniors’ afternoon teas
• We created a new playground at
the Glenavon flats – so children of
families living there had somewhere
to play. Before this there were no
proper play facilities.
• In 2017 we helped Ruchill Furniture
move to new premises so they could
continuing helping people with new
furniture at low cost. This was a
great example of how funding from
our Community Fund continues to
support local projects.

Open for business….Ruchill Furniture

• Our Financial Support Team works
with people who need advice on
financial matters which can help
them keep their tenancies. It is a
vital part of our work. This service
is entirely confidential and also free
and last year improved tenants
income by over £2m.
• We are also committed to
apprenticeships and provide work
for young people keen to learn about
working in housing. We currently
have 4 working with us and all are
valued members of the team.

• We secured money from the Scottish
Government’s ”Community Choices’
Fund giving local people the choice
to decide where money should be
spent. This is known as Participatory
Budgeting and there was a large
turnout of people who voted. The
Association contributed £20,000 and
the Scottish Government contributed
the same amount. Recipients of the
money included a toddlers’ group,
seniors’ craft making group and other
community organisations across
Ruchill and Maryhill.
• We’ve run 98 computer classes to
help people learn and improve their
computer skills
• We’ve run 111 “Job Clubs” – which are
drop in sessions to help people with
searching for employment.
• We will again be running a
“Participatory Budgeting” event
whereby people can vote where
money should be spent in the
Ruchill and Maryhill communities.
We are applying for funding from the
Scottish Government.
• We referred earlier to our apprentices
– we are working in partnership
with the Scottish Federation of
Housing Associations and its
ongoing campaign to create new
apprenticeships in the future.

Balloon fun……youngsters at the Glenavon
summer fun day
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OUR FINANCES
Financial Report for the year ended 31 March 2017
Our Results
The Association operates from
a strong financial base with
turnover for the year of £12
million.
We acquired 9 properties under the
acquisition scheme supported by
Glasgow City Council grant and sold

14 properties under Right to Buy.
We made an operating surplus of
£0.8 million in the year. At 31 March
2017, cash reserves were £6.6 million
and cumulative reserves were £28
million.

The main sources of income and expenditure in 2016-17 were as follows:-

INCOME

EXPENDITURE

Rent and Service Charge Income
Revenue Grants
Capital Grants
Interest Received
Factoring Income
Wider Role Grants
Property Sales
Other Income
Surplus for the year

11,481,437
16,850
268,774
7,611
87,143
172,943
200,032
448,556
(660,907)

£12,022,439

Repairs, Cyclical and Planned Maintenance
Housing Services
Loan Interest
Wider Role Activities
Service Costs
Factoring
Voids and Bad Debts
Development Costs
Other Expenditure
Depreciation of Housing

3,622,276
4,497,452
728,876
557,050
168,148
138,822
72,066
15,079
88,097
2,134,573

£12,022,439

HOW EACH £1 OF INCOME IS SPENT:

30p - Repairs,
Cyclical and Planned
Maintenance

37p - Housing
Services

1p - Factoring

1p - Voids and
Bad Debts

CONTACT US:
THERE ARE MANY WAYS TO
CONTACT MARYHILL HOUSING
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6p - Loan
Interest

5p - Wider Role
Activities

1p - Other
Expenditure

1p - Service
Costs

18p - Depreciation
of Housing

CALL US ON 0141 946 2466 • FAX 0141 945 4457
CALL IN TO OUR MAIN OFFICE AT 45 GARRIOCH ROAD G20 8RG
EMAIL US enquiries@maryhill.org.uk
FACEBOOK MaryhillHousing • TWITTER @maryhill housing

Maryhill Vice
Chair’s success
at Mary Barbour
Award 2017
Awards honour women who have followed in the
footsteps of Glasgow heroine of social justice.
Maryhill Housing Vice Chair Lorain Mackinnon has been
honoured at the 2017 Mary Barbour Awards.
Lorain was named runner-up of the prestigious award which is
named after a heroine of social justice in Glasgow.
The accolade is widely seen as a well-deserved triumph for
Lorain who has dedicated over 20 years of her life to serving
the communities of Ruchill and Maryhill.
It was set up in memory of Mary Barbour who, in 1915, won a
battle with landlords which protected rent levels of tenants.

Pictured: Lorain celebrates her success

Lorain received a commemorative certificate and engraved
rose bowl.
The Award itself was won by Sadie Gordon of Queens Cross
Housing Association. Well done to Sadie.
At the end of 2016 Lorain received another honour - this time
from Partick Thistle. She was named a Community Champion
and was presented with her glass Award at one of the Club’s
games from Thistle Managing Director Ian Maxwell.

A summer of success as Maryhill
triumphs again and again
Maryhill Housing has recorded a
number of successes in a series of
competition wins.
WIN NUMBER ONE was our success in
the Keep Scotland Beautiful 2017 Local
Environmental Awards. It was for our
work in keeping our community looking
great and we featured this in our spring
newsletter.
WIN NUMBER TWO came in June in
the People Make Maryhill Awards run
by Maryhill Parish Church. The winners
were:
• Maureen Dickie from Glenavon
Residents’ Association;
• Helen Donald, Chairperson of
Shiskine Place retirement housing
Residents’ Association;
• Alison Scott, Warden at Shiskine;
• Raymond Wingate, Warden at Oran
Place retirement housing;
• Jim Hunter of Maryhill Housing’s
Neighbourhood Team;
• John McCann who is the Chair of
Valley & Locks Residents’ Association;
• Eleanor Brown of Ruchill Furniture

who is also a Maryhill Housing Board
member.

entrants in the various categories was
won by Big Roots of Ruchill.

