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WELCOME TO OUR
WINTER NEWSLETTER
DATES FOR
YOUR DIARY
For staff and tenant safety
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.
Staff will be unavailable until 11am every
Wednesday for staff training.
Our office will be closed from 1pm on
24th December 2021 and re-open again
at 9am on Thursday 6th January 2022.
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
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Welcome to our Winter newsletter. It has certainly been a
year like no other. I remember sitting down to write the
introduction to last year’s winter newsletter feeling hopeful
that everything would soon return to normal.
Unfortunately, we are still not quite out
of the grip of covid. On the bright side,
things are definitely starting to improve
and feel a bit more normal except of
course for wearing face masks wherever
you go. Fingers crossed that it remains
this way and that we are not all plunged
into another Festive lockdown this year.
We are starting to return to pre covid
service levels but we are not quite there
yet. Our priority remains the same, we
will continue to try and deliver all our
services whilst not putting either you, our
staff or contractors at risk. We are aware

that some of our services are taking
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 can spend time with your friends
and family and not just remotely.
Claire Ironside, Chief Executive - on
behalf of all the staff and the Board at
Manor Estates.

EQUALITIES
We will be doing some working on our approach to equalities
issues in the coming months. Part of this will involve us
collecting information from you in respect of equalities
characteristics, such as age, ethnicity, and gender.
When we contact you to ask for his
information, all responses will be anonymous,
and no data will be held on your files.
However, if you want us to adjust how we
provide services to you, you will have to
provide your details and give us permission
to hold the information so we can respond
to your request. For example, if you wish us
to provide information in different formats
or languages, we need to have this recorded
on your file. Please be assured that all
information on your file, including sensitive
information, is held securely, and treated in
the strictest confidence.
If you have any queries or concerns about
how we collect and store information about
you, please contact Carolyn Hughes at the
Association’s office.
One of the outcomes of the Scottish Social
Housing Charter concerns equalities:

Social landlords perform all aspects
of their housing services so that:
every tenant and other customer
have their individual needs
recognised, is treated fairly and with
respect, and receives fair access to
housing and housing services.
We are currently reviewing our
Equalities Policy and want to look at:

? How well we meet this outcome
currently; and
? How we could improve our
approach.
We very much want to involve tenants in
these discussions – if you want to have
your views heard, please contact Carolyn
Hughes at the office.

You can follow us on Facebook and Twitter - @ManorEstatesHA

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.

CUSTOMER
ENGAGEMENT
The Housing (Scotland) Act 2001 gives all
tenants the right to be consulted about any
proposals to make changes to any policies,
procedures or service standards in relation
to housing management and repairs and
maintenance issues.
Good practice also encourages us to involve tenants in the
decision making processes that affect service provision.

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.
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.
Contact Sarah McKay
if you would like an application form

As part of the Scottish Social Housing Charter we aim to ensure
that all tenants are given the opportunity to participate in the
work of the Association.

? WOULD YOU LIKE TO

BE MORE INVOLVED?

We have various methods for contacting our tenants including
letters, emails, surveys and online or in person meetings. If you
would like to know more please get in touch with your Housing
Officer on -

0800 093 8823

DO WE HAVE YOUR UP TO DATE
EMAIL CONTACT DETAILS?
It is important that you keep us updated with
any changes to your email, mobile or home
phone or as we may need to get in touch with
you urgently.
We are also moving many of our systems online and looking
to switch to email as our preferred contact in place of letters.
You may have received a copy of this issue of the newsletter by
email if we hold current details for you.
If you have received a paper copy of this newsletter it means we
do not hold a current email address for you. Please get in touch
so we can update our records.

ARMCHAIR PANEL

As part of our Customer Engagement Strategy we set up an
Armchair Panel for tenants to be involved in the work of the
association. The Armchair Panel meets regularly using a variety
of contact methods. If you would like to be added to our Panel
please get in touch with your Housing Officer on -

0800 093 8823 or by emailing info@manorestates.org.uk

STAFF CHANGES
Great news, Fiona Swinton is now part
of our Corporate Services team on a full
time basis for a period of 12 months from 1
November 2021.
Some sad news also, Iona Robertson leaves
Manor Estates Housing Association after 9
years. We wish her well in her new ventures.

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

DO YOU NEED HELP
WITH YOUR ENERGY
BILLS?
Changeworks’ Affordable Warmth Service –
support available to Manor Estates Tenants
Manor Estates Housing Association works in partnership with
Changeworks, who can provide practical support to Manor Estates
tenants, so you can live in an affordably warm home. Their advice is
impartial and delivered by experts. Their Affordable Warmth Advisors
can support you via telephone, email, post or a home visit*. They also
support tenants at risk of disconnection due to limited funds.

They can support you to:
Keep your home affordably warm and dry, even if you are on a
low income
Understand your electricity, heating and/or gas bills and manage
energy debt
Assist with communicating with your fuel suppliers
Know how to save energy in the home, including how to use
your heating system
Read your meters, including getting to grips with pre-payment
meters
Switch to a cheaper supplier or tariff

Contact Changeworks Affordable Warmth
Services for help with heating and electricity
bill payment or supply issues:
Call free on 0800 870 8800 Our opening hours are 9am-5pm
Monday to Friday
Request a callback for support
Email warmth@changeworks.org.uk and a
friendly advisor will get in touch.

*Home visits follow current
government safety guidelines.

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
Don’t panic, turn off the water supply at the stopcock.
Turn your central heating or electric immersion heater off.
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.
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

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? Have you seen a reduction in
your income due to benefit changes?

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 by referral, so if
you feel you could benefit from this service, please speak to your Housing Officer in the first instance.
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MANOR ESTATES
TENANT PORTAL
We have now completed the roll-out of our new
tenant portal. You should have received a letter
with a link or QR code.
It has details on how to
log in so please check
it out. If you have not
received a letter please
get in touch if you would
like details.
The portal allows you to
check what information
we hold about you, your
rent account details (including printing a rent statement) along with
recent repairs information.
We hope that tenants will find this useful and please get in touch if
you have any feedback or suggestions.

CONTENTS INSURANCE
The Association has comprehensive buildings insurance
for all the properties we own, however this policy
does NOT include cover for your home contents.
If there was a fire or a leak in your home, our insurance would
pay for the cost of any repairs required to the fabric of the
building but would not pay to replace any of your belongings
such as electrical appliances, furniture, floor coverings etc…
which may have been damaged or destroyed.

? If you don’t have contents insurance in place, how
would you replace damaged or stolen items?
Policies for contents insurance vary with some including an option
for accidental damage. Similarly, the cost of contents insurance
will vary depending on the type of cover you choose but you can
get policies that cost just a few pounds per month.
We are not qualified to give you advice about what type of
insurance is best for you but we would strongly recommend that
you have adequate cover in place in order to avoid the distress
which can be caused in the event of damage within your home.

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.

STAY SAFE
THIS WINTER
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:
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.
Don’t overload wall sockets.
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

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

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:
Using our online complaints form
(www.manorestates.org.uk);
Telephoning any member of staff at the office
(0800 093 8823); or
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.
We recently received a complaint relating to time taken for staff to
return telephone calls. We reviewed the process and apologised to the
tenant involved. We took the opportunity to review how we deal with
calls and now any staff taking messages should advise the caller when
they might expect a return call.
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.

FOLLOW US ON FACEBOOK,
TWITTER OR INSTAGRAM
?

Do you regularly use Social Media?

?

Have you followed Manor Estates?
We are on Facebook, Twitter and Instagram @
ManorEstatesHA

Follow us to keep updated on office closures, any urgent issues
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.

