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Community@Maryhill
Officially Opens!
Maryhill Housing staff and
customers celebrated the opening
of our brand new community space
at the beginning of August.
Community @ Maryhill is located at
the base of 29 Glenavon Road and
was officially opened by Councillor
Jane Morgan. As well as having
the chance to look around the new
facility, guests were treated to a
selection of food and drinks, facepainting, balloon modelling and
even a free ice cream van! The event
was also used as an opportunity for
our staff to consult with customers
and provide a demonstration of two
potential new heating options for
our properties which currently have
electric storage heaters.
The dedicated community space
will be available for groups to
arrange events as well as providing a
venue for meetings or public dropin sessions.

Community @ Maryhill will also
host a variety of activities for the
community such as Digital Inclusion
and ESOL (English as a Second
Language) classes.
CEO Bryony Willet said: At Maryhill
Housing, we understand the
importance of a space which
brings together local people and
the opening of Community @
Maryhill is part of our commitment
to developing strong and thriving
communities in Maryhill.

Congratulations to Amanda Craig who was the
winner of our competition to name our new
community space and won a £50 shopping voucher!

Community @ Maryhill was also recently used by
the Glenavon RTO to host their annual fun day.
Guests were treated to games, dancing and a show
by magician Mark Walbank. The Glenavon RTO
would also like to say a massive thank you to Laddie
and Caroline from the local Glenavon shop for their
generosity in providing food and drinks for the event.
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In-house
services save
over £100,000!
In January 2017 we launched a
new Neighbourhood Team service
which replaced the old Concierge
model.
The new service involves a team
of Estate Caretakers whose roles
involve improving the environment
around our properties and carrying
out landscaping works in some
areas. It also expanded the remit of
the Neighbourhood Officers based
at Glenavon Road to include certain
repairs such as changing locks and
fixing hinges on fire doors – things
which are essential to keep our
customers’ homes safe.

We have received very positive
feedback about this since it
was launched with over 85% of
the customers who receive the
landscaping service saying it should
continue.
The advantages of the
Neighbourhood Team carrying out
repairs themselves are that they
can often get to customers more
quickly than contractors can and it
also saves money.
In 2017/18 we saved over £100,000
by carrying out repairs ourselves
rather than having these dealt with
by contractors.

Maryhill
Allotment murals
Back in April, with a little help from Artpistol, Maryhill
Allotments were transformed with some new pieces of street
art. It is hoped the murals will improve the visual impact of
the land and attract more visitors.
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Understanding & Speaking
English lessons at Parkview
Primary School
Parents who do not speak English as a first language
have been attending Understanding and Speaking
English lessons at Parkview Primary School with the
EAL (English as an Additional Language) teacher,
Mrs Dey.
So far, the parents have successfully completed two
blocks of lessons and are already benefiting by being
able to communicate with teachers and people they
come across every day; allowing them to feel a part
of both the school and the wider community.
Parkview Primary School has been successfully
building positive relationships with EAL parents and
have lots of exciting things planned for the future.
In June the parents and Mrs Dey organised a wellattended International Day. Staff from Maryhill
Housing attended this event in order to provide
housing and welfare rights advice together with a
number of other local organisations.

Rent
Consultation
Survey winners!
Congratulations to Agnes Dwyer and Jacqui Tait who
were the winners of our 2018/19 Rent Consultation
Survey prize draw. Both Agnes and Jacqui received a £50
Love2Shop voucher.
We will be writing to all customers in the next few months
with details of our 2019/20 Rent Consultation Survey
so please look out for this. Everyone who completes the
survey will be entered into a free prize draw!
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TSIG
monthly
meetings –
change of
date
The Tenant Service
Improvement Group (TSIG)
meetings are now being held
on the first Tuesday of every
month at Shakespeare Street
Youth Club, 75 Shakespeare
Street from 7pm. All Maryhill
Housing tenants are welcome
to attend. The TSIG will be
working closely with Maryhill
Housing in the coming
months in relation to the
2019/20 Rent Consultation.

Maryhill Housing
Customer Kitty
In June we announced the re-launch of our
bursary scheme which is now known as the
Maryhill Housing Customer Kitty.
The Customer Kitty has been set up
to help Maryhill Housing tenants and
factored owners.
Non-repayable grants of up to
£1,000 are available for a variety
of things including activities,
clothing, education costs,
equipment, household costs
and training that might not
otherwise be affordable.
We have been inundated
with applications since the
re-launch and so far have
given out over £6,000.
Pictured opposite is Audrey
Cameron, one of our successful
applicants. Money from the
Customer Kitty was used to purchase
a brand new laptop for Audrey’s son to
help him with his schoolwork.

