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Tenantmatters
‘Me eting each household’s aspirations’

A Message From
Your CEO

DATES FOR
YOUR DIARY
At the time of writing, our
office remains closed to
the public. All staff are
working from home and can be contacted
by calling 0800 093 8823 or emailing info@
manorestates.org.uk. You can also contact
us through the “Contact Us” page on our
website or on our Social Media pages.
The office is closed for staff training until
10.30am on the first Wednesday of each
month.
Office will be closed from 3.30pm on
Thursday 24 December 2020 and re-open
at 9am on Wednesday 6 January 2021.
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

INSIDE THIS ISSUE
PAGE TWO

• Customer Service Standards
• Don’t delay if you can’t pay!

PAGE THREE

• Smoke Detector
• An update on the Retirement
Housing Service
• Good Neighbour Award 2020

PAGE FOUR

• Have you been Furloughed or
are you out of work?
• Telephone Rent Payments
• You said, we did

FOR INFORMATION
Visit OUR Website!

Welcome to our Autumn newsletter. This year
has definitely not quite gone as planned, at
least as I write this there are some green shoots of
returning to normal with the schools back in August
and some cafes and bars open albeit with social
distancing measures in place. Even our Annual
General Meeting has had to be changed due to the
pandemic and for the first time in the Association’s
history the meeting was held virtually on the 9th September.
At the moment the majority of Manor Estates
staff are still working from home, delivering
most of our services. We are aware that we
are not in a position to provide the full range
of tenancy management and maintenance
services due to the potential health risk of
home visits to both you and our staff. As
lockdown continues to slowly ease then more
of our services will be able to start up again.
We are currently working with all our
contractors to start up our full repair services,
whilst taking all steps to ensure your safety

and that of contractors and staff. It will take
us some time to catch up with all the requests
we have received since March. It may also
take us a bit longer than usual to respond to
other queries. Thank you for your patience
and understanding whilst we are dealing with
the situation
All of us at Manor Estates sincerely hope that
you and your families are staying safe and
thank you again for your support.
Claire Ironside, CEO

Staff Changes
The Association has had a number of staff changes in recent
months – details below.
We welcome all our new staff to the Association and look forward to
working with them in the coming months.

Property Services Team
The Property Services Team would like to welcome Terry MartiniYates as the new Property Services Manager. Terry joins us from his
previous post at Viewpoint HA with a wealth of experience.
Terry has taken up the post from Allan Naysmith who retired at
the end of July after 19 years’ service with the Association - we wish
Allan all the best for the future.
We also welcome back Lisa Spencer who has returned from
maternity leave and is back with us two days a week.

Corporate Services Team
Would like to welcome Fiona Swinton as our temporary part-time
Finance Officer. Fiona will be with us until February 2021.
Fiona has been assisting Manor Estates since December 2019 and is
a great addition to the staff team.
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Laura White, who was working in a temporary Housing Officer role left us at the end of
August – she will be much missed and we wish her well for the future.

You can follow us on Facebook and Twitter - @ManorEstatesHA

Customer Service  Don’t delay if
Standards
you can’t pay!
We will be reviewing our Customer Service
Standards once we are back working in the
office – and will be looking for tenant views on
what the standards should be.

Rent Arrears – get in touch with us as soon as
possible?

If you are interested in getting involved in the review, please contact
Alasdair Fraser, by calling 0800 093 8823 or emailing
info@manorestates.org.uk

There are various options available to support tenants to make sure
rent is paid, these include Universal Credit and sometimes Housing
Benefit. If you think you have an entitlement to Universal Credit
you can find out more at https://www.gov.uk/universal-credit.

For now, we aim to
Respond to phone messages by the end of the following
working day
Respond to emails/letters within 5 working days – if we cannot
offer a full response within 5 working days, we will issue an
acknowledgement within 5 days and a full response within a
further 15 working days

During the pandemic we have seen an increase in tenants who have
been unable to pay their rent when their circumstances changed.

