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We’ve now passed the one-year anniversary of this pandemic which has taken such a terrible toll on so
many families. While we all mark the passing of time by days, weeks or months, I also measure it by issues
of Voice and this is the fourth issue written and sent out from my kitchen table! I’m not sure if you’d told
me that we’d still be here a year ago I’d have believed you. However there is light at the end of the tunnel.

As Scotland slowly comes out of lockdown there remains a great deal of uncertainty about when services,
suspended due to COVID, can restart. Here’s what we know just now, but as things change, and they will,
we’ll provide updates through our website and Facebook. If you’re not online please give us a call and
we’ll let you know the latest.

Dan Hughes – Melville Communications Manager

Coming out of lockdown - latest news on Melville services 

The Scottish Government continues to advise that non-essential offices should remain closed. The latest guidance suggests
that a ‘phased return’ of some staff may be possible from June, fingers crossed. As well as through our website and Facebook,
we’ll also let you know by SMS when we have a reopening date. 

In the meantime, while the office is closed, you can make payments online and over the phone and also at shops displaying the
PayPoint logo (cash and card).

You can also do things like check your rent balance using the tenant zone section of our website. By signing up you’ll have
access to your rent account 24/7. Go to our website or give your housing officer a ring to find out more.

As things currently stand we hope to have the full repairs service (delivered by Novus and Saltire) operating again from the end

of April.

We also hope to be able to restart home upgrades (bathrooms, kitchens and heating systems) around that time as well.

What’s happening with repairs and home upgrades?

For the time being all appointments with staff will continue to be by phone however we hope that face-to-face appointments
will be possible again in the near future. 

Can I now get a face-to-face appointment?

We hope to be able to start carrying out exchanges again from the end of April, once Government restrictions ease. 

What about other services like exchanges?

? More questions?
If you have a question that’s not answered here please
visit www.melville.org.uk or call us on 0131 654 2733

Sign up to Tenant Zone - No more annual rent statements
In the past, at this time of year, we would have sent you an annual rent statement to let you know the balance on your rent account.
We are no longer doing this and instead you can find out your balance by logging in to your own personalised Tenant Zone account.

The Tenant Zone portal is available on our website (www.melville.org.uk). Registering is easy, although there will be a slight delay
while we verify your details. If you don’t have access to the internet, or need some help signing up, give us a call on 0131 654 2733.

Will the office be reopening soon?
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Following a record response to this year’s consultation,
Melville rents went up by 1%, or roughly 87p a week (based
on an average monthly Melville rent of £375), on 1 April.

212 households (slightly more than 10% of tenancies)
responded to this year’s survey, in which we consulted on
possible increases of 1.5%, 2% and 2.5%. 

61% of you that responded said you supported a rise of at

least 1.5%, however in light of feedback and the toll that
COVID lockdowns have taken over the past year, Melville’s
Board took the decision to go for a lower increase.

We know that finding extra money for any increase is difficult
and anyone who is struggling with rent, for whatever reason,
should contact their housing officer who will do everything
they can to help. Melville can provide free money advice,
welfare benefits advice and tenancy support.

Rents rise by 1% following record response

82%
said you think

Melville’s current
rent and service
charges are

affordable (up from
75% last year)

81%
of you are

happy with the
services you
receive from

Melville (only 4%
were unhappy)

48%
Almost half (48%)

of replies were from
people receiving
some government
help (UC or HB) to
pay their rent. 52%
received no help

61% 
were in favour
of increasing
rents by at
least 1.5%

39%
were against any
increase at all

Why does rent go up every year, wages and benefits don't? And why ask us if you’re just
going to put them up anyway?

When considering rents for the coming year we did look at every single response and we did consider a rent freeze however
doing this for even one year would take several million pounds out of our budget over 30 years. This would significantly reduce
any investment in homes and ultimately only lead to higher rent increases in future years if we are to keep them to the best
possible standard. The reality is that our rents do need to go up, however we were able to keep the increase to 1%, which was less
than we consulted on.

Why are Melville rents higher than council
rents?

When Melville was set up in the 1990s we had to borrow the
money to buy the properties we now own and we’ve had to
pay this money back over the years. However in recent years
we’ve worked hard to keep rent increases as low as possible
while council rents have mostly been going up by quite a bit
more. This means that the gap is slowly closing.

Why should I pay more rent when you
aren’t planning to make any improvements
to my home?

Unfortunately we don’t have the money to improve all homes
at once. Our budgets mean that home improvement
programmes work in cycles, so you may go several years
without getting any major work done. All homes will, however,
receive the same improvements over time and this year’s rent
increase will help pay for your upgrades in future years.

£0.87a weekIncrease of roughly As a result of the feedback, the Melville Board made
the decision to put rents up by 1% from 1 April 2021.

