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Introduction 
and welcome

The year 2020 soon brought news of a coronavirus disease which had first been 
identified in China.  By the end of January it was declared a public health emergency 
of immediate concern and on 11 March it was declared a pandemic.

While we were doing what we could to make the office safe, such as installing hand 
sanitisation units at entrances, we decided to call a staff meeting on 18 March 2020, as 
concerns were growing about the virus and we wanted to take steps to further minimise risk. 

We decided to split the staff into 2 teams to reduce numbers in the office at an one time.  
The idea was that the teams would work 2 weeks in the office then 2 weeks working from 
home.  So that very afternoon, half the staff team left the office to set up workstations at 
home.  We were lucky that some of us already had laptops set up for home working, and 
Maureen, our Systems Support Officer, agreed to get everyone else set up.  

But we didn’t get the chance to see how the “2 team” setup would work – as on 23 March 
lockdown was announced, and everything changed for all of us.

With the exception of 2 staff members, everyone was now at home.  So Maureen had her 
work cut out, getting everyone remotely connected to the office systems!  But she managed 
it smoothly and almost immediately everyone was set up and working.  Only 3 members 
of staff who could not work from home were placed on furlough leave, meaning minimum 
disruption to service provision.

As this was a very different way of working for all of us, some staff members put together a 
“week in the life of” diary to show how we were all coping with our new “offices”.

We hope you find them interesting reading!
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A week in the life of a  
Welfare Rights Officer 

Moira Escreet
Since the beginning of April, Tuesdays 
have been the new Mondays for me.  I have 
gone part-time in an attempt at a better 
work-life balance.  I could have timed that 
better, but that bad forward planning is 
nothing compared to the full tank of petrol I 
purchased before lockdown and before the 
prices plummeted. 

First thing Tuesday mornings are now spent 
responding to emails which have arrived in 
my absence. Today I’ve had the fortunate 
task of sending off an acceptance to the 
offer of grant funding from the Scottish 
Government’s Supporting Communities 
Fund. This will allow us to provide some 
financial assistance to local people and 
local community groups who are dealing 
with the effects of the coronavirus crisis.

Much of the morning was then spent 
liaising with colleagues in Hillhead Housing 
Association and East Dunbartonshire 
Voluntary Action (EDVA), our partners in this 

joint venture, to make practical plans for the 
distribution of the funds. 

After this it was back to my more regular 
duties of helping tenants with benefit claims 
and problems.  Working from home means 
this all has to be done via phone and emails 
which is more difficult than seeing people 
in the office or at their homes.  Phoning the 
DWP helplines is never an easy task, but at 
the moment it is even more time-consuming 
given the large volume of claims they are 
dealing with. After this it is time to write up 
the case notes and record outcomes of the 
various issues of the day.

I end the day with another Covid 19 
related issue - sorting out some possible 
applications to the ‘Cash for Kids’ charity 
for a small grant for some families who are 
suffering financially from the current crisis.  
Every little bit helps at the moment and we 
are doing our best to reach as many people 
in the local area as possible.

Tuesday 28th April
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I can’t believe it’s May.  I’ve been home 
working since 17th March and it all still feels 
weird.  I miss seeing my colleagues and the 
tenants in person.  We have a team zoom 
meeting planned for the afternoon and so that 
is something to look forward to. This was a 
difficult day to get motivated for some reason. 
I think the crisis is taking its toll on everyone. 

My day involved more of the same casework, 
including lodging appeals online and helping 
someone complete a first claim for UC. That 

took over an hour to talk her through the 
whole process. 

A walk with my dog at lunchtime helped 
lift my spirits before I then had to deal with 
a self-employed person who has no work 
and is falling through the cracks of all the 
schemes set up to support such people.  My 
penultimate act was to submit that application 
to Cash for Kids and this was followed by that 
zoom meeting which was a real tonic at the 
end of another week on lockdown.  

The first part of the morning was spent with 
more emails and phone calls, following up 
some cases to check the tenants are ok and 
to see if their problems were resolved.  This 
leads on to further issues to be dealt with 
and, together with updating case notes, 
takes up a few hours before I then take part 
in a telephone meeting with EDVA about 
our grant.  We have identified some local 
groups who are helping local people and 
could benefit from a small cash boost.  We 
are supporting the local foodbank, who 
have seen a huge increase in demand, and 
also Women’s Aid.  Some time was spent 
establishing contact with these groups and 
others to discuss the way forward and it is 
surprising how fast the day marches on. 
 

I later spend some time back on the famous 
Universal Credit (UC), advising people about 
new claims, how it works, when to expect 
payment and also helping them negotiate 
the online system and managing journals – 
not an easy task from my home.  (In normal 
times, we would see them in the office and 
provide face to face practical help.)  Every 
little task seems to take much longer and be 
more complicated than it needs to be.

A much welcomed tea-break is called for 
when I have some IT issues to contend 
with.  Perhaps my laptop just needs a break 
too.  On my return the system is rebooted 
and all is well again.  I end this day with a 
bit of research, catching up on the copious 
amounts of information coming our way from 
various quarters.

Wednesday 29th April

Thursday 30th April
The day starts again with some minor IT 
problems which slow me down. More emails 
arrive from colleagues and tenants and these 
lead to follow up actions. Same old stuff.  
Phone calls to the local council, this time 
about housing benefit but where problems are 
relatively easier to get resolved  thanks to the 
good working relationship we have with the 
local council.

