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‘Me eting each household’s aspirations’

Welcome Message 
From Your CEO

Welcome to our Winter newsletter. What a year 2020
has been, definitely one that none of us will forget
for some time and that will hopefully never be repeated.

DATES FOR
YOUR DIARY
Our office will be closed
for the Festive Season
from 2pm on Thursday 24th December
2020 and will re-open at 9am on
Wednesday 6th January 2021.
While the office is closed, you can still
access our emergency repairs service by
contacting the following numbers:
nn For

all gas and central heating
repairs, contact Lothian Gas on
0131 440 4666
nn 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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I had hoped that life would be getting back to
normal by now and that Association staff would
have returned to the office. We would then have
been in a better position to catch up with any
outstanding repairs and planned maintenance
works, as well as being able to deliver all other
services more effectively that we can do at
present. Sadly it is not to be and we are all still
working at home, trying to deal with enquiries
and service requests as quickly as we possibly
can. We are getting there.
I am sure that life will start to return to normal
in early 2021. We do ask that you continue to
be patient with us while we work from home.
Although we are delivering the majority of all our

services, things do take
that bit longer than if
we were in the office.
The Association’s staff
are all striving to deliver
the best quality of
service that they can possibly give during these
challenging times.
It is my pleasure to wish you all a very happy and
healthy festive period and that you are able to
spend some time with your friends and family
and not just remotely.
On behalf of all the staff and the Board at
Manor Estates.

Annual Rent Review
As is usual at this time of the year, it is time
for our annual rent review. A report will
be presented to the Board on 27 January 2021,
recommending what the level of rent increase
should be.
Last year’s 2% 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 will take into account the effect
the pandemic could have on your income, so we want to consult with
you on a proposed rent increase of between 0.5% to 1% for rents
from 1 April 2021.
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 let us know your views.
If you have any comments or views on the proposed increase, please contact Kathryn Miller,
Corporate Services Manager, by Monday 11 January 2021. Any views expressed will be reported
to the Board and taken into account in agreeing the increase to be applied.

PAGE FOUR

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).
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Once the rent increase is approved, you will be informed by letter of the exact amount by which
your monthly charge will be increased.

Website and Portal
We are reviewing our website and planning to
introduce a portal in the near future.

FOR INFORMATION
Visit OUR Website!

The portal will be a secure part of the website where you can see
your personal details and recent transactions.
The portal screens will look similar to the illustrations you can see
at https://manorestatespayment.org.uk/portal/. There
will be a feature in the portal which will enable you to update your
details, this will not update the screen immediately but will send
the information to Manor and we will then update your account.
As soon as this feature is live we will update tenants and provide details on
the registration process.
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You can follow us on Facebook and Twitter - @ManorEstatesHA

SCOTTISH HOUSING
REGULATOR
Annual Report on the Charter
Every year, the Association is required
to submit information to the Scottish
Housing Regulator that demonstrates
how we comply with the Scottish
Social Housing Charter.
Enclosed with this newsletter is a copy
of the information produced by the
Regulator about our performance
along with some additional
information we have included.
If you have any queries about the information presented, please contact
Carolyn Hughes or Alasdair Fraser at the Association’s office.
We are particularly interested in hearing from any tenants who might be
interested in helping us look at performance in more detail and identify
ways in which we can improve services – if you think you might want to
get involved, please contact Carolyn Hughes for an informal chat in
the first instance.

new phone
options
If you have had to call our office you may be aware that
the options have now changed. If you are calling please
note the new options:
To report a repair or speak to Novus (repair contractor)

PRESS 1

For gas-related repairs or to speak to Lothian Gas

PRESS 2

To make a telephone payment – remember you will need
your 19-digit AllPay number

PRESS 3

To speak to the Repairs Team

PRESS 4

To speak to the Housing Team

PRESS 5

If you are an owner

PRESS 6

To speak to the Corporate Services Team

PRESS 7

Annual Assurance Statement

You can also contact us on our website, Facebook and Twitter.

In addition to the information on Charter performance explained above,
the Association is also required to submit an Annual Assurance Statement
(AAS) to the Scottish Housing Regulator (SHR).

We remind everyone that our staff are all still working from home
and dealing with enquiries as quickly as possible, however this may
not be to our usual standard. Thank you for your patience during
this unusual time.

