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This has been a very stable 
year for the Manor Group. 
Financially we met our 

budgets and targets. As a 
regulated housing association 
we report to the Scottish 
Housing Regulator. We must 
demonstrate that we use the 
rent and other money received 
to the benefit of our tenants. 
We have duties to our funders 
to invest their loans wisely and 
securely. We have to ensure 
that we pay suppliers and staff properly and on time. 
We see this as part of the “day job” and we did all that. 

Operationally we continued the unremitting programme 
to replace and upgrade the big ticket items in your 
home, kitchens, gas central heating systems, windows, 
doors and bathrooms.  We spent over £700,000 in the 
process during the year and will continue to invest in our 
homes for the benefit of our tenants.  

Having completed the development of properties and 
recruited new members to the board, 2017/18 was an 
opportunity to prepare the business plan for the next 
five and more years. 

One new innovation this year that the Board is 
particularly proud of was the partnership with another 
association to enable our tenants to access welfare 
benefits advice. The Welfare Rights Officer has been 
able to provide advice and assistance to many tenants 
who are in receipt or are entitled to benefits. Through 
her work a large number of successful claims have 
been made. Unfair terminations of benefits have been 
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reversed and new entitlements have been identified, all 
to the betterment of our tenants. The administration of 
the welfare rights system with long and impenetrable 
forms, the insistence on computer applications and the 
demand for the sheer volumes of supporting evidence 
is daunting to many. The availability of an expert in this 
area has proved to be of considerable benefit.  I urge 
anyone who is confronted by such concerns to contact 
our office to make an appointment.

A similar initiative to alleviate fuel poverty where the 
cost of domestic heat and fuel is rising relentlessly has 
also been introduced. Thus far, the take up has been 
lower than expected.  Perhaps it is the surprisingly hot 
spring and summer but help is again available. This can 
support a change in utility supplier, contest an unrealistic 
estimated bill or even to better regulate the thermostat 
and boiler controls. Having spent the past few years 
embarking on a general improvement in our central 
heating and insulation standards it would be a real 
shame if the payback is lost simply due to confusion or 
lack of instruction. 

Finally a word of thanks. To the Board whose 
enthusiasm and focus has been a real support to me 
and also to the staff , to Graeme and his staff team for 
their cheerful enthusiasm and sheer professionalism  in 
all that they do, to our suppliers on whom we depend 
24/7 every single day. But the biggest thanks go to you, 
our customers, whether as a tenant or as an owner/
occupier. Your engagement with us in requesting 
a service, making an enquiry or responding to our 
correspondence is much appreciated and any feedback 
on our performance will be used to improve our services 
to you.             
              
Nigel Hicks

‘’OUR NEW WET - ROOM WAS COMPLETED 
ON FRIDAY.  I’D JUST LIKE TO SAY THANK 
YOU TO EVERYONE ON THE TEAM AND THE 
CONTRACTORS – AN EXCELLENT JOB AND 
EVERYONE WAS SO HELPFUL”

‘’PLEASANTLY SURPRISED AT THE  
LEVEL OF SERVICE RECEIVED’’



n  Home Insulation Projects 
The Association continued its progress in ensuring 
properties are insulated and that fuel poverty 
amongst tenants is reduced.  During the year work 
on insulating 73 properties at Muirhouse Place East 
and West and in Sighthill was completed, tenants and 
owners benefitting from homes which are now more 
fuel efficient.

n  Sandilands Handover 
The completion of the final phase of the Association’s 
Sandilands housing development  ultimately provided 
128 much needed homes.  Built to modern, energy 
efficient standards, these homes cater for a wide 
range of needs and a strong community is now 
developing.

 Eighty of these homes were leased to the 
Association’s subsidiary Manor Estates Association 
Ltd (MEAL) and allocated on the basis of Mid – 
Market Rental properties, primarily to those in work 
and on modest incomes.

n  Welfare Rights Service 
Last year’s tenant satisfaction survey and subsequent 
comments indicated that many households would 
benefit from the provision of advice on welfare 
benefit entitlement.  

 As a result, as from November 2017, the Association 
entered into a special arrangement with Link HA, 
whereby one of their staff is available two days per 
week to help tenants with benefits issues.  A hugely 
successful initiative this project has already helped 
many tenants, reduced indebtedness and improved 
their quality of life.

n  Energy Advice Service 
Working closely with Changeworks, a specialist 
advice agency, the Association, again at the 
suggestion of tenants, introduced training for 
technical staff and housing officers enabling them to 
better advise tenants on how to reduce their fuel bills 
and avoid fuel poverty.

 A referral and advice system was introduced and will 
be re launched in the Autumn of 2018.

n  IT Processes – mobile working 
2017/18 was a year in which the Association took 
major steps forward in refining its IT, simplifying 
office administration and developing means by which 
communications with tenants is improved.

 We are developing and will shortly launch means 
by which front – line staff will be able to access 
information and work more effectively while out of 
the office.