More talks about the grant funding and how 
we disseminate support, by way of vouchers, 

to local people take place by email and by 
video calls with colleagues. 

I follow up more client cases and fight an 
uphill battle to get through to DWP helplines, 
which I have recently realised are now closing 
at 3.30pm. The end of the day is spent trying 
to find out how I can buy some food vouchers 
from the local Lidl, only to eventually be told 
you can only get these in Northern Ireland! 
Back to the drawing board on this. 

Friday 1st May
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A week in the life of  
Job Share Housing Officers 
Monday-Tuesday:  Sharon Singer  

Week 9 in the Singer lockdown house and 
the day begins with a bang. Mr Singer on 
investigating why the kettle isn’t coming 
on, is given the fright of his life as there is 
a bang, a flame and the kettle blows up. 
Thankfully no injuries were sustained, all I 
needed to do was check the circuit board, 
flick a couple of switches and the sockets 
are back in action., kettle on the other 
hand….   Next task of the day is to wake up 
two teenage boys, no easy task at the best 
of times never mind now with the school 
routine all over the place.

Having done all this it’s 9am and time to log 
on. The first task of the day is to check all 
the emails I’ve received. This can take a bit 
of time as with working part time I will have 
mail from the end of the week to look over. 
There are emails from colleagues to answer, 
some useful information from Maureen our 
Systems Support Officer on cyber security 
and emails from tenants. Many tenants do 
email us and it’s a good way to keep in 
touch with your Housing Officer. 

I move on to check some rent accounts to 
see what payments we have received and 
follow up on cases from last week. I phone 
tenants to discuss their arrears and to see 
if there is anything that we can do to help. 
This morning a tenant needed a bit of help 
resolving a problem with Discretionary 
Housing Payment and Council Tax 
Reduction so I contact East Dunbartonshire 
Council to see if we can get the issues 
resolved. Before I know it it’s time for some 
lunch and to check what schoolwork my 
boys have managed to do!

Return from lunch and it seems that my 
laptop doesn’t like being left as I have 
a problem logging back in. Couple of 
phone calls later and my colleagues have 
got it sorted and I’m back in action. The 
afternoon is spent on the phone to the 
Council, Association colleagues and my 
final call of the day, to check on tenant who 
has been struggling emotionally to cope at 
this tough time.

Monday 18th May - Sharon
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The day starts with a run at 7.30am, I’m now 
on week 3 of the Couch to 5k programme. 
Running is so good for our physical and 
mental health and sets me up for the day 
ahead. I check for signs of life from my 
teenage sons and then it’s down to work for 
the day.

As always, my day starts with checking emails 
received overnight. I have a few from tenants 
that have been sent late on Monday night 
so I reply to them first. More phone calls to 
tenants about arrears and I liaise with Moira 
and Morag in Welfare Rights as I have some 
tenants needing help with Universal Credit 
and PIP claims. Case notes are all updated in 
between answering questions from my boys 
on Geography, English and Physics !

We have continued to receive neighbour 
complaints and estate management issues to 
deal with whilst on lockdown. The afternoon 
is spent calling tenants to discuss their 
concerns, file notes are updated and letters 
issued. 

It’s taken a while to adjust to homeworking, 
overcoming the issues with IT and my  pay as 
you go phone that sometimes cuts out on me 
mid conversation, but I’ve got there. Tenants 
are pleased to know that we are just at the 
other end of the phone or only an email away. 
We might not be at the office but we are still 
here for you !

Can’t believe that already it’s Wednesday 
tomorrow and I’ll be joined by Suzanne.

Tuesday 19th May – Sharon
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A week in the life of  
Job Share Housing Officers 

Wednesday-Thursday: Suzanne McGraw.  

It’s Wednesday and the start of my working 
week. It’s week 9 of Lockdown and since 
Government advice, like so many others, 
it’s week 9 of working from home for me.

I look out the windows and notice the 
streets and driveways are still full of parked 
cars and office car parks lie empty.

I retreat to my makeshift office to log onto 
my laptop…nothing happens. So I need 
to wait on the assistance of one of my 
colleagues.   In the meantime I phone 
Sharon, my job-share partner, for a weekly 
update on the patch we both cover and 
anything I may need to pick up on later in 
the week.

Success -  I have managed to get laptop 
up and running. I spend quite a lot of time 
reading and responding to emails as they 
tend to mount up, especially during the 
current circumstances and of course as I 
don’t work on a Monday and Tuesday.

One major part of my job has changed - the 
face-to-face conversations with tenants. 
I am no longer out visiting people on my 
patch and stopping for a blether on the 
way to my visits with the usual Hillhead 
characters…you know who you are! 
Nowadays I’m having to contact my tenants 
via phone, email and text.

Each Housing Officer has “vulnerable 
people” on their patch and although 
Tracy and Gail from the office are doing 
a great job of checking in on them with 
regular phone calls there are a few I like to 
personally keep in contact with, to raise my 
spirits as much as theirs.

After these “checking-in” calls I take a break 
late morning to go downstairs and do my 
10 minutes exercise routine…it’s not quite 
Joe Wicks Workout but I’m getting there. 
Before I start my daily exercises I switch the 
kettle on for my next caffeine shot. After my 
jumping jacks and burpees I pour my coffee 
and head for the biscuit jar…IT’S EMPTY!!!