Say hello to our new Housing Officers!
Louise McNally

Jade Murray

Louise joined Maryhill Housing
in July and will be covering the
area around East Park and Oran
which was previously managed
by Derek Baker.

Jade has joined Maryhill
Housing to cover the area
which includes 29 Glenavon
Road, Cadder and Lochburn
and will be with us until the
end of 2019. Jade previously
worked for a housing
association in the south side of Glasgow
and is looking forward to meeting all of
her customers at Maryhill Housing.

Louise has extensive experience
of working in housing across community-based,
specialist and national organisations and is passionate
about promoting community involvement. Louise
is looking forward to getting to know the customers
in her area and working with East Park Residents’
Association to make a difference in the community.
Summer 2019 Newsletter
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Our new Corporate Plan
Last year we carried out a survey
of all of our customers and we
have now used this feedback to
write a new Corporate Plan. This
Plan sets out what we aim to do
over the next three years to make
improvements and to provide
the best possible services to
our customers and the wider
community.

communities. To achieve this
vision we have identified three
main aims:1. To improve customer
experience and increase
customer satisfaction.
2. To address poverty and
enable customers to make
their lives better.

The Plan includes a new vision for 3. To provide better homes and
develop neighbourhoods to
the organisation; to provide great
feel proud of.
homes in strong and thriving

We also have four core values to
guide everything that we do: think
customer first, deliver on our
promises, celebrate diversity and
keep improving.
Our new Corporate Plan will
be launched on our website
in August and copies will
be available at our AGM in
September. We will also use
future newsletters to let you know
how we are progressing against
our aims.

Electrical safety in your home
Maryhill Housing has a legally-bound duty to ensure If the date/time of your check does not suit, please
the electrical safety of your home. We are currently contact us on 0141 946 2466 to reschedule.
working with Power Distribution Company (PDC) to
ensure that all of our properties are compliant with
the law.
We will arrange for PDC to carry out these checks
on our behalf every five years. PDC will contact you
directly to arrange your electrical safety check.
The work should take about two hours and will be
carried out by a qualified electrician. During this time
the electrician will need to check the fuse board
and will require access to all of the rooms in your
property. The electrician will also need access to
your electricity meter as part of their check.
Please help us to help you stay safe in your home by
allowing the electrical safety check to be carried out.
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Responding to the Customer
Satisfaction Survey
In autumn 2018 approximately 1,000 customers took Over the last few months our managers have been
the time to complete a survey telling us how satisfied contacting all of the customers who said they were
they were with the services we provide.
unhappy with our services to understand more about
We have used this feedback to set ourselves new what we could be doing differently.
priorities including focusing our resources on making
homes more energy-efficient and easier to heat and
training our contact centre staff to be able to answer
more queries.

Our winter 2019 newsletter will highlight all of the
changes we have made in response to your comments.
Thank you to everyone who took the time to complete
the survey as well as all of those who have provided us
with additional feedback!

Our Customer Charter-

have your say!

One of the key issues highlighted
by our last Customer Satisfaction
Survey was that some customers
have found it difficult to contact
us. Many commented that they
feel like they have been passed
from pillar to post to resolve an
issue or we have not kept our
promises about calling back
when we said we would. We are
committed to improving in this
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area and are currently developing
a new Customer Charter to set have already heard from over
out the standards you can expect 230 customers.
from us in future.
We will be finalising the Customer
This is your Charter so it will Charter in the autumn so please
be informed and shaped by look out for more information in
your views. We have recently our winter newsletter as well
been seeking feedback from as on our website and
customers on how our customer social media.
service could be improved and
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New heating systems and
internet services
We are currently planning big
improvements to the properties
at 266 Cumlodden Drive.
We have collected customer
feedback about proposals to
install new energy-efficient
heating systems to replace the
old storage heaters, providing
internet access to all tenants and
renovating the foyer areas.
The works at 266 Cumlodden
Drive will be the start of a major
programme to replace every
electric storage heater system in
all of our properties over the next
ten years.

We have also received feedback
from customers at Glenavon
Road about proposals to
extend the internet service that
customers in the multi-stories are
currently receiving for free.
All of these improvements would
mean changes to rent levels for
the customers in these areas so
it is really important for us to get
your views.
If customers are in support of
the proposals work will start in
winter 2019.
We will have more information on
this in our winter newsletter.