The Year’s Key Achievements

n  Tenders for new Internal Auditors 
Internal Audit is considered to be an important 
means by which the Board of the Association is 
provided with reassurance that systems and practices 
operate effectively.  During the year and following a 
thorough procurement exercise, Quinn Internal Audit 
and Business Support Services were appointed.  A 
detailed programme of systems reviews is now in 
place.

n  Property Insurance:  Value for money 
 After a retendering exercise, substantial savings were 

achieved in the cost of the Association’s insurance 
provision.  These savings ultimately benefit both 
tenants and those to whom we provide factoring 
services.

“WHEN I OBTAINED THIS TENANCY I 
WAS HOMELESS WITH A SMALL CHILD.  
YOUR ASSOCIATION GAVE ME SAFETY 
AND SECURITY, FOR WHICH I AM HUGELY 
GRATEFUL”

‘’VERY HAPPY WITH EVERYTHING,  
ALL RAN SMOOTHLY’’

n  IIP – Silver Accreditation
 A very positive report from Investors in People 

ensured the Association retained its Silver 
Accreditation.   The development of a skilled and 
committed workforce is key to the continued success 
of the Association, time and resources continuing to 
be devoted to the development and training of staff.

n  Allocations During Year
 The areas within which Manor Estates operate are 

facing unprecedented levels of housing need and 
homelessness.  Combined with the increasing needs 
of older and more vulnerable households, there has 
never been a greater call on the homes available from 
the Association.

 During 2017/18 we allocated a total of 78 properties 
– 59 existing properties and 19 new flats in the final 
phase of our development at Sandilands Close.

 We continue to work closely with City of Edinburgh 
Council and other housing associations to address 
homelessness in the city – 46% of the allocations 
made during the year were to applicants who were 
homeless. 

 We monitor tenant satisfaction with various aspects 
of the allocation process and aim to carry out a 
follow-up visit to new tenants within 4 to 6 weeks to 
address any issues or concerns they may have.  84% 
of new tenants who responded to the satisfaction 
survey were either ‘very satisfied’ or ‘satisfied’ with 
the condition of their new home – we would like to 
increase this figure and will be reviewing our Letting 
Standard to address some of the issues that tenants 
have raised with us.



Working with Others to 
Improve Neighbourhoods:
During the year staff of the Association have developed 
or renewed partnerships with organisations and 
agencies which help us maintain safe and secure 
neighbourhoods in which our tenants and customers 
live.  Close liaisons with Police Scotland, The Fire and 
Rescue Service, local authority staff based in locality 
offices, along with support and advice agencies have all 
enhanced the range of services and advice available to 
our tenants.

Our Performance 2015/16 2016/17 2017/18

Current Tenant Rent Arrears  
(% of rent due) 2.57% 2.24% 2.26%

Former Tenant rent Arrears 0.5% 0.7% 0.49%

No of properties let during the year. 89 59 78

% rent loss due to properties being 
empty 0.74% 0.48% 0.70%

Rent Collected as a % of rent due 99.20% 99.63% 98.64%

Average number of days to re-let a 
home 29.9 days 30.3 days 34.7 days

Average time to complete an 
Emergency Repair

1.4  
Hours

1.63  
Hours

1.54 
Hours

Average time to complete a Routine 
Repair 5.6 days 6.2 days 5.2 days

% of reactive repairs completed  
right first time 87.74% 89.66% 93.20%

% rent increase 1.5% 2.5% 2.5%

Rent Collected as 
a % of rent due

98.64%

Visit the Association web site: www.manorestates.org.uk

Working in Partnership:

We are committed to working with other key partners 
to improve and provide excellent services to all our 
customers. Our staff participate in a number of working 
groups and partnerships to help this happen.  These 
include:-

n  Edinburgh Affordable Housing Partnership – senior 
staff meet to discuss city-wide issues at a strategic 
level.  Of late there has been a major focus on how 
organisations like Manor Estates can assist others 
address homelessness and the needs of vulnerable 
citizens.

n  EdIndex Board – manages Edinburgh’s common 
housing register.  Manor Estates remains a key 
partner.

n  East Region Finance Forum – senior finance 
staff meet to discuss a range of issues relevant to 
Association financial issues.

n  Locality Groups – our Housing Officers meet with 
staff from City of Edinburgh Council, other housing 
associations, police and other relevant agencies to 
discuss issues in particular localities and seek to work 
jointly to identify solutions.

n  Ad Hoc Working Groups – staff are currently 
involved in working groups seeking to develop 
policies to address housing issues affecting 
victims of domestic abuse and to provide interim 
accommodation to alleviate problems faced by those 
unable to leave hospital as their own home is no 
longer suitable for their needs.

n  Leases – we lease a small number of properties to 
City of Edinburgh Council and other support agencies 
to enable them to provide supported accommodation 
to those with special needs.

n  Tenants Groups – we continue to try to engage 
tenants in the work of the Association – although 
there is only one formally constituted group currently, 
we are working with tenants in other areas to try to 
develop this further.