Wednesday 20th May - Suzanne
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Wednesday 20th May - Suzanne (continued)
Every other Wednesday the Housing 
Management Team are trying to partake in a 
Zoom meeting but it’s not diaried in for this 
week. Hopefully by the end of Lockdown 
we’ll finally have managed to get all of the 
Housing Management Team together at the 
same meeting. It’s not quite as good as the 
Live Show but if nothing else we’re all finding 
new and innovative ways to communicate. 
I use this opportunity to check in on a few 
colleagues, as one Housing Officer is on leave 
this week  so myself and another Housing 
Officer are helping to cover their patch. 

Following my “check-in calls” and emails I 
contact other relevant agencies to assist in the 
support of our tenants. This includes the local 
Foodbank, a tenant’s Community Psychiatric 
Nurse, Women’s Aid and the Police.

Finally before I finish for the day my last call 
is to a tenant who is seeking some advice on 
her partner moving in with her. It is important 
to keep your Housing Officer up-to-date with 
any changes in household even during these 
times. 

Thursday 21st May – Suzanne

Like a lot of people during these difficult times 
I have been struggling with my sleep. I decide 
to log onto my laptop early this morning to 
avoid the 9am rush. Success…”The early bird 
catches the worm” comes to mind. So with 
that in mind and a full cookie jar I’m prepared 
for the day ahead.

No matter how well I plan my diary, my day 
rarely goes to plan. Housing Officers are 
reactive to the needs of their tenants therefore 
if something comes up we often have to deal 
with it straight away.

Today the main focus of my day is to 
concentrate on arrears. Rent Arrears work 
takes up a significant amount of my time 
and even more so at the moment but it 
is extremely important to ensure that the 
Association has money coming in to spend on 
repairs and improvements. A lot of my tenants 
have endured financial difficulties during these 
times as a result of having their hours reduced 
at work or being furloughed. We are working 
extremely hard with our 2 Welfare Rights 
Officer and Tenancy Support Worker to ensure 
that all tenants who are experiencing financial 
difficulties receive advice and assistance in 
relation to any benefits they may be entitled 
to. In addition to this we are reaching out to 

tenants in rent arrears to assist them in making 
realistic repayment arrangements. After all, the 
arrears are not going to go away and will need 
to be addressed at some point.

During this I get a call from a tenant who 
wishes to remain anonymous but reports of 
noisy parties coming from a nearby household 
on a regular basis. The tenant does not wish 
to make a formal complaint at this time. I 
phone the household in question to advise of 
this noise complaint. Neighbour issues can be 
very distressing and we always try to intervene 
as early as possible to resolve things.

Before I log off for the holiday weekend I 
deal with 2 queries regarding relationship 
breakdowns. These are always difficult 
conversations to take place but they are 
extremely important to ensure that all parties 
involved know their rights. 

It is so important to stay connected during 
these unprecedented times so in the words of 
Bob Hoskins from the classic BT advert “It’s 
Good to Talk”. 

On that final note please contact your Housing 
Officer if you require assistance or advice 
during these times.
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A week in the life of an Office 
Based Corporate Services Assistant 

– Kieran Tait
Back to work after the Bank Holiday weekend.  And 
unlike the rest of my colleagues who are working from 
home, I’m actually going back to the office.  When 
lockdown first happened, the Association was keen 
to try and maintain some kind of staff presence in 
the office even though we were closed to the public.  
My Dad Stephen Tait is Head of Development & 
Property Services so it made sense for the two of us 
to continue working from the office as we were both 
coming from the same household so there would be 
less risk to ourselves and others.

Even though direct phone numbers for staff have 
been publicised through our website, the main office 
line continues to be busy.  Today was particularly 
busy, probably because we have been closed Friday 
and Monday.  Calls have been from tenants paying 
rent, checking their balance, reporting repairs and 
asking about their housing application.  It can be 
tough, as there are usually 4 of us on hand to answer 
the phones but now there is just me.

This morning I processed all the rent payments made 
over the phone last Thursday onto the computer.  This 
is a daily task which needs to be completed in the 
morning so that Housing Officers are able to check 
rent accounts.  Mail is still being delivered to our 

office – the postman puts it in our mail box outside 
our office.  So I opened and logged it all, emailing 
any urgent letters to relevant staff.   I finally managed 
to finish off the minutes from the Management 
Committee meeting which took place on Zoom at 
the beginning of the month.  These minutes normally 
don’t take me long at all, but it has been difficult this 
month due to having to handle all the phone calls 
myself.

Some staff were in touch today to ask me to print 
out letters and post for them.  Not all our staff have 
access to a printer at home so it is easier for me to do 
this from the office.  

My manager Mandy White was in touch to ask if I 
could upload a staff diary (Marie Savage) onto the 
website, but for some reason it isn’t working.  I will try 
again tomorrow and if need be I’ll contact the website 
designer for assistance.  

It’s just after 3pm now so time to take outgoing mail to 
the post office and head home.  Since lockdown our 
office hours have been reduced to 10am-3pm, which 
helps.  Staff working from home continue normal 9-5 
working hours so that tenants can always contact one 
of us.

Tuesday 26 May
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Daily tasks taken care of again – processing the rent 
debit card payments made yesterday over the phone 
and recording the incoming mail.  The phones have 
been really busy today.  As it is nearing the end of the 
month, a lot of tenants are phoning in to pay their rent.  I 
also processed a refund to a tenant whose account was 
in credit.   A couple of staff were in touch with me about 
issues with their computer.  They are all connected to 
the computer system on laptops in their homes, but 
sometimes the connection can be lost.  This requires me 
restarting their office computers so it is handy being in 
the office to be able to do this.  One of our housing staff 
Heather Robertson was also on the phone asking me to 
send out some mail for her. 

