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Tenantmatters
‘Me eting each household’s aspirations’
Doug McEwan
Association Board members and staff were
saddened by the news that Board member Doug
McEwan passed away on 2 January 2020, after falling
ill just before Christmas.

DATES FOR
YOUR DIARY
Our office will be closed on
the following dates:
nn Friday

10th April and Monday
14th April
nn Friday 8th May
nn Monday 18th May and Tuesday 19th
May
nn Friday 3rd July and Monday 6th July
While the office is closed, you can still
access our emergency repairs service by
contacting the following numbers:

Doug was a stalwart supporter and ambassador for
Manor Estates; he took great pride in the Association
and being involved with it. He had been a tenant
of the Association since it was set up in 1995 and an
active Board member for almost 9 years.
Nigel Hicks, Manor Estates Chair, said: “Everyone
at the Association is shocked by Doug’s sudden and
untimely death. His thoughtful input and dedication
will be greatly missed by both other Board members
and staff alike.”

Board
News

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!

The Association’s Board continues to consider a range of
strategic issues, focussing on things like long-term plans for
maintenance and improvement of the Association’s properties,
compliance with a range of requirements – both legal and as
required by the Scottish Housing Regulator.
Members are also responsible for approving a range of policies and recently considered our Privacy
Policy, Customer Engagement Strategy, Asset Management and Procurement Strategies.
The Board approves the Association’s budget on an annual basis and monitors expenditure
throughout the year. Longer-term financial plans are also considered.
If you are interested in finding out more about the Board’s work, please contact Carolyn Hughes,
at the Association’s office – or visit our website where you can view minutes of recent meetings.
https://www.manorestates.org.uk/tenants/publications/

PHONE NUMBER - 0800 093 8823
You may be aware that we have had ongoing telephone issues over the past few months.
We have tried to resolve this with our provider however have been unable to reach a
satisfactory resolution.
The only option we have going forward is to terminate our 0131 337 3222 number.
This number will stop working in the coming weeks.

www.manorestates.org.uk
Scottish Charity No: SCO23 106

If you need to contact us can we ask that
you use our 0800 093 8823 number.

You can follow us on Facebook and Twitter - @ManorEstatesHA

Satisfaction
Survey 2019

We would like to thank all tenants who took
part in our recent Tenant Satisfaction Survey
– your views on the services we provide are
very important to us.

EU Citizens living
in Scotland after
Brexit
On 31 January 2020 the UK left
the European Union (EU). This
is often known as ‘Brexit’ and
we are now in the transition
period that is likely to last until
December 2020.

when to apply and
what status you will
receive.

In January 2021 the transition period
will end, and a new relationship will
begin with the EU which will affect
some areas of life in Scotland. This
may include changes to EU citizens’
rights.

The Scottish
Government has
also produced a
package of support to help EU
citizens stay in Scotland which can
be found at: https://www.gov.
scot/publications/eu-citizensstaying-in-scotland-package-ofsupport/.

EU citizens living in the UK will have
to apply to the EU Settlement Scheme
by 31 June 2021 if they want to keep
living in the UK after this date. Visit
mygov.scot for more information
including how to apply, who and

You can also support from Citizens
Advice Scotland who operate a
free national helpline as part of the
Advice and Support Service.
You can access this by calling
0800 916 9847.

It is good to know when we are getting
things right – and at the same time
when our services are not meeting your
expectations so we can improve. As the
survey was anonymous, we do not know
who responded – if you raised a specific
issue, we will not be able to contact you to
try to resolve it. If there is an issue you want
us to address, please contact us – we want
to hear from you.
7 of the areas that the survey looked at are about issues that we report
to the Scottish Housing Regulator. We are delighted to report that in 5
of these areas satisfaction has increased, as shown in the following table:

Indicators where Satisfaction has
increased
100%
95%
90%
85%
80%
75%
Satisfaction MEHA good at
Satisfaction
with overall keeping tenants
with
service
informed
opportunities to
participate
2016

Satisfaction
with repairs

Feel rent
represents value
for money

2019

In 2 of these indicators, satisfaction had reduced from the previous
survey:
nn Satisfaction

Retirement
Housing Events
Last year the residents at our Retirement Schemes held various events, these
included a Burns Night Supper and a Christmas Lunch event. These were very
successful at the developments and feedback from residents was that they
had enjoyed these.
Above photo is of the Christmas lunch (tenants from left to right: Jean,
Cathy, Pam, Joan, Kim, Isa, Alex, Sheila and three people the very back are
Irene, Ralph and Gwyneth )

Rent Payment
Methods
We are currently reviewing the payment methods
on offer as unfortunately when we take telephone
payments at the office, not only do we incur a high service charge but
due to changes in legislation we are having to introduce additional
security measures which are expensive.
This is something we are keen to avoid, and we are looking at what alternatives
are available. We will keep you advised of any changes.
In the meantime, the Association offers a wide range of methods for rent
payments, these are noted below:
nn Direct debit
nn Standing order
nn Bank transfer
nn Online payments through Paypal

nn Card payment through Payzone
nn Cheque
nn Card payment at the office

If you are unsure about how to pay your rent, please contact the office and
speak to a member of the Neighbourhood Services Team who will be happy to
advise.

with the quality of the home has gone down from 91%
in 2016 to 90.5% in 2019. The main reasons given were in relation
to the need for improvements or upgrades required and outstanding
repairs. If that was you, please contact us and tell us about it.

nn Satisfaction

with the contribution Manor Estates makes to the
management of the area has decreased from 90% in 2016 to 85%
in 2019. Main issues of concern relate to common areas/landscaping
and bin store areas. Again, we encourage you to contact
us directly if you have any specific concerns about your
neighbourhood.

