
We recently carried out a tenant’s survey to get your views on how we are doing generally 
as well as in relation to the challenging circumstances caused by the pandemic.

Gail Fitzpatrick, our Corporate Services Assistant, phoned a random cross-section of tenants 
across a range of property sizes and types. Gail spoke to 83 households which is exactly 10% 
of our housing stock. 

Included in this report is a summary of the responses that we received. 

AUTUMN TENANT 
SURVEY 2020



 

 

 

 

 

We are delighted to be rated so highly on this measure but will continue to work hard in the hope of 
even greater satisfaction levels in future.  

We asked about internet access and preferred methods of receiving information from us. The most 
popular way was our quarterly newsletter. We are committed to continuing to bring you this through 
2021 and beyond.  

 

** insert image of the front page of our September 2020 newsletter** 

 

 

 

 

 

 

 

 

 

 

 

 

Satisfaction with Overall Service

Very satisfied (61) Fairly satisfied (20)

Neither satisfied nor dissatisfied (1) Fairly dissatisfied (0)

Very dissatisfied (1) Don’t know/no opinion (0)

 

 

We also asked “How good or poor do you feel Hillhead is at keeping you informed about their services 
and decisions?” 

** maybe images of mail/phone/facebook logo? 

 

 
We recognise that the quality of our repairs service is very important to tenants so we asked for views 
about how well we are doing in this area.  

** some kind of repairs graphic here? 

 

 

 

 

 

Keeping You Informed

Very good (60) Fairly good (20) Neither good nor poor (2)

Fairly poor (0) Very poor (1)

Repairs Satisfaction

Very satisfied (63) Fairly satisfied (12)

Neither satisfied nor dissatisfied (2) Fairly dissatisfied (2)

Very dissatisfied (2)
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in the hope of even greater 
satisfaction levels in future. 

We asked about internet access 
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receiving information from 
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our quarterly newsletter. We 
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to bring you this through 2021 
and beyond. 
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services and decisions?”
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quality of our repairs 
service is very important 
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we are doing in this area. 
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Building on progress for a brighter Hillhead
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NEWS
We hope all our tenants and their families 

are keeping safe and well during these 
strange and unsettling times.  

When we closed our offi ce to the public in 
March due to government guidance in light of the 

Coronavirus pandemic, we did not anticipate the 

situation would go on quite so long…..
Even though our offi ce is closed, all our staff 

have carried on working from day 1, and continue 

to do so to this day.  The majority of us are 
working from home, with only a few staff members 

remaining in the offi ce to manage our mail 
systems and process rent payments. Our property 

services offi cers and estates staff also maintain a 

presence in the area to deal with inspections and 

remedial works in empty properties.

IT’S BUSINESS AS (THE NEW)NORMAL!

OFFICE HOURSThe offi ce hours are currently 10am-
3pm with the homeworkers keeping to 

the normal 9am-5pm.Phone calls to the offi ce number 
should only be in order to make rent 
payments or in the event you cannot 
reach the person you are looking for.

Enclosed with this newsletter is a contact 
information sheet detailing direct 
telephone numbers for our staff. Please keep this sheet handy - by using these numbers you will be able to get your query dealt with more quickly by the correct staff member.

PLEASE TELEPHONE 
STAFF DIRECT FOR THE FOLLOWING SERVICES:

To speak with a member of the Repairs Team:Diane Bridges Property Services Assistant 0141 776 8625 (to report repairs or for general repair enquiries)
Malcolm Macdonald Property Services Officer 0141 776 8627 (for queries relating to fencing works)
Marie Savage Property Services Officer 0141 776 8620 (for queries relating to medical adaptation works) (Tue-Fri)

To speak with a member of the housing team:Elaine Scullion Housing Officer 0141 776 8635Sharon Singer Housing Officer (Mon-Wed) 0141 776 8634Suzanne McGraw Housing Officer (Wed-Fri) 0141 776 8632Betty Borland Housing Officer (Wed-Fri) 0141 776 8633Heather Robertson Housing Officer (Mon-Tue) 0141 776 8636  ** Housing Assistant (Wed-Fri)Emily Connell ** Housing Assistant 0141 776 8629
** If your enquiry is related to an application for  housing, please contact one of the housing assistants.