I also had a phone call from a tenant who had problems 
with bees and another with an issue about her bins.  

Unfortunately I couldn’t help them as these issues are 
dealt with by East Dunbartonshire Council and not 
ourselves.  But I gave both callers the numbers for 
Environmental Health and Cleansing Departments so 
hopefully they were able to help.  Some other phone 
calls were from people wanting housing application 
forms sent out.  Although our lettings and allocations 
have been suspended since lockdown, we hope to be 
able to start this again before too much longer, although 
we may have to do things differently for a while yet.

The website was working again so I managed to upload 
Marie’s diary.  This means I can now arrange for a link to 
be put on Facebook and Twitter.

Took the mail to the post office again after closing at 3.  
The sun is out today so I might go for a run when I get 
back home.

Wednesday 27 May

Today has definitely been the busiest day in the office 
this week.  As usual, I processed the rent payments 
from yesterday and dealt with the incoming mail.  Our 
Director Stephen Macintyre emailed me to say the 
reports for next week’s Management Committee meeting 
on Zoom are ready to be printed out, photocopied and 
sent to the 11 committee members.  My manager Mandy 
thankfully realised this might be difficult for me and 
suggested I could put the answer phone on for a certain 
period of time to allow me to get the committee mailing 
together without the phones ringing.  I decided to see 
how the day went.

As the day went on, things got extremely busy.  Lots of 
tenants phoning to pay their rent, a couple of calls about 
repairs, and even a visitor to the back door – one of our 

tenants looking for some dog bags.  Thankfully we have 
plenty of hand sanitiser in the office so I can minimise 
risks when handing over things like this.

I ended up having to divert phone calls to the answer 
machine for half an hour in the afternoon to allow me to 
get the committee papers together.  But I left details on 
the message about when the phone line would be open 
again and to email our admin address if they needed 
assistance before then.  My manager receives these 
emails and was able to monitor them while the phones 
were off.  

Mailing complete along with the other outgoing mail, 
some more phone calls and at last it is 3pm.  Time to go 
home and enjoy some more sunshine.  

Thursday 28 May

I didn’t think it was possible but today has been actually 
busier than yesterday!  As well as the daily tasks 
processing rents and distributing mail, I have had to 
restart a couple of computers for the home workers.  A 
lot of calls from tenants paying rent, as well as some 
repairs and housing queries. And I printed off some 
letters for staff working at home to go out in the mail.

By the time 3pm came I was definitely ready for the 
weekend!  Plus I have taken a couple of days holiday on 

Monday and Tuesday so it will be a nice long weekend.  
Normal weekends for me would involve seeing my 
friends and going to clubs or football but nothing is 
normal these days.  

The working weeks certainly feel strange, with only 2 
in the office as opposed to 25!  I am happy to be able 
to come into the office but it can be stressful at times.  
Hopefully it won’t be too long until there are more of us 
here.

Friday 29 May



12

A week in the life of a Property 
Services Officer – Marie Savage

The Association office may not be open but 
we are definitely still available to talk with 
you whenever you need us. My new working 
space is currently split between a bedroom 
so I have our pet snake Harry for company, 
the kitchen table and the kitchen worktop. 

My working week starts on a Tuesday, I 
get myself set up on the kitchen worktop 
ready to go and also get my 2 primary aged 
children ready to start home schooling, 
sat at the kitchen table.  It’s very different 
replying to emails relating to Property 
Services issues and also answering 
questions from my kids about their school 
work. I’m learning a lot about rainforests and 
minibeasts!

I receive an e-mail from Laura our Finance 
Officer to let me know she will be doing a 
payment run this week so I check through 
all the invoices I have on our system and 
pass them for authorisation to be paid. 

I submit a funding application to the 
Scottish Government for this financial 
year’s Aids and Adaptation budget. Aids 
and Adaptations are works that are carried 
out to assist tenants who have developed 
medical conditions and to ensure their 
home remains functional for them.  A 
few examples of these changes could be 
removing a bath and installing of a wet floor 
shower or installing internal and external 
handrails. We will find out in June 2020 our 
total grant allocation.

As we are in a new financial year it is 
time to work on our ARC (Annual Return 
Charter) submission to the Scottish 
Housing Regulator. This involves answering 
questions about the Association’s 
performance throughout the previous 
financial year. I am currently working 
on the Property Services’ section of the 
submission. 

Tuesday

We are still dealing with emergency repairs, 
so today I speak with a tenant whose boiler 
is not working. She explains to me that the 
pressure gauge on the boiler is at zero. We 
are constantly finding new ways to help 
tenants so I email the tenant a video tutorial 
from “You Tube” explaining how to top up 
that particular type of boiler. I then call the 

tenant back and then talk them through the 
process of topping up the boiler. In these 
strange times when we must ensure social 
distancing and reducing any potential risk to 
tenants, staff and contractors, we are finding 
technology very useful.  This approach was 
successful meaning no contractor had to 
attend at the address.

Wednesday
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Its Friday, I’m amazed at how quickly the 
week goes by, I thought it would feel a lot 
slower working from home.  I start the day 
checking and answering e-mails and continue 
to work on the ARC. 