Although it is very encouraging for us to see improvements, we are
not complacent, and we will continue to work with you to maintain
and improve levels of satisfaction. We recently reviewed our Customer
Engagement Strategy and have identified a number of actions that we
hope will enable us to work with you more effectively. These include
things like:
nn Estate

walkabouts (with tenants and staff);
nn Review and improve our use of social media;
nn Further develop our ‘Armchair Panel’;
nn Develop a Tenant Portal on our website;
nn Support tenants who wish to set up residents’ groups in
their area.

Please get in touch with us:
If you have concerns about any aspects of the service we
provide
If you would like more information about the Association or
any of our services
If you are interested in becoming more involved in the
Association’s work
If you would like more detailed information about the
outcomes of the Tenant Satisfaction Survey

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

Stock Condition Surveys
Our Technical Inspectors undertake Stock Condition Surveys to 10% of our properties each
year to assess how well we are maintaining our houses and to set arrangements for the next
replacements.
If your home is selected for survey you will be sent a letter and then one of
Our target life cycles to renew
our Technical Inspectors will call and set up an appointment. It will take 40
components are:
minutes approximately to carry out the survey looking at floor, walls, ceilings,
window, doors of every room, the kitchen, bathroom, heating, electrics and
any loft space. You don’t need to move any furniture or belongings. You can
point out any concerns to the surveyor, but remember you can report these in
the usual way by telephoning the Asset Management and Repairs Team and
our main contractors Novus and Lothian Gas.

COMPONENT

Years

Kitchens

18

Bathrooms

30

Gas Central Heating

20

Electric Storage Heating

20

Windows

30

External Doors

30

Flat Entrance Doors

35

The survey results are collated together and used to plan out our next 10
years of maintenance work. Each year in our spring newsletter we will tell
you the works that are planned, and send you an individual letter giving you
details of start dates.

Planned Maintenance
Works
Every year the Association carries out a programme of planned
maintenance to make sure properties are being maintained to
an acceptable standard and that we are on track to meet the
requirements of the Scottish Housing Quality Standard.
The programme is developed through assessment of our stock condition surveys, estimated life cycle of
elements such as bathrooms and kitchens, and also analysis of reactive repairs requested.
The Association’s Board recently approved the Planned Maintenance Programme for 2020/21. The
planned works are:

Gas central heating renewals

The Bowling Green, Great Junction
Street, Leith.

Kitchen upgrading

Oxgangs, Sighthill and Sutherland
Street Mainstream properties

Bathroom upgrading

Ratho, Ratho Station and Ferry Road

External Doors

Various properties

Flat Entrance Doors

The Bowling Green, Leith.

Window replacements

Niddrie Marischal Grove

External Painterwork

Niddrie Hays, Muirhouse, Ferry Road,
Commercial Street

All contracts are due to be completed by the end of March 2021.
If your home is included in this year’s programme you will receive a confirmation letter shortly
together with a fact sheet giving details of the proposed works.
If you have any queries about the planned maintenance programme, please contact the Asset
Management & Repairs Team.

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

Gas Safety –
Second Hand Cookers

Fire Safety
A reminder we are continuing to work through
our stock upgrading smoke alarm systems to
meet Scottish Government’s target of January
2021.
You should give thought to & know what escape routes you would use if
smoke alarms were activated either during daytime or during the night when
you are asleep.
Chip pan fires were traditionally main source of domestic fires, it’s now mobile
phone chargers which are overheating and causing fires. When going to bed
make sure you switch off all phone chargers, broadband routers, sky tv boxes
etc.
Keep communal stairs free of dumped items which could be set on fire
maliciously or becoming a trip hazard in event of emergency evacuation.

If you have received a notification of
the upgrade get in touch

If you are thinking of buying a second hand gas
cooker you should always employ the services
of a qualified Gas Safe Installer to fit the cooker
to ensure it complies with current gas safety
regulations and is therefore safe to use.
Ideally, a gas cooker should always come with manufacturers installation
instructions however, in some cases particularly for second hand appliances
these are often not available. In this situation before the gas appliance can
be installed, the appliance manufacturer should be consulted to ascertain
if installation instructions are still available and if so, what the specific
requirements are. This information can sometimes be available online so it may
be worthwhile checking this first if you are missing instructions.

If in any doubt, your Gas Safe
Registered engineer should be able
to give you advice.

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.
Members are entitled to attend and vote at
the Association’s Annual General Meeting and
to stand for election to the Board.
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.
If you want more information about becoming
a member, please contact Carolyn Hughes at
the Association’s office.

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

Dog Fouling
We are aware that there is an
ongoing problem on some of our
estates with dog fouling caused by
inconsiderate pet owners.
If you own a dog, please ensure that you
act responsibly and dispose of any mess
caused by your dog. The City of Edinburgh
Council can impose fines between £80 and
£100 on irresponsible dog-owners who
do not pick up and dispose of their dog’s
fouling.
If you are concerned about this problem in your area, you can report it
to City of Edinburgh Council. Further information is available on their
website: www.edinburgh.gov.uk