WIN NUMBER THREE also came in
June in the keenly fought Evening Times
“Streets Ahead” contest
The Evening Times, in typical
campaigning form, searched for
people and projects who have made
a difference to the streets, parks and
gardens of Glasgow.This involved
planting, pruning picking up litter or
planning bigger projects for the future.

The Streets Ahead winners. The top overall Award.

Sensationally, the Big Roots of
Ruchill allotments won
the category of Best
Community Garden.
Then the title of Best
Community Initiative
was won by the Mini
Multis’ Residents
Association for its
playpark and growing
space. And as if that
wasn’t enough the Streets
Ahead Overall Award
chosen from over twenty

The People
Make Maryhill
winners
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W
di e
d:

We introduced a
better sickness reporting
procedure. This now
involves managers checking the
appointment diaries of staff and
making alternative arrangements, or at
the very least contacting our customer
to advise that we cannot attend.

Y
Sa ou
id
:

etimes known as
You Said We Did
And here are som
e examples.

You felt that the member of the Customer Contact team that you
dealt with was too straight to the point in relation to a repair.

W
di e
d:

We recently introduced a scripted repairs system using new
computer software. This ensures that everybody reporting a repair
gets the right kind of information for their type of repair. However we do
recognise that at times this can sound very structured so we have provided
staff who handle your calls with training to make sure we are as helpful and
understanding as possible.

Y
Sa ou
id
:

You were disappointed that
you had to contact us to say
nobody had kept an appointment and
that you had waited in a full morning
with no success. We investigated
this and found that this was due to
sickness absence of a staff member.

W
di e
d:

Y
Sa ou
id
:

YOU SAID
...WE DID

MAKING sure we
get things right is
important to us.
That’s why when
you tell
us about somethi
ng that isn’t right
we
listen and in man
y cases act to so
rt it out.
It is som

You were not happy with the service you were getting in relation to
landscaping.
We have moved some aspects of the service in-house with
estate caretakers. For all other areas we have procured a new
landscaping contractor. We will assess how our caretakers are
improving customers’ experience and we may consider making
further changes.

ALLOCATING RENT
YOUR HOMES

You can see from the graph how Maryhill’s rents
compare to the rents from other housing providers.

We propose to rewrite our allocation policy to ensure
that those in the most need are offered our homes.

£100

A new Allocations Policy is proposed to meet the
requirements of Housing (Scotland) Act 2014. In our new
policy we are proposing to give priority to the following
groups:
Social housing tenants under occupying their homes

•

Homeless persons

•

Persons who are living in unsatisfactory housing
conditions

•

Applicants who are overcrowded

•

Applicants with social and economic needs such as
those living in unaffordable housing

•

Applicants with disability, health or support needs’

Look out for more information on this later this year.
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FACTORED HOMES – A NEW
AND IMPROVED SERVICE
During 2017 we have improved
our Factoring Service.
It follows feedback gathered from
our last customer survey on how we
can improve it.
We also recently embarked on
a major review of our factoring
business in general.
Originally set up over 30 years ago
to help us manage the common
parts of closes and housing
developments, where these were
shared with private homeowners,
the factoring service has grown
considerably.
Our factoring service is now
provided to over 700 properties
within Maryhill and Ruchill. Despite
this growth, our commitment to
providing a good service is at the
heart of everything we do – being
friendly, honest and respectful.
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MARYHILL
Factoring News

A NEW AND BETTER
FACTORING SERVICE
FROM MARYHILL HOUSING

Maryhill Housing is improving the
Factoring Service it
offers.
This follows on from feedback gathe
red from our last
customer survey on how we can conti
nually improve
our factoring service
The results led us to carry out a majo
r review of our
factoring business to ensure it meet
s your needs.
Maryhill Housing originally set up
its factoring service
over 30 years ago to manage the
common parts of

closes and housing developments
where these were
shared with private homeowners.
Since then the
factoring service has grown consi
derably.
We now provide a factoring servic
e to over 2000
properties within the Maryhill and
Ruchill area. Despite
this growth, our commitment to provi
ding a good
service is at the heart of everything
we do. The basis of
this is to be friendly, honest and respe
ctful

Our objectives of meeting the needs
of the community by maintaining
quality housing and providing a
high quality customer focused
service also remain unchanged.
Among our newest innovations
is a factoring newsletter full of
information that we think you will
find helpful (pictured) and clearer,
simpler invoicing.

GLASGOW HOUSING REGISTER
MARYHILL has joined the Glasgow
Common Housing Register (GHR)
which is a shared waiting list for
social landlords.
GHR has been developed in partnership
with Registered Social Landlords
(Housing Associations and CoOperatives) who have houses to let in
the Northwest of Glasgow.

Using GHR means you only need to fill
out one application form to apply to
any or all of the 13 housing associations
or housing co-operatives known as
Partners. As well as Maryhill they are:
NG Homes, Cadder, Sanctuary, Partick
Housing Kingsridge Cleddans, Glasgow
West, Cernach, Drumchapel Housing
Charing Cross Housing, Pineview,
Kendoon Housing Assocation.

The GHR site is now fully operational
and you can apply online by visiting:
http://www.glasgowhousingregister.org/
All you need to complete an online
application is an e-mail address. If you
do not have access to a computer or
require assistance in completing an
online application please contact our
allocations team on 0141 946 2466 who
will be happy to assist.
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Picture
this!
Our 2017 40th anniversary
celebrations are in full
swing and last throughout
the year. Here are some
photos of the fun so far.

Maryhill Housing Association Ltd,
45 Garrioch Road, Glasgow, G20 8RG
T: 0141 946 2466 • F: 0141 945 4457 •
E: enquiries@maryhill.org.uk • W: www.maryhill.org.uk
Maryhill Housing
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