We have a team meeting today, “Zoom 
conference calling” is the new meeting room.  
Normally we would sit in our office at work 
to have a team meeting, so talking to each 
other online is quite different. Our normal 
discussion relates to work load and tasks that 
are ongoing or require to be completed soon.  
I think it’s fair to say we have all had to adapt 
and you realise how convenient face to face 
contact is, when you can just shout across 
the desk to each other when asking a quick 
question, whereas at the moment our options 

are phone call, e mail or conference call.  It 
is nice to see everyone, even although it is 
via a computer screen.  Our meetings are of 
course serious and then it is broken up by the 
noise of a vacuum cleaner being used in the 
background or my kids running past behind 
my chair as they are playing a game. That 
doesn’t normally happen in the office J

In the afternoon I again concentrate working 
on the completion of the ARC submission. 
It will then be verified and approved by the 
Association’s Management committee before 
being submitted to the Regulator.  

Another week finished, I am off to play a 
game with my kids before dinner. Back next 
week for more of the same. 

Thursday
Our gas servicing programme is ongoing 
but at a reduced capacity.  Our staff team 
maintain regular contact and this morning I 
chat with Diane and discuss how works are 
progressing in these challenging times. I miss 
seeing my colleagues in the office so it is 
good to speak to one of the team each day. 
I am also missing being out and about in the 
estate and seeing the tenants. I call Malcolm 
to speak to him regarding some repair issues.

We need to carry out an electrical periodic 
inspection to each property every 5 years.  
Although we are not in the office, we need 
to prepare for when some sort of normality 

returns and we also must ensure we continue 
to carry out and plan essential works.  I am 
currently in the process trying to develop a 
programme of visits for this year and I discuss 
this with our appointed contractor.

I prepare a project information package that 
is due to go out to tender for work that is 
required in one of our properties. 

More invoicing to check and pass for 
authorisation for payment today and I also 
continue to work on the ARC submission as 
we are keen to have this large piece of work 
completed by the end of May if possible. 

Friday

Our landscape contractor is on site 
throughout the week either cutting the grass 
at the open spaces or at the private gardens. 
I call and speak to the contracts manager to 
see how they are getting on and to discuss 
any issues that they are having.

I am working on the ARC submission 
again today as well as working on other 
performance documents.  The Association is 
part of a benchmarking club, this allows us 

to monitor our performance alongside other 
similar sized associations.

Unfortunately working from home does not 
always run smoothly and I find myself having 
to call our IT support provider as I have a 
problem with our IT system, the call lasts an 
hour as they have to remotely log into my 
laptop to fix the issues. I’m learning lots of 
new IT skills while I’m working at home.
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A week in the life of a Director - 
Stephen Macintyre

I pick up on some papers from previous week 
which included writing up my  notes of the 
Management Team Meeting – there are 4 of us on 
the Management Team, and we each take it in turn 
to do this. 

I also followed up on some discussions I had 
with our IT Support Officer following an IT Health 
Check that was carried out in the office last week. 

Working from Home has almost kick started us 
into reviewing our IT set up now that almost all of 
the staff are working remotely and contact with our 
tenants is in the main either by telephone or by 
email/text/website site/social media.  A big learning 
curve for us all! Checked in with my colleagues at 
Abronhill Housing Association for which I provide 
Director Services on a part time basis.

Monday 8 June 

Catch up with our Committee Chair and review 
and reply to emails which seem to have multiplied 
during Lockdown! A pre-planned servicing of 
my desktop machine in the office resulted in 
a much improved performance! It’s amazing 
what can be done remotely. Although our next 
Management Committee Meeting is not until 1 
July I need to start preparing the Agenda and 
take the opportunity of some down time reviewing 
the draft minutes of the last meeting. It’s good 
for my eyes to have a break from the laptop too! 
Incoming WhatsApp call from Maureen, my IT 
Support Officer to say my machine is ready to use 

again. Check of my emails and there are a couple 
from Abronhill HA which need quick attention. 
Another quick call to the Association’s accountant 
to check on progress with the Year End audit and I 
am almost done for the day. I have a pre-arranged 
call with Catherine, my Depute and Housing 
Manager. We need  to discuss an up and coming 
recruitment as one of our Housing Assistants 
is due to take maternity Leave at the end of the 
summer. We discuss how lockdown will impact on 
the recruitment process and agree a rough time 
line for recruitment.  

Tuesday 9 June
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A morning call is planned with our Insurance Broker 
to go over our annual insurance renewal report. It 
takes just over an hour. Unsurprisingly premiums 
are increasing despite a fall in claims over the last 3 
years. He tells me the big risks are with Cyber Crime 
and Data security so we agree to boost our cover in 
these two areas. 

More admin chores as I check over and reply to 
emails. We are planning a whole staff meeting this 
afternoon so I review the Agenda and add some 
notes so I don’t forget what I want to say. Looking 
forward to seeing everyone together even if it is 
only virtually. Our staff meeting is a big success and 
everyone except one member of the team is on the 
screen. Great to see everyone and thanks to those 
who brought their children to the screen to say 

hello! It can’t be easy to work from home and look 
after young children at the same time.  The Scottish 
Housing Resilience Task force has just published 
its updated guide on returning to work for Housing 
Offices. I open it up and skim read as it extends to 
over 25 pages! I forward it on to my colleagues here 
in Hillhead and also over to those at Abronhill for 
later review and discussion. After a break and well-
earned coffee I connect to my Abronhill desktop 
machine and check on emails and deal with some 
admin work that needs attended to.  I need to start 
work on taking forward their Committee’s wish to 
take forward a rule change. Some legal advice will be 
necessary on this and a revised Membership Policy 
will also need to be drafted. 

