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ANNUAL 
GENERAL 
MEETING

This is your newsletter – if there is 
information you would like us to 
include, please speak to Carolyn 
Hughes at the office.

And please, let us know what you 
think of the new format – any 
comments, views or suggestions for 
improvement will be very welcome.

The Association’s office 
will be closed on the 
following dates

Friday 15 September
Monday 18 September 

If you require emergency repair 
services during the period the office 
is closed, please use the following 
numbers:

For all gas and central heating faults, 
contact Lothian Gas on 0131 440 
4666.

For all other repairs, contact Novus 
Property Solutions on 01506 242120 
or 0800 093 8823.

DATES FOR 
YOUR DIARY

The Association will be holding its 22nd Annual General Meeting at 
6.30 p.m. on Wednesday 13 September 2017 in The Grosvenor Hotel, 
5 – 12 Grosvenor Street, Edinburgh, EH12 5EF

VISIT OUR 
NEW WEBSITE!

www.manorestates.org.uk

www.manorestates.org.uk

MEMBERSHIP
Whilst all tenants are welcome to attend the AGM, only those who are members 
can participate in the business of the meeting and vote on matters that require it.  
If you are interested in becoming a member, please contact Sarah McKay at the 
office and she will arrange to send you the necessary application form.

The Association is governed by a Management Committee, elected from our 
membership.  All members of the Management Committee are volunteers and 
give freely of their time to agree the future direction of the Association, approve 
policies and procedures that ensure we are complying with legislative and regulatory 
requirements and monitor our performance.  Members undergo induction and 
training – so as well as offering your time and experience to the Committee, you can 
get opportunities to develop a range of skills that could potentially help your own employment 
prospects.

If you are interested in becoming involved in the Management Committee, please contact 
Graeme Russell or Carolyn Hughes.  Currently, we are hoping to attract members or 
those interested in the work of the Association who have some experience of Finance, HR or 
Communications & Marketing – but this is not an exhaustive list so please contact us if you want 
to consider this opportunity.

MANAGEMENT COMMITTEE

The formal agenda will be issued in due course, but we can confirm now that this will include 
presentations by the Association’s Chair, Nigel Hicks, and Chief Executive, Graeme Russell.  Other 
business will include approval of the Association’s accounts, appointment of the external auditor 
and election of Management Committee members.

Following the formal business of the meeting, tenants will have the opportunity to talk to 
us about their views on services and priorities and to discuss issues relevant to rent levels 

and proposed increases.

Invitations will be issued to all those who are members of the Association.  Even if you are not a 
member, we would like to encourage as many tenants as possible to attend – if you would like to 
come along, please contact our Sarah McKay at the Association’s office and she will make sure 
that you receive a formal invitation.

The names of all tenants attending the AGM will be entered in a prize draw and will be 
eligible to win one of four shopping vouchers worth £25.00

Light refreshments will be available at the close of business and we can also arrange transport 
for you.



Following the launch of the website, we also wrote to all tenants to 
tell you how you can access a range of information about your own 
tenancy through the tenant portal – for example, check your rent 
balance, look at progress on any repairs you have reported.  To date, 
well over 100 tenants have registered for this service.  If you haven’t 
registered yet, or need a bit of assistance on how to do it, please 
contact the office and we will be happy to help you.

In our last newsletter, we told you about our 
new website – www.manorestates.org.uk – 
we’ve had some very positive feedback about 
the improvements that have been made and 
really hope that you are finding it useful.

You can follow us on Facebook and Twitter - @ManorEstatesHA

Pest Control Treatment

Following our tenant satisfaction survey, we developed 
an Action Plan that was approved by our Management 
Committee.  In the coming months we will be issuing a 
series of neighbourhood newsletters that will give you 
detailed information specific to the area you live in, but 
some of the things we have done already are highlighted 
below:

■■ Carried out a further survey of tenants specifically about how you 
want to be involved.  We have been talking to a number of tenants 
about the information they think is important in consulting tenants 
on the level of rent increase to be applied.  We are also actively 
considering how best we can ensure we contact you using the 
method that suits you best. 