If you are struggling to pay due to a reduced income you should
contact your Housing Officer as soon as possible. We may be able
to support you and refer you to our Welfare Rights Service for a
benefits check.
Remember…It is your responsibility to pay your rent on time. If you
are experiencing any problems paying your rent please contact us
straight away.

Repairs Service update
Following guidelines issued by The
Scottish Govt. concerning the relaxation of
restrictions during the current pandemic,
we are pleased to report the majority of the
contractors we work with are now back on site.
A phased return to work has taken place taking into account
changes in the number of identified cases of Coronavirus.
Please bear with us at the present time as we are experiencing
a very high number of calls and are aware we have some repair
requests dating back to the spring. Our Contractors are working
through all repairs in order of priority. Your repair is important to
us, our Property Services team will be happy to check on progress.
In addition to providing a full repairs
service we are reintroducing planned
improvement works which will be on
a phased basis. If you are due major
upgrade work such as a replacement
kitchen, bathroom, windows or doors you
should be in receipt of a letter confirming
you are on contract and when work is
likely to start.
All contractors should apply the use of
PPE and social distancing measures. If you
have any queries or concerns regarding
a repair or other work due to be carried
out in your home, we would urge you to
contact us on 0800 093 8823 or by email
at repairs@manorestates.org.uk

Have you had a clear out during lockdown and
need to get rid of some items?
To request an uplift of bulky waste items such as mattresses, furniture,
televisions, washing machines, fridge freezers or carpets log on to
www.edinburgh.gov.uk/recycle
where you will find more information on
recycling and the uplift of garden waste.
There is a charge of £5 per item and you
can request an uplift of a maximum of 5
items.
You can also book a slot at the local
recycling centre. If you have items such as
beds, sofas, tables, chairs, bikes which are
in a good condition and could be re-used,
you can call the national re-use phone line
to arrange a free uplift on
0800 0665 820.

PLEASE NOTE –
the service is very busy so there may
be a delay in an uplift being arranged.

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

Contacting 
our Office

Did you know that you don’t have to phone to get
in touch with one of our Housing Team. If you are
on Social Media you can contact us on Facebook and
Twitter!
Follow our Website or Manor Estates
on Facebook and Twitter.

Do you regularly use Facebook and Twitter?
Have you followed Manor Estates?

SMOKE DETECTOR  
For the safety of you and
your family, we are running
a programme of installations
to ensure all our properties
have the most up to date fire
protection system installed.
Our programme of upgrades is now underway, and our Contractors, RB
Grant, Novus Property Services, Easyheat, Response Building Maintenance
will be working their way round your area.
The new smoke detectors are fitted with an easy test facility, press one
button and all detectors beep test so it will now be easy to do a weekly
detector test.
You will receive a letter shortly to confirm which contractor has been
appointed for your property. Electric checks are carried out every 5 years
to ensure that the lights and sockets are working satisfactorily throughout
your home. Please allow access for this essential work to be carried out,
we urge you to phone and make an appointment with the Contractor
when they get in touch.
It is a legal requirement of the organisation, as regulated by the Housing
(Scotland) Act and the Scottish Housing Quality Standard that the
following standards are met:
Gas servicing

Every 11 months to meet 12
month and every change in
tenancy

Electric check

Every 5 years and every change
in tenancy

Smoke detection

To new standard by May 2021
and then every 10 years

If you have any questions get in touch with Property Services Team who
are happy to assist.

We are on Facebook and Twitter @ManorEstatesHA
Follow us to keep updated or to contact us if you have a query. However,
you should be aware that if you have an emergency you should call our
office on 0800 093 8823 as we do not monitor social media 24/7.

An update on
the Retirement
Housing Service
At the time of writing our Retirement Housing
Community blocks remain closed other than the entry
foyer and access to the Laundry Service.
This is a precaution due to the current pandemic as tenant and staff
safety is our priority. Access to the Laundry is by appointment so get
in touch if you need a time or you need to change the time you have
set up.
You can also get in touch with our Housing Team if you are feeling
isolated as we may be able to refer you for support. If you need to
report a repair get in touch on 0800 093 8823.
We would like to take this opportunity to thank all our tenants in
Retirement Housing for their patience during these unprecedented
times. We will let you know as soon as we are able to re-open the
community facilities.