Wednesday 10 June 

We have our weekly Management Team Meeting 
every Thursday morning so it’s good to have the time 
and space to catch up. No major new items to add 
although a number of key tasks need some further 
work as we start preparing plans for re-starting our 
lettings and how we can phase in a return to work. 
Our contractors are still only able to provide an 
Emergency Repairs service. Fortunately there have 
not been too many of these during the last 12 weeks. 

I make a few calls to the team at Abronhill as I need 
to progress their Association’s ARC return to the 
Housing Regulator. I speak with Abronhill’s solicitor 
about the Rule Change and we agree a Fee and a 
timescale for bringing this forward to the Committee.

Thursday 11 June 

The last day of the week and I wonder where the 
time has gone! Some weeks can be quite long 
whilst others seem to fly by. I am due to attend an on 
line training course next week which will take up 3 
mornings so I need to organise next week’s tasks in 
advance. 

We have a weekly team meeting on a Friday morning 
with the 4 members of staff at Abronhill. I always 
look forward to these meetings as it’s a real boost for 
everyone to see one another at the same time. 

Some actions are required following that meeting 
and in the afternoon I have to follow up on emails 
and missed calls from earlier in the day. I also 

speak with our Accountant and review an update 
on the finances. We have a large loan and interest 
repayment due at the end of June and I need to 
ensure that we have sufficient funds set aside 
for these. We have seen our level of rent arrears 
increase since March and we are continuing to lose 
money on the empty homes we cannot let. However 
we are spending less on day to day maintenance. 

I finish the week with some calls to colleagues on 
the news that the Scottish Government plans to 
announce moves into Phase 2 on 18 June 2020. 
Good news to end the week.

Friday 12 June 
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A week in the life of a member of the Management 
Team - Mandy White, Head of Corporate Services

I definitely have that Monday feeling today and struggling 
to find the motivation for the week ahead.  Possibly due to a 
busy but enjoyable weekend.  My silver wedding anniversary 
was last week and we should have been in Portugal, but 
instead a celebratory garden get together at my son and 
daughter in law’s home.  A good time was had by all, but 
need to get my work head on now!
So up to my “office” I head.  When I first started working from 
home in March my desk was the dining room table but as 
lockdown dragged on, it was getting too uncomfortable, and 
my patience was being tried with hubby rattling around the 
place.  Plus I had to distance myself from the fridge!  So my 
office desk was delivered and I moved upstairs.  
I start the working day by checking my email inbox.  Our 
text service sends messages to my email address so there 
are usually a few to be forwarded to various staff members.   
There is also an email from one of the housing officers Elaine 
to say her monitor that I ordered for her had arrived.  Working 

on laptop screens all day can be tough on the eyes so some, 
myself included, have had to get large monitors attached to 
the laptops – it certainly makes a huge difference!
After getting through my emails, I make a start on letters 
to our staff members who have been furloughed since 
lockdown - our 2 cleaners – both called Dorothy! – and Tom, 
our Estates Inspector who obviously could not work from 
home.  Their current period of furlough ends this week, so 
I am writing to seek agreement for a further 3 week period.   
All 3 of them have no problem with this, but like many of us 
are just eager to return to some form of normality.  
The rest of the working day carries on with further messages 
from tenants, some with repair queries and others with 
queries for their housing officers.  I also manage to get some 
work done on yearly returns to various organisations before 
clocking off at 5.  I try as much as possible to keep to normal 
working hours although sometimes this isn’t possible.

Monday 15 June 

Up bright and early this morning, so I decided to go for an 
early morning walk.  Before lockdown I was a regular gym 
goer but I haven’t done much exercising at all over the past 
few months and my waistline is definitely aware of that fact!  
4 miles complete then home, showered and at my desk for 9.  
And I definitely feel better than yesterday morning!
Quite a few emails to get through this morning before 
getting on with my work.  Some more repairs and housing 
application queries, so these are forwarded on to relevant 
staff.  There is also an email from Laura our Finance 
Assistant to warn of a scam email doing the rounds trying to 
fraudulently obtain money.  These types of scams are always 
frustrating but moreso during these times.  
I met with our Data Protection Officer through Zoom last 
week which was a bit of a disaster as my internet kept 
cutting out (I must phone Sky to see if my broadband can be 

improved).  After the meeting he emailed me with a 2 page 
action list, and I’ve been putting off dealing with it till now….
An hour later and the action list is nowhere near complete, so 
it can stay on my To Do List for now.  
Our Welfare Rights Officer Moira is organising a bingo 
session via Zoom for staff on Friday so she has emailed me 
bingo cards to distribute.  The Management Team is keen to 
keep staff morale up by encouraging staff to come up with 
fun things to do at the end of the week where we can all get 
together.  Like so many people, we recognise that some staff 
may be struggling more with losing the social interaction they 
have always been used to. So we have an all staff Whatsapp 
group and there have been a few quizzes going through 
that.  We have also had a couple of virtual catch ups through 
Facetime and Zoom.  Details for the bingo session are sent 
to staff – hopefully there is a good turnout!  