■■ We also sought feedback on the format of the newsletter and have 
involved tenants who told us they were interested in agreeing the 
content of this edition.

Finally – a big thank you to all tenants who have responded to our 
recent surveys – we do rely on feedback from you to help us improve 
our services.

Winners of our recent prize draws are 

Mr & Mrs McNeill of Ratho Station
Mrs Dickson of Niddrie Mill Crescent
Mr & Mrs Gosney of Easter Haugh
Mr Szatylowicz of Niddrie Mains Drive
Ms Parker of Great Junction Street
Mr & Mrs McCafferty of Sutherland Street

Pictured are some of our winners…….

Our Maintenance Team has reported an increase in calls from 
tenants to report problems with household pests. 

Following a consultation exercise some time ago, a decision was 
made to withdraw the pest control service previously undertaken 
by the Association.  Treatment to eradicate the most common 
household pests and minor infestations became the responsibility 
of our tenants.

Products to treat infestations such as mice, ants, hide beetles etc. 
are readily available from supermarkets, DIY or hardware outlets.     

The Association can arrange for entry points for mice to be 
blocked off however, cases of wasp infestations or bee nests will 
be assessed on an individual basis. 

We will also deal with the more serious infestations such as 
bedbugs and squirrels as they are a risk to public health and in 
certain cases can require specialist treatment to eradicate. 

If you have a problem with household bugs or pests, you can call 
The City of Edinburgh Pest Control Department for further advice 
or arrange for one of their Officers to call to treat the problem 
tel: 0131 666 2623 or email pest.control@edinburgh.gov.uk.  

Pest Control can arrange for one 
of their Officers to call to treat the 
problem and will be able to advise of 
charges for this service.

WEBSITE

TENANT SATISFACTION SURVEY

Are you a cat or a dog 
lover? Do you own a 
bird, fish or a hamster 
or rabbit? Many of our 
tenants enjoy keeping 
animals and we 
understand that owing 
a pet can bring great 
joy for many. 

Are you aware of how owning a 
pet affects your tenancy? 

If you are a secure tenant in one of our developments (except Sandilands 
Close) then you have permission to own one domestic pet. You do not 
need to contact us to inform us however if you are planning on owning 
more than one you must contact us to request written permission. 

There are however a few things you must be aware of as the conditions for 
keeping a pet:

■■ Must not be prohibited under the Dangerous Dogs Act

■■ Must not cause a nuisance to others

■■ Should not cause damage to the local environment

As the owner of your pet you are responsible for making sure that your pet 
does not cause a nuisance to others, for example: making sure that any 
dog fouling is picked up immediately. If you do not stick to the conditions 
of keeping a pet we may withdraw permission meaning you would have to 
get rid of the animal immediately. 

You should also be aware that tenants are not permitted to breed animals. 
If your pet gives birth you will be given two months to find alternative 
homes for the animals. 

We hope that you will be a responsible pet owner and enjoy the 
companionship that your pet provides. 

We will be reviewing our Policy on keeping pets in the coming months.  If 
you have any comments to make on this matter or if you would like to be 
involved in the review, please contact Alasdair Fraser at the Association’s 
office.

KEEPING A PET



Web: www.manorestates.org.uk Tel: 0131 337 3222

SCOTTISH SOCIAL 
HOUSING CHARTER
The Scottish Social Housing Charter, first approved 
by government ministers in 2012, has been 
revised and the updated version came into force 
in April 2017.

	We have clarified procedures for dealing with a situation 
where a person occupying a property does not have the 
right to succeed to the tenancy following the death of the 
tenant

	We have updated how we record changes to household 
details

	We make it clear to tenants when they 
telephone that the person they want to speak 
to may not be at their desk, so they may be 
put through to someone else who will try to 
deal with their enquiry or take a message.

YOU SAID,
WE DID

It is a legal requirement that the Association must inspect and service 
all gas heating systems on an annual basis.  Unfortunately some 
tenants do not provide access to enable us to do so before expiry 
of the current 12 month gas safety certificate. Where access has not 
been provided we will carry out a forced entry to service the boiler or 
in some cases disconnect the gas supply. 