To speak with a member of our support services team:Moira Escreet Welfare Rights Officer (Tue-Fri) 0141 776 8630Morag Bisset Welfare Rights Officer 0141 776 8631Heather Montgomery Tenancy Support Officer 0141 776 8628
For general enquiries you can contact one of our  corporate services staff:Tracy McGrath Admin Assistant 07437 847708Gail Fitzpatrick  Corporate Services Assistant 0141 776 8622

Remember you can also text enquiries to 07491 163 429 or email admin@hillheadhousing.org

See overleaf for details of housing officer patches

Satisfaction with Overall Service

Repairs Satisfaction

Keeping You Informed



It won’t be long till the start 
of the new growing season. 
We asked for views on the 
performance of Nurture, our 
grounds maintenance contractor, 
in a very challenging year for 
this type of work. Nurture will be 
back on site in the next couple 

of months and if you have any 
concerns or queries over their 
work please contact Marie Savage 
on 0141 776 8623 or marie@
hillheadhousing.org    
Here’s what you thought in 2020.

We were very interested to 
know how tenants thought 
we had done in response to 
the initial lockdown which was 
something we had virtually 
no time to plan for. Housing 
Association services have never 

been provided with staff working 
from home, and it was huge 
undertaking for us to switch from 
office working to home working 
almost overnight!

Here are some of the additional comments that we received when we 
asked people for the reasons behind their response to this question.

Very satisfied (36)

Fairly satisfied (29)

Neither satisfied nor 
dissatisfied (4)

Fairly dissatisfied (6)

Very dissatisfied (6)

Very satisfied (55)

Fairly satisfied (19)

Neither satisfied nor 
dissatisfied (9)

Fairly dissatisfied (0)

Very dissatisfied (0)

Grounds Maintenance Service

Our Performance in Lockdown
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Grass contractors failed 
to cut grass. Got in touch 
with HHA and they came 

out next morning.

Able to get in 
touch and services 

still there.

Help received from 
Welfare Rights Officer 

& Housing Officer.

Had phone calls 
from HHA due to 

shielding.

Helped when 
really needed it.

Excellent repair service.



We’re going to keep all of this in mind as we try to 
organise our services for 2021 as lockdowns and 
other restrictions allow. We recognise that keeping 
you informed in this area is fundamentally important, 
and we will continue to use all the different means 
available to us to do this.

We also intend to run targeted surveys of this nature 
in future. Next time capturing the views of a different 
10% of our tenants. If you weren’t included this time 
around and want to take part in the next one please 

contact Gail Fitzpatrick gailf@hillheadhousing.org or 
0141 776 8622 and she will keep a note of your details 
for when we run the 
next one. 

Lastly a big thank 
you to everyone who 
gave up 30 minutes 
of their time to help 
us with this. 

We then asked “Could Hillhead have done anything 
more for you at this time?”. All 83 respondents said 
no, one adding simply that we had been “brilliant”. 

All the positive feedback has been shared with staff 
and all staff are pleased to see that their hard work 
and dedication is appreciated by our customers.  

We asked about what we should be thinking about and focusing on as priorities when we are able to return to 
something more like normal. Here’s all the comments that we got;

Can’t do any 
more than doing.

Allocations and 
rent up to date

Helping your neighbours & 
checking on vulnerable tenants.

Already keeping up to 
date with services

Keep informed 
re changes

Communication 
with staff

Isolation difficult 
at present due to 

loss of job

Getting repairs 
up to date

Single tenants - make 
sure not isolated. Sign 
post to other services.

Done everything. 
Try to get back to 

normal.

keep in touch 
about any 
changes

Keeping 
updated of rent 

and repairs

Make sure in 
a position to 
pay rent etc

Happy with 
contact from 

housing

Housing a priority 
and mental health

Service back up 
and running and 

face to face

Repairs catch up

Mental health and 
outstanding repairs

Stay safe and 
abide by rules.

Doing everything 
possible at this time.

Very happy - 
stepped up, better 

during covid

Debt help to people who 
have lost their job or 

furloughed.  People with 
mental health problems

Outstanding jobs 
- extractor fan in 

bathroom.

Get back to office and 
back to normality

Outstanding work by Barratts

Emergency repairs and backlog 
of outstanding repairs.

Financial 
services

Repairs up to date. 
Vulnerable tenants.

Update re 
any changes.

Keeping informed 
about any changes. Catching up with 

repairs (problems 
with heating)

Helping vulnerable 
tenants.