‘GARDENING WORK IN ALL AREAS OF 
SPRINGFIELD LOOK GREAT, CAN’T BE 
SAID FOR THE ESTATE OPPOSITE, I AM 
PLEASED TO LIVE ON THE RIGHT SIDE 
OF THE ROAD’

% of reactive 
repairs completed 
right first time

93.20%

Average time 
to complete an 
Emergency Repair

1.54 hours



Financial Summary:

This year has been a good year financially for Manor 
Estates HA as we have ended the year with a surplus 
of £1.4m. The final results are in line with last year’s 
outturn. During the year we drew down the final £1.5m 
of our loan from Santander to complete the third phase 
of Sandilands. Our borrowings stood at £16.4m as at 
31 March 2018.

The following tables illustrate our main sources of 
income and main areas of expenditure for the financial 
year to 31 March 2018.

 Rent 76%
 Owner Occupiers 6%
 Service Charges 3%
 Garage and land sales 1%
 Grants and other 14%

 Loan and financing costs 12%
 Management costs 23%
 Service costs 3%
 Planned maintenance 24%
 Reactive maintenance 11%
 Bad debts 0%
 Loan Repayment 11%
 Factoring and other 16%

Income  
2017/18

Expenditure 
2017/18

Visit the Association web site: www.manorestates.org.uk

Planned Works  
and Improvements:

During the last year we have continued to invest in 
our properties and have completed the following 
improvements, spending over £700,000 on upgrade 
works:

Central heating boilers £253,000 58

Kitchens £87,000 22

Bathrooms £258,000 63

Windows £62,000 17

External doors & flat doors £36,000 22

External painterwork £25,000 87

Gas servicing annual cycle 1185

Electrical checks 23

We have undertaken regular gas and electrical safety 
checks:

We regularly publish articles on the importance of 
allowing access for these crucial service and inspection 
visits and encourage householders to get in touch when 
receiving communications setting appointments.  Last 
year we carried out 6 forced entries to allow access for 
servicing. We must undertake the gas service within 
12 month period and have continued to maintain 100% 
level of compliance. 

In line with good practice we are working to move each 
property onto a 5 year cycle of electrical system checks.

What we did / spent in 2017/18

Medical adaptations

We recognise that there may be times where tenants 
may benefit from adaptations to allow them to continue 
living in their home.  We carried out 20 major Medical 
Adaptations, which included the installation of 11 wet - 
floor showers. 

We bid for and were lucky to receive £63,000 grant 
funding from the City of Edinburgh Council to put 
towards this service.

’WITHOUT A DOUBT, IT HAS BEEN A 
PLEASURE BEING TENANTS OF MANOR 
ESTATES’’



You can follow us on Facebook and Twitter - @ManorEstatesHA

Arrivals and Departures:Rents / Value for Money  
& Affordability:

The Association is acutely aware of the financial 
pressures confronting many of our tenants.  Responses 
from the last satisfaction survey made it clear that many 
tenants wished that the Association do all it could to 
minimise future rent increases, while demonstrating 
value for money in what we do.

Following our 2018 rent consultation exercise, when 
143 tenants responded, the 2018/19 rent increase was 
limited to 2.5%.

Our Plans and Ambitions:
In the forthcoming year, the Association will be 
reviewing its strategic objectives and plans for the 
future.  Nevertheless we remain committed to:

 Continuing to invest in our homes and the 
services we provide to tenants and customers.

 Striving to ensure our rents are affordable to 
our tenants

 Reducing fuel poverty by improving our 
housing stock and providing advice to tenants

 Engaging with individuals and communities in 
seeking to improve neighbourhoods standards 
and the lives of current and future tenants.

Board Composition  
and Changes:
The Association’s Board is responsible for setting 
the strategic direction of the organisation and 
ensuring objectives are met, ensuring services meet 
customers’ expectations, monitoring performance 
and making sure the organisation complies with all 
its legal and regulatory obligations.

During 2017/18 the voluntary membership of the 
Board comprised:

n  Mr Nigel Hicks (Chair)
n Ms Rachel Hutton (Vice – Chair)
n Mr Doug McEwan
n  Mr Mike Trant
n  Mrs Carol Tait
n  Ms Sandra Brydon
n  Ms Kerry Mcleod
n Ms Tracey Kelly
n  Mr Derek Hanley (resigned: 31st January 2018)
n  Ms Trudi Symes (co – opted:  27th September 2017, 

resigned 28th May 2018)
n  Mr Andrew Clark (co – opted:  27th September 2017)
n  Mr Filip Roslewski

The last year has seen the departure of two  
valued colleagues.

n  Alan Ilesley – the Association’s long – serving 
Technical Services Manager (Operations) retired in 
December 2017 having served the Association for 
19 years.

n  Stuart Currie – one of the Association’s Technical 
Inspector, passed away suddenly in November 2017 
after a short illness.

Nigel Hicks Rachel Hutton Doug McEwan

Mike Trant Carole Tait Sandra Brydon

Kerry Mcleod Tracey Kelly Andrew Clark

Filip Roslewski

Manor Estates Housing Association Ltd. 
9-11 Washington Lane, 
Edinburgh EH11 2HA 

Tel: 0800 093 8823 (Freephone) or 
0131 337 3222
Email: info@amnorestates.org.uk

Scottish Charity:  SC023106 
Scottish Housing Regulator HEP 284
Information Commissioner Registration No: Z6870536

CONTACT:


