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Tenantmatters
‘Me eting each household’s aspirations’

DATES FOR
YOUR DIARY
Our office will be closed
for Festive Season from
Tuesday 24th December 2019 at
3pm and will re-open on Monday 6th
January 2020.
While the office is closed, you can still
access our emergency repairs service by
contacting the following numbers:
For all gas and central heating repairs,
contact Lothian Gas on 0131 440 4666
For all other repairs, contact Novus on
01506 242 120 or 0800 093 8823
Please note that the office will be closed
between 9.00 and 10.30 a.m. on the first
Wednesday of every month for staff
training.
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FOR INFORMATION
Visit OUR Website!

Freedom of Information
and Environmental
Information Regulations
The Freedom of Information (Scotland) Act 2002 gives
everyone a right of access to information held by Scottish
public authorities.
With effect from 11 November 2019, Manor
Estates Housing Association has been designated
as a Scottish Public Authority under this Act.
The aim of the Act is to increase openness
and transparency by allowing people to access
information about how decisions are taken and
how public services are delivered.
The Association is required to appoint a Data
Protection Officer (DPO). We have engaged RGDP
LLP (www.rgdp.co.uk) to act as our Data
Protection Officer. To contact them, please email
info@rgdp.co.uk. Please also copy us in at:
foirequest@manorestates.org.uk

Model Publication Scheme
Manor Estates Housing Association has also
subscribed to the Model Publication Scheme
2018 produced and approved by the Scottish
Information Commissioner.
The scheme sets out our commitment to make
certain classes of information routinely available,
such as policies and procedures, minutes
of meetings, annual reports and financial
information.
We have published A Guide to Information that
you can access on our website –
www.manorestates.org.uk – the Guide
includes links to all information published on our
website.

Withholding Information
Under Freedom of Information legislation,
information may be withheld if there is a good
reason for doing so.

If we withhold information, we will let you know
why. If you are unhappy with our decision, or with
the way we have dealt with your request, you can
ask us to review our decision.
If you do not agree with the outcome of the
review, you can ask the Scottish Information
Commissioner to investigate.

Environmental Information
(Scotland) Regulations

The Environmental Information
(Scotland) Regulations 2004 provide a right
of access to environmental information held by
Scottish Public Authorities.
The definition of environmental information is very
broad and includes:
nn the state of elements of the environment

and their interaction (air, water, soil, land and
landscape, natural sites, flora and fauna)
nn discharges, emissions, noise, radiation,
waste measures and activities affecting the
environment (e.g. policies, legislation, plans,
activities)
nn reports on implementation of environmental
legislation
nn cost benefit and economic analysis
nn effects of the environment on conditions of
human life (including flood, buildings)
The Regulations are governed by the Scottish
Information Commissioner, who is also
responsible for the Freedom of Information
(Scotland) Act 2002.
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Following on from our AGM in September, the Board held its first meeting on 30 October 2019. We
are delighted to announce that Nigel Hicks was elected Chair and Rachel Hutton as Vice Chair.
The Association’s recently-appointed Chief Executive, Claire Ironside, was appointed Secretary.

You can follow us on Facebook and Twitter - @ManorEstatesHA

Annual Rent
Review
As is usual at this time of the year, it is now time for our annual rent
review. A report will be presented to the Board on 29 January 2020,
recommending what the level of rent increase should be.
Last year’s 2.5% rent increase was informed by various rates of
inflation, local proposed rent increases and increases in maintenance
costs. We will use the same guides this year, but we want to consult
with you on a proposed rent increase of 2% for rents from 1 April
2020.
In accordance with the Housing (Scotland) Act 2001, you have a right
to be consulted about the level of rent increase to be applied and we
would encourage you to do so. If you have any comments or views
on the proposed increase, please contact Kathryn Miller, Corporate
Services Manager, by Friday 3 January 2020. Any views expressed will
be reported to the Board and taken into account in agreeing the
increase to be applied.
Please contact Kathryn with your views by letter; telephone; by email
on kmiller@manorestates.org.uk; on our website or on Twitter
(follow us on @ManorEstatesHA).
Once the rent increase is approved, you will be informed by letter of
the exact amount by which your monthly charge will be increased.

Pay your rent,
before it’s spent!
Your home is important. Protect it by paying your rent on time. Make
sure you put paying your rent top of your Christmas list this year.
We know Christmas puts a strain on your budget, but do think twice about
delaying your rent or arrears payments. Every year, some people opt for a quick
fix at Christmas – then struggle to catch up in the New Year.
If you really can’t pay, contact us as soon as possible. We can help you
maximise your benefits and refer you our Welfare Rights Advisor for support
and financial advice.
However, if you choose not to pay, we will take action and you could lose
your home.