The statement confirms that the Association’s Board are satisfied that the
organisation is complying with the SHR’s regulatory requirements – these
cover a range of issues- including financial matters, service provision and
governance arrangements.
More information on the purpose of the AAS can be found on the SHR
website - https://www.housingregulator.gov.scot/. Our AAS will
be published on this website and you will also be able to see a copy on
our own website – www.manorestates.org.uk
We had hoped to involve tenants in the production of this year’s
statement; however, the current pandemic situation meant that this was
not possible.
Over the coming year, we will be carrying out a detailed review of two of
the seven standards. We would very much like tenants to be involved in
this work – your views, as those who receive our services, are extremely
important to us.
If you would like to be involved in the review, please contact
Carolyn Hughes at the Association’s office. We can arrange for
you to be involved by whichever means suits you best – this could
include virtual or physical meetings, postal, digital or email surveys and
telephone conversations.

Code of Conduct
Update

Staff, Customer, Contractor
Code of Conduct

The Property Services Team are currently updating the Staff,
Customer, Contractor Code of Conduct.
The aim is to incorporate things like conduct when calling our office or
a contractor and to include the Covid Update statement as part of this
revised policy.
The Team have sent out texts and emails with an opportunity for you
to offer feedback and share your ideas and experiences. The survey
is also be available by link to our website. If you have not received a
request please contact the Property Services Team on 0800 093
8823 to request details.
The team will review all comments received and, working with our
main Contractors and our staff team, will prepare the re-draft.
We are looking forward to hearing what you’ve to say. Please
share your ideas as your feedback and views are important to us.

Cold Weather
Advice

As the temperature at this time of year can drop, we
should make sure we can do what we can to prevent
burst pipes and flooding.
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.
If you are going away during the winter, leave your central heating on,
this need only be on a low setting. 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.
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 Ltd to report the repair on 0800 093 8823.
If you are going away during the winter, where possible leave a key with
a neighbour, relative or friend - and let us know. 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.

Be prepared this winter!
Further advice can be found at www.scottishwater.co.uk

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

Cyclical
Maintenance
You may be aware our Planned Maintenance
programme has been affected this year by
restrictions imposed by the Scottish Government
due to Covid-19, We can report, however, that some
essential cyclical maintenance continued throughout
lockdown, including Gas Servicing and Fire Risk
Assessments.
We are pleased to report the majority of our planned major works
are now underway, with all contractors following the necessary
safety procedures by using PPE and social distancing measures.
To date, we have completed half of the 80 gas central heating
upgrades on programme - tenants will benefit from having a new
energy efficient combi boiler installed.
Tenants at Niddrie Marischal Grove have received replacement
windows which were installed by contractor Sideys Ltd.
Contractor Response completed kitchen upgrades on the
Muirhouse estate & will shortly move onto properties at Balerno,
Ratho Station, Oxgangs and various other locations.
Contractor Easyheat have completed a batch of smoke detector
upgrades. Novus and RB Grant will be dealing with around 500
properties where smoke detector upgrades and 5-year electrical
safety checks are to be carried out. This work will continue through
to March 2021.

Energy Efficiency 
Standard for Social
Housing (EESSH)
The EESSH sets the minimum energy efficiency
standard for social housing. It has been developed
by the Scottish Government following consultation
with social landlords and tenants.
Landlords must ensure that all social housing meets this new standard
by December 2020. The new standard is based on minimum energy
efficiency (EE) ratings which are found on Energy Performance Certificates
(EPCs).
We are working towards improvements in energy measures for all
properties and have programmes of gas central heating upgrades, loft
insulation top-ups and are dealing with a few properties that need
cavity wall insulation. We want to get as many properties to the EESSH
standard as possible however we need your cooperation. If you receive
a letter or a call from the Repairs team regarding these measures, do get
back in touch. Allowing the works to proceed will help you to reduce fuel
bills in the longer term.
For those with concerns about arranging an upgrade in the current
Covid situation, be assured our contractors have adopted safe
working practice and follow the Covid 19 “Five Steps to Safer
Working Together”. If you want to know more about which energy
measures are to be installed at your property do get in touch with Repairs
on 0800 093 8823 or email us on Repairs@manorestates.org.uk

In addition, we have a number of external door renewals to be
done by Sideys during December. Novus will also be carrying out
insulation top-ups in a number of areas throughout our housing
stock.

Keep Your
Stairway
Clear Fire Safety
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.
Items should not be stored in the common stair and any rubbish should
be disposed of using the appropriate recycling container or waste bin.