Good Neighbour Award 2020
In our last edition of Tenant Matters we asked you all for nominations to
support our good neighbour award - to celebrate that even during these
unprecedented times there are many who have been showing extreme kindness
to their neighbours and communities.
This was an opportunity for you to show your gratitude to anyone who
has helped you.
We are delighted to announce the winners of the award.
First prize went to Ms Claire Gunn who lives in Ratho - our runners up were Mrs Jan Leslie of Sutherland
Street and Mr Duncan Shepherd of Leith.
All were nominated by neighbours who described how the winners have gone above and beyond to help them
in these challenging times. We would like to thank all those who took part and offer our congratulations and
thanks to the winners.

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

Have you been
furloughed or are
you out of work?
Manor Estates currently offers a Welfare Rights
Service to our tenants.
Anna Riva our Welfare Rights Officer can offer advice and
assistance on a wide range of social security benefits, including
Universal Credit, Housing Benefit and Personal Independence
Payments, ensuring that tenants are accessing everything they are entitled
to. Anna is with us 2 days per week.
One example of support Anna has been able to provide: A tenant was
referred by their Housing Officer due to a change in circumstances which
meant he was finding it increasingly difficult and stressful to meet all
his financial commitments. Anna arranged a home visit and established
that the tenant had to reduce his working hours to support his partner
– having made sure they had all the correct benefits in place, Anna
established that both the tenant and his partner were both eligible to
apply to the charity Grocery Aid. Anna made applications and both were
successful and received awards from the charity. This meant that they
were able to pay rent arrears and also received a cheque to help clear
council tax arrears and help with daily living expenses.

PLEASE NOTE –
access to the service is by referral, so if you feel
you could benefit from this service, please speak
to your Housing Officer in the first instance.

You said,
we did

A new tenant at one of our retirement developments complained
about the length of time it took to provide a fob that would
enable them to access the community facilities, without having to
rely on the manager or another tenant.
As a result, we have revised our procedures for processing fobs
and should now be able to issue these at the same time as keys are
provided at sign-up.

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

Telephone
Rent Payments
We recently made some changes to how we deal
with rent payments over the phone.
For security, staff will no longer be able to process payments by
taking details over the phone. Payments will need to be made
through a new automated phone payment system by calling
0330 041 6497. This service which is operated by AllPay is available
24 hours a day, 365 days a year so you can call and pay at any time.
If you are planning to make a payment you will need to use a new
personal 19-digit number which you can get by calling our office.
Please make sure you keep this safe to make future payments.

Do you want a
hassle-free way
to make sure your
rent is paid?
Direct debits are the easiest way to make sure
your rent is paid and can be set up to come out
of your account on a day that suits.
We can set up your Direct Debit over the telephone if you
call 0800 093 8823 and speak to a member of the Housing
Management Team.
Direct Debits offer you an easy way to ensure that your rent is
paid on time. We will automatically update your Direct Debit
each April to cover the changes to your rent increase. You will
receive notification of any changes being made. Other than for
the rent increase we will only ever update your Direct Debit with
your permission.
You are also covered by the Direct Debit guarantee whereby in
the rare event there is an error in the payment of your Direct
Debit you can contact your bank to have this resolved. This means
that you will always be notified of changes and that if there are
any issues arising from actions by your bank, building society
or Manor Estates then you are entitled to a full and immediate
refund.
You can also cancel your Direct Debit at any time simply by
contacting your bank. If you do have to cancel your payment, we
would ask that you also contact your Housing Officer to confirm
the cancellation and advise how you intend to make your future
rent payments.

Please contact any member of
the Housing Management Team for further
information about paying by Direct Debit.