Once the no access procedure commences, the Association actively 
pursues recovery of costs involved from those tenants who have 
failed to allow access. Once a Sheriff Officer & joiner is involved 
charges can be as high as £340. 

Between April 2016 & March 2017 there were 17 addresses where it 
was necessary to carry out the no access procedure. 9 tenants allowed 
access on the day the service was due, forced entry was carried out at 
8 properties.  Recharges to recover costs involved were applied to all 
17 addresses.

To avoid the unnecessary cost and inconvenience of a forced entry 
it is extremely important that you respond to the notification of a 
service date or reminder letters from our gas contractor.  You should 
either allow access on the date offered or immediately contact the 
contractor to discuss an alternative access date which must be before 
expiry of the current 12 month certificate.

Remember – these checks are carried out to ensure your safety – 
please help us to make sure they are done on time.

Our staff do work extremely hard to give an excellent level of service – 
and we would like to thank all those tenants who do take the time to 
acknowledge and thank our staff for their efforts, it really does make a 
difference to us.  

If any member of staff has made a difference to you, we really would 
appreciate it if you could give us a call, or drop us a note or an email to 
let us know so that we can pass this on to the staff member concerned.

The purpose of the Charter is to outline what tenants and other customers 
can expect from social landlords and to help them hold landlords to account.  
Social landlords are responsible for meeting the standards and outcomes set 
out in the Charter – they are required to monitor and report on performance 
to show how well they are achieving the outcomes and identify areas for 
improvement.  Future editions of Tenant matters will include examples of 
what MEHA is doing to ensure it meets the Charter’s requirements.

The Scottish Housing Regulator is responsible for monitoring, assessing and 
reporting on how well social landlords, individually and collectively, achieve 
the Charter’s outcomes.

The key issues included in the Charter are:

We aim to provide the best service we can to our tenants – but we know 
we don’t always get things right.  If you’re not happy with the service you 
receive, we want you to tell us about it so we can look into your concerns.  
You can be assured that all complaints are taken seriously 

 if there’s a reason that we can’t give exactly what you’re looking for, 
we will explain why

 if we haven’t done what we could or should – or if we’ve simply made 
a mistake – we will do our best to put it right

We also use complaints to help us improve our policies and 
procedures.  

When you make a complaint, our staff will try to resolve this as quickly as 
possible and we aim to respond to initial complaints within 5 working days.  
During 2016/17, we received 88 such complaints and 81 of these received 
a response within that timescale.  43 of the complaints were upheld and 
action taken to address the situation.

Where complaints are in regard to a complex issue, or where a tenant is 
not satisfied by our initial response, they are referred to a manager for 
investigation.  We aim to respond to these complaints within 20 working 
days and during 2016/17 this timescale was achieved in 7 out of the 8 
formal complaints received.  (When we are unable to meet the timescale, 
we write to the complainant to explain why and let them know when they 
can expect a response).

COMPLAINTS AND 
COMPLIMENTS

And when we get it right

Gas Servicing

If anyone would like to see a full copy of the Charter, this is available from 
the Government website www.gov.scot/publications or contact Carolyn 
Hughes at the office and she can arrange to send a copy to you.

The Association has to submit an annual report on the Charter to the 
Scottish Housing Regulator – we will give you information later in the year 
about the performance reported and also how we compare with other 
landlords.

■■ Equalities
■■ Communication
■■ Participation
■■ Quality of housing
■■ Repairs, maintenance and 
improvements

■■ Estate management, anti-social 
behaviour, neighbour nuisance 
and tenancy disputes

■■ Housing options
■■ Access to social housing
■■ Tenancy sustainment
■■ Homeless people
■■ Value for money
■■ Rents and service charges

3 of the 8 formal complaints 
received during 2016/17 were 
upheld and changes made to 
the way matters are dealt with:



How long have you worked at Manor 
Estates? 
2 and a half years now! Didn’t even realise 
it was that long! Wow!