Introducing our new-look Property Team
We started the process of
restructuring our Maintenance
and Investment teams last year.
We carried out a restructure
of those teams because the
feedback from our customers
suggested that it wasn’t clear who
did what in relation to different
types of repairs meaning that
the service we provided was not
consistent.
Customers also told us that
communication in relation to
our repairs and investment
programme was not very good
and it was difficult to know who to
speak to if they had any concerns.

customers will also now have a allow us to develop this area of the
dedicated Property Officer who will business further.
deal with any concerns in relation
Tony Grantham
to any repair or investment works
to be carried out in their homes.
Our Property Officers have begun
delivering their bio cards to the
properties in your patch so you will
know who is responsible for your
area.
Our Customer Contact team have
also now moved into the Property
team as they process most of the
repair requests we receive. You will
have spoken to a member of the
Customer Contact team if you
have ever visited or telephoned
our Garrioch Road office.

To address all of these issues we
have brought the Maintenance We think that these changes will
and Investment teams together further improve the repairs service
under one Head of Property. All that we provide to you and will
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You Said, We Did
How we are responding to feedback from customers:

You Said:

You Said:
One customer
reported a pest control
issue in their property and
was unsure of what to
do.

We have recently received
a number of complaints from
different customers about
problems making gas
servicing appointments.

We Did:
We have provided additional
training for our Customer Contact
team who will now be able to book these
appointments themselves quickly and
without the need to pass the request
to another team.

You Said:

You Said:
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We worked with the Pest
Control Department at Glasgow
City Council who have responsibility
for these types of issues. They advised us of the
likely cause of the issue and we then raised this as an
emergency repair. Action was taken to resolve the
issue within two hours of advice being received
from the Pest Control Department.

We Did:

One customer who receives
factoring services from us
complained that some bills for
maintenance work were too
expensive.

We have had several complaints
about our communication with
customers, most often about us not
calling customers back on time
about a complaint or repair.

We Did:

We are now preparing to offer
repayment plans to owners, meaning
that large bills could be paid up over
several months rather than requesting
immediate payment. Further information
on this scheme will be available to owners
once it is launched later this year.

We Did:
We have started work on a new Customer
Charter that will set out our promises on a range
of customer service standards. We are consulting
with customers to develop this Charter, to find out how
quickly they think we should be responding and what our
priorities should be for improvements. Once launched,
customer service training will be provided for all of
our staff to ensure we keep our promises.
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Welfare reform
and benefits – are
you missing out?
Government figures covering the last three years show
that 1.03 million people in Scotland are living below
the poverty threshold. The figures also reveal that
240,000 children in Scotland are living in poverty; with
two thirds of those coming from working households.
Millions of people are missing out on extra financial
support which is rightfully theirs and this shouldn’t be
the case.

Non-means-tested benefits do not take into account
your income and savings in the same way as meanstested benefits do, but they do have their own rules
which must be met.

Some of the means-tested and non-means-tested
benefits that you may be entitled to are listed on the
next page. This is not an exhaustive list. If you would like
further information about any of these benefits, please
Some of the benefits available are ‘means-tested’ visit the government website https://www.gov.uk or
which means that the amount of income and savings speak to a member of our Financial Support Team who
you have will affect your eligibility.
can give you advice and help you to apply.
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Means-tested benefits
Pension Credit
Pension Credit is an income-related benefit for people who have
turned State Pension age. This ‘tops up’ your weekly income if it is
below £167.25 (for single people) or £255.25 (for couples) per week.

Universal Credit
Universal Credit is a monthly payment to help with your living costs
and rent. You may be eligible for this if you are on a low income or out
of work. If you apply for Universal Credit and are still receiving any of
the benefits that Universal Credit replaced (Child Tax Credit, Housing
Benefit, Income Support, Income-based Jobseekers Allowance,
Income-related Employment & Support Allowance and Working Tax
Credit) those benefits will end.
People who receive a Severe Disability Premium on their existing
benefits will be unable to make a claim for Universal Credit at present
but may be able to apply for one of the benefits that Universal Credit
replaced.
Universal Credit claims are made online. You must also manage
your Universal Credit journal online to report changes in your
circumstances, check your payments and complete tasks set by your
work coach.

Non-means-tested benefits
Personal Independence Payments (PIP)
You can apply for PIP if you are aged 16 or over and have not reached
State Pension age. You must have lived in Scotland, England or
Wales for at least two of the last three years and be in one of those
countries when you apply.
You must also have a health condition or disability where you have
had difficulty with daily living or getting around (or both) for at least
three months; and expect these difficulties to continue for at least
nine months (unless you are terminally ill with less than six months
to live).

Disability Living Allowance (DLA)
You can apply for DLA if you are under 16 and have additional care
needs or have walking difficulties. The parent or guardian of a child
with such needs would normally submit a claim on behalf of the
child.

Attendance Allowance
This is a benefit for people who have reached State Pension age or
older and have a physical or mental disability which is severe enough
that they need someone to help look after them.

Need further advice or help to apply?
If you are looking for more information or would like help to apply for
benefits you can speak to a member of our Financial Support Team
by calling 0141 946 2466 or emailing fst@maryhill.org.uk
Summer 2019 Newsletter

Changes
to our
Allocations
Policy
Following consultations with
customers we have made some
changes to our Allocations Policy.
These reflect the changes in
priority introduced by the Housing
(Scotland) Act 2014 which requires
us to give greater priority to groups
including:• Social housing tenants whose
existing properties are too large
for their needs;
• Some categories of homeless
people;
• People living in unsatisfactory
housing conditions.
We are also now able to offer more
priority to those affected by:• Overcrowding;
• Social issues or issues of
affordability;
• Disability, health and support
issues.
We will be reviewing the points
currently awarded to all of our
applicants and to customers on
our transfer list to reflect these
changes and make sure that priority
is given to those applicants with the
greatest housing need.
If you are on our transfer list you will
receive a letter confirming your new
points before the changes come
into effect.
If you have any queries
about this, please
contact your Housing
Officer.
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Best Start Grant –
have taken over looking after if you
get Child Tax Credit, Child Benefit,
Universal Credit child payments or
the child addition part of Pension
Credit for them.

2. Early Learning
Payment

that comes after your first, such as
your second or third child, or any This is a one-off payment of £250
child after these.
to help with the costs of having a
The aim of this payment is to help pre-school child, for example the
You can get these payments:with the costs of pregnancy or costs of day trips, books or toys for
home learning.
• If you have a child who is the having a baby such as maternity
clothes, a cot or a pram.
You can apply from your child’s
right age for a payment;
second birthday up to the day your
• Whether you are in work or not, You can apply for the Pregnancy
child is three years six months old.
as long as you are on certain and Baby Payment from 24 weeks
pregnant up to the day your baby
payments or tax credits.
is six months old. This goes up to
1 year old if you have taken over
looking after a child, for example, if
you have adopted.
This is a one-off payment of £250
Your first child is your oldest child to help with the costs of having a
This is a one-off payment of £600 under 16 years of age. This can
child of school starting age. The aim
for a first child or £300 for any child include a stepchild or a child you
of this payment is to help with the
Best Start Grant is a package of
three different payments which you
can apply for if you are a parent or
carer.

1. Pregnancy and
Baby Payment
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3. School Age
Payment

Maryhill Housing Association

are you entitled?
costs of things such as a new school If your child was born later than •
bag, school trips or after-school February 2016, you will be able to •
activities.
apply after May 2021. You cannot
You can apply for the School Age apply for the School Age Payment •
Payment in the year your child for a child born before 1st March
2014.
should be starting school.

Housing Benefit
Income-based Jobseekers
Allowance (JSA)
Income-related Employment &
Support Allowance (ESA)

The exact dates when you must Your child does not need to take up
apply depend on when your child a place at school and it does not
matter if you defer your child’s entry
was born:
into school. You should still apply There are three ways you can apply
within the time limits - if you apply for Best Start Grant:Your child’s date of birth
• Online: Visit the mygov.scot
Between 1st March 2014 & 28th after it will be too late.
website
February 2015

How to apply

When you need to apply
Between 3rd June 2019 &
29th February 2020

Your child’s date of birth
Between 1st March 2015 & 29th
February 2016

Who can apply?

If you’re over 18, you can apply
whether you are in work or not, but
•
you must be getting one of the
following benefits:
•

Child Tax Credit

When you need to apply

•

Universal Credit

Between 1st June 2020 &
28th February 2021

•

Income Support

•

Pension Credit

You cannot apply out with these
dates.