Welfare Rights Service
Are you having a problem with your Housing Benefit or Universal Credit claim?
Are you in receipt of all benefits that you are entitled to?
We have a Welfare Rights Service that is available for our tenants.
Anna Riva can offer advice and assistance on a wide range of social security benefits. Anna is
with us 2 days per week with access to the service is by referral, so if you feel you could benefit
from this service, please speak to your Neighbourhood Housing Officer in the first instance.

CONTENTS INSURANCE
The Association maintains comprehensive buildings insurance for all
its properties – the Association would be responsible for the costs
of repairing any damage to the fabric of the building (for example,
following a fire or storm damage).
However, the Association does not take out insurance to cover your
personal belongings.
You are required, therefore, to take out insurance that would cover
the cost of replacing all your personal belongings should these be
damaged or stolen.
This includes all furnishings, floor coverings and personal items.

New benefit for
young carers
16-18 year-olds to get cash support
from 21 October.

£600,000
To support
almost 2,000
young carers
in 2019/20.

Teenage carers in Scotland will be the first in the UK to be given financial
support thanks to a new Scottish Government grant.
The new benefit opened for applications on Monday 21 October 2019, with
the Scottish Government investing £600,000 to support almost 2,000 young
carers in 2019/20.
The Young Carer Grant will be available for 16, 17 and 18 year olds who spend
an average of 16 hours caring for someone who receives a disability benefit.
To read the full news release please visit https://news.gov.scot/news/new-benefit-for-young-carers

Please think about how you would replace your belongings
if these were damaged or stolen and arrange cover today.

We urge you to arrange contents
insurance cover immediately!

Web: www.manorestates.org.uk Tel: 0800 093 8823

MUTUAL EXCHANGES
Did you know, as a Social Housing tenant you can “swap” your house with a housing
association or council tenant, once you have received written permission from us.
There are a number of ways you can find someone to swap with. You can register with House
Exchange - a free mutual exchange Register – by filling in an online registration form
(www.houseexchange.org.uk) or requesting a House Exchange form from Edindex.
You could also advertise on web classified advertising services such as Gumtree (adverts are free).
If you would like any information about transferring to another property or have any other
queries about other tenancy changes, please contact your Neighbourhood Housing Officer.

Energy Advice
Manor Estates is working in partnership
with Changeworks to offer energy advice
to tenants. Tenants who used this service
last year made some significant savings
and learned how to use their heating more
efficiently.

Do you
qualify
for £140.00
off your
electricity
bill?

If you want to take advantage of this service, contact your Neighbourhood
Housing Officer or contact Changeworks directly – if you contact
Changeworks yourself, make sure to tell them you are a Manor Estates
tenant.
Warm Home Discount schemes reopen - Do you qualify for
£140.00 off your electricity bill? Find out if you qualify for the
Warm Homes Discount. The Changeworks’ Affordable Warmth service
provides free and impartial advice to help you reduce heating and electricity
bills through home visits, workshops, telephone support or events.
Contact us
Contact our Affordable Warmth team for
advice or a free home visit.
Call:
0131 539 8574
Email: warmth@changeworks.org.uk
Visit: www.changeworks.org.uk

Cold Weather Advice
With the colder weather approaching here
are some tips which may help avoid a disaster
happening to you:
Keep your central heating on, even at the lowest setting
as this can help to stop pipes freezing. Even if you are
going away during the winter, leave your central heating
on a low setting to avoid frozen pipes. If you do want to
turn the heating off, please ensure you turn the water
mains supply off at the stopcock (normally found under
your kitchen sink) and turn your taps on until the water stops running.

If you do get a burst pipe or leak
nn

Don’t panic! Turn off the water supply at the stopcock.

nn

Turn your central heating or electric immersion heater off.

STAY SAFE THIS
CHRISTMAS

nn

Turn on all taps and drain the water system. Keep some water in
your bath, this can be used for washing and flushing the toilet
during an emergency.

nn

Call Novus to report the repair on 0800 093 8823.

Every year many house fires are caused by faulty
Christmas tree lights, follow our simple fire safety tips
to keep everyone safe during the festivities:

If you are going away during the winter, where possible, leave a key
with a neighbour, relative or friend. Remember, your home could be
affected by flooding from another property and it is easier for us to deal
with any problems if we are able to gain access quickly.

Check your lights conform to British Standards,
they should be marked “CE” or have a kite mark.
Check for cracks or damaged cabling or plugs, replace any
suspect or damaged cables.

What can you also do to prepare for some severe
weather conditions?
nn

Make sure you have a stock of tinned or frozen food in the house

Don’t overload wall sockets.

nn

Always switch off lights and any other appliances when not in
use or before you go to bed.

Have some salt or grit to hand to deal with frozen or slippery garden
paths

nn

Keep an eye on your neighbours, if they are elderly or vulnerable
– offer to help if you can or raise the alarm if you think they are at
serious risk.

For further advice regarding fire safety in your home see
www.firescotland.gov.uk

You Said, We Did…..
The Association aims to provide the best possible service to all our
customers at all times, occasionally we get it wrong. For us to improve, we
really do want you to let us know when things don’t go quite as planned
or we don’t meet your expectation. If you want to make a complaint
about any aspect of our service, you can do so by:
any member of staff at the office (tel 0800 093 8823)
to us at the office (11 Washington Lane, Edinburgh,
EH11 2HA); or
nn Using our online complaints form (www.manorestates.org.uk)
nn Telephoning
nn Writing

MEMBERSHIP OF THE
ASSOCIATION
Manor Estates Housing Association is controlled
by a Board of volunteers elected from our
members.
The Board is responsible for setting the strategic direction
of the Association, including policy approval. And for
monitoring the Association’s performance.
The Chief Executive leads a staff team who carry out the
work of the Association on a day-to-day basis.
Membership of the Association is open to anyone with an interest in
housing in Edinburgh. We are particularly keen to encourage tenants
to become members of the Association. Anyone wishing to become a
member is required to complete a simple application form and make a
one-off payment of £1.00. You will find a copy of the application form in
this pack.

If you choose to contact us, it is easier for us to deal with your complaint if
you tell us why you are unhappy and what you would like us to do to put
things right.
Last month, a tenant contacted us as we had failed to respond to her
concerns about damage done to some of her belongings following repair
work carried out in her home – despite her contacting the Association on
a number of occasions. This is not an example of good customer service
and falls far short of the service we want to offer and as a result of the
complaint, we:
nn
nn
nn

Offered the tenant an apology and compensation;
Reviewed a number of internal procedures to ensure we respond
promptly to all customer enquiries;
Carried out training with staff to ensure they know how complaints
should be dealt with.

If you feel that any aspect of the services we provide is not as good as
you would expect, please let us know and we will do our best to address
your concerns. We need you to tell us so that we can improve how we do
things.

Keep Your Stairway 
Clear - Fire Safety

Members are entitled to attend and vote at the Association’s Annual
General Meeting and to stand for election to the Board.

We would like to remind everyone of the importance of
keeping common stairs clear to enable people to vacate a
property quickly and safely in the event of a fire.

We are committed to equality of opportunity throughout our work and
welcome applications for membership from all sections of the community,
regardless of colour, race, nationality, ethnic or national origin, gender,
disability, age or sexual orientation.

Items should not be stored in the common stair and any rubbish
should be disposed of using the appropriate recycling container or
waste bin.

If you want more information about becoming a member, please contact
Carolyn Hughes at the Association’s office.

Check out the Scottish Fire and Rescue Service website
http://www.firescotland.gov.uk/ for more information about
fire safety.

Major Planned Works 
- Special Considerations
If you receive a letter confirming major works are planned in your home for example, replacement
kitchen, bathroom, or doors & windows you will also have received a Special Considerations form.
This lets us know if you would like us to deal with third party contacts or have particular medical needs
you would like contractors to be aware of.
We can in certain circumstances arrange for furniture or floor coverings to be moved to allow for major
works to be done. Please make sure we have up to date information regarding your situation.

CONTACT MANOR ESTATES
HOUSING ASSOCIATION LTD.
9-11 Washington Lane
Edinburgh
EH11 2HA
Tel:
0800 093 8823
Email: info@manorestates.org.uk
Web: www.manorestates.org.uk

You can follow us on Facebook and Twitter @ManorEstatesHA

Tackling Domestic 
Abuse
Domestic abuse exists in all sections of our communities.
Domestic abuse can exist in all types of relationships between
partners and ex partners. Abusers and victims can be any gender,
any race or religion and from all different types of background.
The Association is committed to offering advice and assistance
to anyone experiencing domestic abuse – our Board recently
approved a Tackling Domestic Abuse Policy that sets out how
we can support victims of abuse and shows our commitment to
working with other agencies in order to do so.
If you – or someone you know – is experiencing domestic abuse,
contact us now and we will do whatever we can to help you.