Tuesday 16 June
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Another brisk walk this morning to kickstart the day.  We live 
within a short walking distance of the Cochno Hills so some 
lovely morning views to accompany my walk today.  And 
achieved 5 miles so a win win!  
I have some company today in my office.  My son and daughter 
in law’s golden labrador puppy, Ziggy (my son is a big David 
Bowie fan).  As Harry is a telephone engineer and Emma a 
nurse, they have been working throughout lockdown and their 
dog walkers stopped their services which meant Ziggy has 
been a regular house guest.  They only live round the corner 
so it makes sense.  Even though the dog walkers are back in 
business now, we still like the odd visit!  Now, Ziggy is 1 year 
old and absolutely adorable, but she is totally full of mischief.  
She has managed to crawl under my desk 3 times this morning 
to steal an envelope from the box and paper from the printer!  
In between chasing after Ziggy, I manage to catch up on 
emails and read over some information on the furlough 
scheme.  Apparently from 1 July it will become more flexible, 
allowing some work to be carried out by those furloughed.  
I’ll need to keep an eye on that.   Spoke with Catherine our 
Depute Director/Housing Manager this morning about starting 
recruitment for a temporary housing assistant.  This is to cover 

Kelly’s post as she is due to go off on maternity leave soon. 
It looks like we will need to conduct interviews via Zoom, and 
potentially the new employee will start his or her employment 
with us from home!  Strange times indeed.
Took Ziggy out to our nearby park at lunchtime to let her run 
about in the hope this will calm her down.  A combination of the 
heat and running did the trick as she slept at my feet most of 
the afternoon to allow me to get on with checking and updating 
policies which were approved at our last committee meeting.
I also managed to phone Kieran and Laura – 2 members of 
my team who are working from the office – for a catch up on 
how their week is going.  Up until a couple of weeks ago it was 
just Kieran manning the phones, but the volume of calls are 
increasing so it made sense for Laura to join him to ease the 
pressure.  
Pleased to see a good response for the bingo session on 
Friday, so I’ve emailed the cards to those who have printers at 
home and posted the other ones.  
Can’t believe we’re over halfway through the week.  When we 
first started working from home I thought the days would drag 
and workload would reduce – I couldn’t have been further from 
the truth!  

Wednesday 17 June 

Took the same scenic route for my walk this morning – but my 
app says I only completed 4 miles today…..  I have no idea 
what happened to that other mile! 
After dealing with today’s email inbox, I check over a report 
from our Internal Auditor who has been carrying out a validation 
on our annual return to the housing regulator.  He has made 
some comments seeking further clarification on one of the 
sections I completed, so I get to work on that.  
Weekly Management Team meeting at 11, and I’m hoping my 
internet behaves, as last week I could hardly hear anyone and 
was even thrown out of Zoom a couple of times!  Phoning Sky 
is top of my To Do list tomorrow! 
The meeting went well – my turn for the notes this week so 
another addition to the list! We always have these meetings 
weekly even when in the office.  It is good to get an update on 
all the areas of the business, and even more important just now.

After lunch another Zoom session – this time with Laura from 
my team and Heather from the housing team.  Laura is taking 
over various aspect of the rent processing and housing benefit 
and universal credit payments, so Heather is going over some 
of the steps involved.  This session did not go well.  Poor Laura 
had major connection issues, starting off with her sound not 
working at the start of the meeting which resulted in a weird 
sequence of mimes and lip reading.  This was the start of 
hilarity which went on throughout the “training” as every time 
Laura started to ask a question she disappeared off screen.  
After half an hour, with tears of laughter streaming down our 
cheeks and only 2 questions asked and answered, we agreed 
Heather would phone Laura tomorrow.  Might not have been a 
great training session but certainly brought some laughter to 
the event!  After catching up with some more emails I log off – 
Friday tomorrow!

Thursday 18 June 

Not so much of a scenic route this morning – just along the 
Great Western boulevard and back but another 4 miles in 
the bag.  Thought I’d log in a bit earlier this morning, but 
unfortunately there seems to be an issue with the internet 
connection back at the office.
After a few computer restarts for staff and phone conversation 
with Maureen our Systems Support Officer, we are all up and 
running again.  Technology is great – but only when it works!
Managed to phone Sky today – and have organised fibre 
broadband and wifi booster which should hopefully solve all my 
problems.  It was totally worth being on hold for 40 minutes as I 
also ordered Sky Q – and all for a cheaper monthly bill!  I guess 
patience does pay!
Between emails and monthly returns, I check in with Kieran at 
the office again to discuss his current SVQ certificate, which he 

is nearing completion.  Unfortunately lockdown has meant this 
has been more challenging.  We agree to have a zoom meeting 
next week to discuss it further.  
All of a sudden the working day – and week – is at an end 
and it is time for Bingo!  And what a hoot it was!  Between 
explaining to the Bingo Virgins what we were to do, confusion 
over what to call when you had a line or full house, and what 
the correct “bingo lingo” was!  Kieran won the “first to get a 
line” and Sharon won the full house.  Well done to both, and 
prizes on their way!  A bit of chat after the game, which created 
more laughter – we have learned a lot about what funny effects 
lockdown has had on us!  
Happy to end the working week wiping tears of laughter off my 
face, and grateful that we can still pull together and make each 
other smile.  