•

Working Tax Credit
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•

By telephone: Call Social
Security Scotland on 0800 182
2222
By post: Application forms
are available to download on
the mygov.scot website or you
can telephone Social Security
Scotland and ask for one
to be posted to you.
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The EU Settlement Scheme
The UK Government’s decision to
leave the European Union (Brexit)
means that the rights of European
Union (EU), European Economic
Area (EEA) and Swiss nationals
living in the UK will change.
These changes mean EU, EEA and
Swiss nationals will have to apply to
the EU Settlement Scheme to be
able to:•

continue living in the UK*

•

work in the UK

•

use the NHS

•

enroll in education or continue
studying

•

access public funds such as
benefits and pensions (if they
are eligible for them)

•

travel in and out of the UK.

If you have lived in the UK for less
than five years you will be given
a pre-settled status; if you have
five or more years of continuous
residence you will be given a settled
status. The status you receive from
the UK Government will determine
the rights you have and the
benefits you can claim.
If the UK leaves the EU with a
deal, EU, EEA and Swiss nationals
will need to apply before 30th
June 2021. If the UK leaves the EU
without a deal the closing date for
applications will be 31st December
2020.
*You may be able to stay in the UK
without applying – for example,
if you’re an Irish citizen or have
indefinite leave to remain.
You will find more information
about the EU Settlement Scheme
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at: https://www.gov.uk/settledstatus-eu-citizens-families

Help & Advice
The Scottish Government is
working in partnership with Citizen’s
Advice Scotland who will offer free
help and advice to EU, EEA and
Swiss nationals living in Scotland.
The local Citizens Advice office is
located at: 2nd Floor, 1455 Maryhill
Road Glasgow, G20 9AA. Help is
also available over the telephone
on the Citizens Advice Bureau’s
national helpline: 0800 916 9847
(Monday and Friday mornings from
9.00am – 1.00pm and Wednesday
afternoons from 1.00pm –
5.00pm).
For customers requiring extra help,
Citizens Advice Scotland have
created an EU Citizens Support
Service. This service is for EU, EEA
and Swiss citizens who would like
to apply for settled status, but have
extra needs. For more information
please visit https://www.cas.org.
uk/brexit

Maryhill Housing Association

QUIZ CORNER
SUDOKU

ust for fun!
J
FOR THE KIDS
Can you find 10 differences between the 2 pictures?

Answers:
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You could get £140 off your
electricity bill with the Warm
Home Discount Scheme
The Warm Home Discount Scheme is provided by your
energy supplier and if you qualify they will award you
£140 towards your electricity account. This is open to
applications for the majority of suppliers by the end of
August 2019.

In order to apply you can contact your energy supplier
directly either over the telephone or via their website.
If you would like help to apply, please contact our
Financial Support Team by calling 0141 946 2466 or
emailing fst@maryhill.org.uk

You will qualify for the Warm Home
Discount
As with
the lastScheme
issue of the newsletter, can we include a crossword or Sudoku
if you receive the Guarantee Credit
element
of Pension
puzzle for adults
and something for children such as a ‘spot the difference’?
Credit (known as the ‘core group’).
At the bottom of the very last page can we have the same thing as the Spring

You may also qualify if you are on
a low income and
newsletter:meet your energy suppliers’ criteria for the scheme
(known as the ‘broader group’). Each energy supplier
has different qualifying conditions; some simply require
you to receive an income-based benefit whilst others
will award this to low-income households with young
children or those receiving disability benefits.

Do you have any phs
gra
interesting photoryhill or
or stories of Ma
Ruchill?
If so, we’d love
to hear from you.
You can contact
us using the
details below.

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

Can we also squeeze in a couple of lines under ‘If you require the newsletter in a
different language…” as we would like to have this same sentence in a couple of
If you require
the newsletter
different
languages
as follows:- in a different language, please get in touch with

us using the details at the bottom of the page.

، إذا ﻛﻨﺖ ﺗﺮﻏﺐ ﻓﻲ اﻟﻨﺸﺮة اﻹﺧﺒﺎرﯾﺔ ﺑﻠﻐﺔ ﻣﺨﺘﻠﻔﺔ
.ﻓﯿﺮﺟﻰ اﻻﺗﺼﺎل ﺑﻨﺎ ﻋﻠﻰ اﻟﺘﻔﺎﺻﯿﻞ أدﻧﺎه
Jeśli chcesz otrzymywać biuletyn w innym języku, skontaktuj się z nami pod poniższymi
szczegółami.

如果您希望使用其他語言的新聞通訊，請通過以下詳細信息與我們聯繫。

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