Check out the Scottish Fire and Rescue Service website

http://www.firescotland.gov.uk/
for more information about fire safety

STAY SAFE THIS
CHRISTMAS
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:
nn Check

your lights conform to British Standards, they should be
marked “CE” or have a kite mark.
nn Check for cracks or damaged cabling or plugs, replace any
suspect or damaged cables.
nn Don’t overload wall sockets.
nn Always switch off lights and any other appliances when not in
use or before you go to bed.
For further advice regarding fire safety in your home see
www.firescotland.gov.uk

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

YOU SAID,
WE DID ...
The Association aims to provide the best possible service to all our
customers at all times; however, we recognise that sometimes we get
it wrong. For us to improve, we really do want you to let us know
when things don’t meet your expectations or something goes wrong.
If you want to make a complaint about any aspect of our service, you
can do so by:
nn Using our online complaints form (www.manorestates.org.uk);
nn Telephoning any member of staff at the office (0800 093 8823); or
nn Writing to us at the office (11 Washington Lane, Edinburgh

EH11 2HA)

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.
In September, a tenant contacted us as they were unhappy at the
standard of work that was carried out. Unfortunately, it was apparent
that the work was not up to our usual standard of service. On this
occasion the complaint was upheld, and a further visit was arranged
by our contractor to complete the work to a satisfactory standard.
Where complaints are upheld, we use the information to review
services to try to make sure that the same issue does not happen
again.
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

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.
Unfortunately, due to restrictions in place during the pandemic we
have been unable to complete exchanges as a home visit is needed to
both tenants to check the property.
Whilst we are hoping that restrictions will be lifted in the near future
we are now aiming to try and resume these as soon as possible. In
order to do so, we will be carrying out inspections and interviews via
video call where possible.
Please note: if you are carrying out an exchange you are responsible
for taking on any repairs which may be the result of deliberate
tenant damage by the other party to the exchange. We may also
hold progressing an exchange whilst the outgoing tenant completes
necessary repairs.
If you would like any information about transferring to another
property or have any other queries about other tenancy changes,
please contact your Housing Officer.

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

Board News
For the first time in the Association’s
history, our Annual General Meeting
was held virtually, due to the current
restrictions in place as a result of the pandemic.
Whilst it was disappointing not to see everyone in person,
we were able to hold the meeting and conduct the necessary
business successfully.
The outgoing Chair, Nigel Hicks, advised members that 2 members
of the Board were standing down – Carole Tait (who had served
on the Board for 9 years) and Sandra Brydon who was leaving
due to pressures of work. Nigel thanked both for their service to
the Association.
We also welcomed 2 new members who were elected to the Board
– Daniel Duff and Geoff Kitchener, who are both tenants of
the Association.
At the first meeting of the Board after the AGM, Rachel Hutton
was elected Chair and Andrew Scott became Vice Chair. The full
membership of the Board is noted below:
Rachel Hutton
Andrew Scott
Andrew Clark
Daniel Duff

Chair
Vice Chair

Nigel Hicks
Geoff Kitchener
Sam Mills
Mike Trant

Another new member (Phil Rowsby) will be joining the Board
through co-option at the November meeting.

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 Housing
Officer in the first instance.
We have recently had success applying to an Edinburgh Charity who have
provided winter coats and boots to a Manor Estates tenant. When you meet
with Anna she will not only will check benefit entitlement but see if other help
may be available through charitable organisations.

New help on offer from Access to Work
The Access to Work scheme has been extended to offer new help for disabled
people who are working from home during the coronavirus pandemic. The
extension to the scheme means that:
nn Disabled

people can now benefit from financial support to work
from home.
nn People who are clinically extremely vulnerable can get new applications for
grant funding fast-tracked.
nn Funding can now cover taxi fares if a health condition prevents you from
travelling on public transport during the pandemic.
You can find out more about the Access to Work scheme on GOV.UK.

Paying Your Rent
We know this time of year can
put a strain on your budget, but
we would encourage you to think
twice about delaying your rent or
arrears payments. Every year, some
people opt to miss their regular
payments and then struggle to
catch up when the festive season
is over.
If you are experiencing difficulties
paying your rent, please contact your Housing Officer immediately.
We will try to help you reach a reasonable arrangement to pay any
debt by instalment and we can also refer you to our Welfare Rights
Advisor for support and financial advice.