What’s the best part of your job? 
Helping my colleagues’ lives become a bit 
easier day to day, which in turn helps our 
tenants as we can provide them with good 
quality services

What is your previous work history? 
I’ve worked as a research assistant at an 
Edinburgh based University, stacked shelves 
in a local shop, and flipped burgers in a fast 
food chain!

What did you do growing up that got you 
into trouble? 
Tough one, it doesn’t involve any wheat 
fields though! Was probably not changing 
out of my dirty football gear and dragging 
mud through the house - my mum hated 
that, drove her up the wall!

What is your favorite movie? 
Another tough question, I’m a big fan of 
the Star Wars saga. The Green Mile is also a 
great watch

What chore do you absolutely hate doing? 
Any chore is a chore for me, but particularly 
cleaning the bedroom

Have you ever met anyone famous? 
Al Murray the comedian during the festival.  
I’ve also bumped into some footballers out 
and about in Edinburgh. No A-listers I’m 
afraid!

If you could choose anyone, who would 
you pick as your mentor? 
Tough again, would be a throw up between 
Bill Gates, and the late Steve Jobs because 
of my line of work. I’m pretty sure the 
experiences they’ve picked up through the 
years would benefit me immensely.

What’s the #1 most played 
song on your iPod? 
Since November, Wolf Alice 
– Silk. Before that probably 
Starlight – Muse.

What is one of your 
favourite quotes? 
It is what it is.

GETTING TO 
KNOW US
Connor Preston is the Association’s ICT Officer and 
has combined working part-time for the Association 
with his studies at Edinburgh University.  We are 
delighted that Connor recently graduated with a 
1st class honours degree, a great testament to his 
years of study and hard work.

What else do we know about Connor……
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CONTACT MANOR ESTATES 
HOUSING ASSOCIATION LTD.

9-11 Washington Lane
Edinburgh
EH11 2HA

Tel: 0131 337 3222
Email: info@manorestates.org.uk
Web: www.manorestates.org.uk

The Association’s Management Committee is 
responsible for overall control of the Association 
– unfortunately, only 20% of tenants who took 
part in our recent tenant satisfaction survey 
were aware of that.

Committee members give their time voluntarily and are elected by the Association’s 
members.  They meet monthly to consider a wide range of issues and are responsible 
for approving the Association’s annual budget and plans for the future.

The current members of the Committee are: Nigel Hicks (Chair); Rachel Hutton (Vice 
Chair); Sandra Brydon; Derek Hanley; Tracy Kelly; Doug McEwan; Kerry McLeod, 
Carole Tait; and Mike Trant.

Further information regarding the work of the Management Committee, including 
minutes of Management Committee meetings, is available on the Association’s website 
(http://www.manorestates.org.uk/) or by contacting Carolyn Hughes at the 
Association’s office.

Management Committee

Evictions

It is with regret, therefore, that 
we are letting you know that 
since April 2017, we have carried 
out two evictions and a further 
two are due to be carried out in 
the next few weeks.  

A further eviction was only 
stopped when the tenant paid 
the full amount of arrears 
outstanding.

If you are having any problems 
regarding your tenancy, we 
would give the following advice:

Do NOT

	Ignore the problem – it won’t go away unless you do something about it

	Wait until the matter has been referred to court to try to deal with it – whilst it may be 
resolved at this stage, it will result in you incurring unnecessary legal costs

DO

	Speak to your Housing Officer – he or she can offer a wide range of advice and can also 
assist you to access support from other agencies

	Respond to any letters, text messages or emails we send you – the earlier we can start 
talking about the problem, the more likely it is that it will be resolved

	Make sure that you advise us of any changes to your household

	Keep us updated if you change your mobile telephone number or email address

As a social landlord, the Association is committed to 
providing the best possible services to our tenants.  Where 
people are experiencing difficulties – whether that be to do 
with paying rent, maintaining the property in a reasonable 
condition or acting in an antisocial way – our staff will 
seek to help them address these issues.  We only ever take 
eviction action as a last resort, when all efforts to resolve 
matters have failed.