Friday 19 June 
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A week in the life of an 
Office Based Finance Assistant – Laura Tait

Monday morning and the start of another working 
week.  But I’m so happy to be actually going to the 
office, unlike most of my colleagues who are still 
working from home.  At the start of lockdown I too was 
one of the homeworkers and it didn’t take long before 
I was desperate to return to the office.  Even though 
we are living in a more digital world just now, there are 
still many paper files I rely on to do my work.  So I was 
delighted when my manager Mandy phoned me to ask 
whether I could come to the office for a couple of days 
at the start of June to allow my colleague Kieran (who 
has been working from the office since lockdown) to 
take some well earned leave.  And when I was back we 
agreed it made sense to remain working in the office, 
as the volume of incoming phone calls was increasing 
and me being there could ease the pressure on Kieran.  
Plus I live within a short walking distance so there’s no 
travelling issues.
Before heading off to work I take Milo for a quick 
walk.  Milo is my 9 month old border collie, who was 
certainly getting used to me being around the house 
more between March and June. So much so that I 
was worried he might be unsettled when I returned to 
the office – but he seems to have adjusted well to the 
change in routine!
In the office, and I get on with the working day.  First 
task is to process the rent payments, whether they are 
via debit card payments the previous day, or through 
allpay, direct debits or standing orders.  Before I 
returned to the office, Kieran was helping with this but 
now I’m back he can concentrate on his own workload.  
The rest of the day involved emailing back and forward 
with our external auditors as our annual audit is being 
carried out this month.  Normally they would be in the 

office asking to see files etc, but nothing is normal 
these days.  So I’m having to email everything to them 
which can be time consuming.  Our finance consultant 
Pat would have also been in the office beforehand to 
help me collate everything into what I call “Pat’s folder”.   
I am definitely missing Pat’s folder this year!
Before I know it, it’s 3pm and Monday is done.  Since 
lockdown our office hours have been reduced to 10am-
3pm, with the homeworkers continuing the normal 9-5 
hours so tenants can always get in touch.
Before my fiancé Kev gets home from work I take Milo 
out for a runabout at Drumpellier Country Park.  Kev is 
an Amazon delivery driver, so he has been really busy 
with all the lockdown spenders!

Monday 6 July
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After the rent payments are completed this morning, I get 
to work on processing invoices received.  When I joined 
the Association last year, all our invoices were received in 
paper form – meaning managers physically signed them 
off before passing back to me for processing.  But after 
reviewing procedures we managed to change the system 
so that all invoices are stored onto the computer system 
and managers can electronically approve them.  I am so 
relieved this now happens, as I cannot begin to imagine 
how we would have managed otherwise!
Once I’ve finished the invoices I get the payments 
scheduled onto our online Bank system and email the 
Management Team to ask them to authorise.  

Phone call from Mandy this afternoon to update me 
on what’s happening with our staff who have been 
furloughed since April, as I am responsible for making 
the claims to HMRC.  Their furlough ends on Friday, and 
Mandy tells me that while one of our cleaners Dorothy is 
remaining on furlough for a further 3 weeks, our Estates 
Inspector Tom is returning to work next week and the 
other cleaner (another Dorothy!) will also be returning but 
only 3 days per week instead of 5.  So she is now on this 
flexible furlough scheme introduced by the government 
on 1 July.  I will need to work out the different calculations 
for future claims, but I will think about that later as the day 
is over again.

Tuesday 7 July

After the rent processing this morning, I get to work on 
reconciling the Association’s bank accounts.  Because 
of the work involved in preparing for the audit, I feel I’ve 
fallen behind a bit with this so it’s good to get myself 
back up to date.
The morning passes quickly with getting on with the bank 
reconciliations and helping with the phone calls coming 
in. 

Full staff meeting this afternoon via Zoom.  It’s good to 
see everyone again, even if it is just on a screen.  Our 
Estates Officer Gary and myself join the meeting in the 
Committee Room – which is where we’d normally have 
the meetings so it is quite appropriate!  And plenty of 
space to allow us to socially distance.
Quite a bit of discussion around possibilities of more 
staff returning to work and opening office to the public 
again.  But we’ll need to wait and see what is announced 
tomorrow.  

Wednesday 8 July

After the rents this morning, I process some more 
invoices received and continue with reconciling the bank 
accounts.
I keep an eye on my personal email account too, as I’m 
expecting an email from the holiday company Tui about 
my holiday booking to the Dominican Republic, originally 
booked for September.  This was to be our honeymoon 
as Kev and I had planned our wedding for that month.  
 
 

We could have still gone ahead with the wedding on the 
original date, but we both felt it probably  wouldn’t be the 
wedding we wanted due to reduced numbers and social 
distancing etc.  So we made the decision to postpone it 
to next year when hopefully the world is back to normal.  
My hen weekend in Benidorm is also cancelled but Kev’s 
stag weekend is in Amsterdam so he’ll probably still be 
able to get away with his mates.  
After work I meet up with my friend Zoe and we go for 
a walk with our dogs – a socially distanced dog walk of 
course!

Thursday 9 July

Today I get to work on processing the Universal Credit 
payments.  This is a fairly recent addition to my duties 
as it used to be completed by the housing team.  But we 
decided it made more sense for it be part of the finance 
role.  While I’m not finding any difficulties in doing this, 
it’s good to know I can still phone Heather or Kelly from 
housing if I have any questions.
Some computer issues this afternoon as the internet 
seems to be down, meaning our homeworkers can’t get 

into the system.  Maureen, our Systems Support Officer 
phones Kieran and after talking him through some steps 
to go through in the server room, we are all back up and 
running again.  The day passes fairly quickly with work 
and incoming phone calls, including a catch up with my 
manager.  Thinking of taking Milo on a wee roadtrip to 
Glen Coe tomorrow and walking the Pap of Glencoe – so 
I hope the weather stays dry for it! 

Friday 10 July
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