What you told us

So what did you tell us in the rent consultation? Well, the good news is that plenty of you let us know what you think.
The 212 replies we received is up significantly on the 164 who replied last year. One in five of these responses came in
writing or over the phone, with the rest completed digitally. Thanks to everyone who passed on their views.
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£2.1m to be spent on homes

Melville is to invest £2.1m in
improvements to homes over the next 12
months.

The biggest project will be the
replacement of 120 older bathrooms but
investment will also pay for new
kitchens, heating systems and
replacement roofs. 

“The past 12 months have been
challenging for all of us and we still have
some catching up to do on last year’s
programme,” said Nancy Booth, Head
of Property Services. “The ongoing
pandemic has obviously had an impact
but our contractors will be doing their
best to catch up and then deliver the
programme for the new year, helping us
to provide homes that are of a good
quality, but at the same time affordable.

“I’d also like to take this opportunity to
thank you all for your patience and

understanding during what has been a
very frustrating period for all of us. We
hope that, as the country continues to
emerge from lockdown, our repairs,
inspections and other maintenance
services will be able to return to normal.”

This year’s home improvement programme
builds on the successes of recent years

which, since 2018, has seen more than 500
new kitchens fitted across Melville’s stock. 

Details of our 2021/2022 planned
maintenance programme are currently
being finalised. All tenants due a home
upgrade will be contacted closer to the
time.

120
120 new bathrooms
will be fitted across
all areas 

31
Half of the 31 new
kitchens will be fitted in
Mayfield

38
More than half of the 38
new heating systems will
be fitted in Gorebridge

£412k

£412k will be spent on
new roofs across
the stock
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‘Greatest experts are our tenants’ says new chief executive John

VO I C E

Taking over as head of an organisation in the
middle of a pandemic might be seen as a
daunting prospect by many, with suspended
services, a closed office and virtual meetings
enough to put most people off. But not new
Melville Chief Executive John McMorrow
(pictured centre).

A hugely experienced housing professional,
John joined Melville at the start of the year
after spending the past 28 years at Easthall

Park Housing Cooperative based in the east
end of Glasgow.

“I’ve only been in the job for a few months
and there’s no doubt that COVID has made
things trickier. I’m still getting to know the
people and the issues. What I do know is
that you, our tenants, are the greatest
experts we have on our housing and
services.”

One of John’s priorities is to get more tenants

involved in how Melville is run. “At Easthall
Park all but one of our Board members were
tenants. Tenants know what’s right and wrong,
which services are working and which aren’t. I
want to tap into this expertise to make sure
we deliver the best service possible.”

John has first-hand experience of social
housing, having grown up in a Glasgow
Council house, only moving into private
housing when he left home because he
couldn’t get a social property. 

“The availability of social housing is an
issue. Across Scotland there just isn’t
enough and I want to do everything
possible to make sure social housing is
available for as many people as possible
while at the same time ensuring the quality
remains high.

“I want to build on the excellent work done
before me. Melville does a fantastic job
and has an excellent reputation. I’ve
inherited a brilliant team and between us
we can make a difference.” 

You said We did

Please can you provide a garden service for
people who are not able and also a painting
service for people who can’t do it themselves.

We understand that there are some tenants, particularly the
elderly, who aren’t able to look after their homes and gardens as
well as they would like. For the time being anyone who is
struggling with their garden due to age or disability should get
in touch with their housing officer in the first instance. We can
make referrals to other agencies such as the unpaid work team.
In the longer term we will be looking at all the services we
deliver and whether there is a case for launching new ones, like
gardening or decorating.

Despite the speed bumps on Wester Kippielaw
Drive (Dalkeith), there are still drivers speeding
on this road so why don't you put 15/20 mph
signs up?

Unfortunately we are not allowed to put signs up on public
roads, however we have been in touch with our contacts at
Midlothian Council to ask them to look into the issues raised.

I find the newsletter to be unnecessary. I would
much rather Melville stop this and use the
money towards keeping rents low and
improving homes.

In order to find out the views of other tenants on Voice we are
currently carrying out a survey looking at how we communicate
with you. We’ll bring you the results in the summer. At the
moment we don’t have plans to stop producing Voice but this
could change depending on what you tell us. In the meantime
we are putting together a list of customers who would rather
not receive a paper copy of Voice. If you would like to be added
to this list please email dhughes@melville.org.uk.  

John wants to hear from you
If you’re interested in becoming a Board member or a member of our Tenant Rep group please get in touch.
If you don’t want to get involved directly but you’ve got feedback for us, good or bad, let us know.



More information from www.citizensadvice.org.uk/scotland  or www.gov.scot
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Help and advice

Make sure you don’t miss out on the latest benefits news.  To get up-to-date information,
including breaking news on benefit changes, visit our website or ‘like’ our Facebook page.

YOU must tell Universal Credit about your rent increase

Spring budget highlights

Scottish Job Payment

June deadline for EU citizens fast approaching

All Melville rents increased by 1 per cent at the start of April (see article on page 2 for more details). If you’re on Universal Credit
(UC) you will need to tell them about this change. This applies even if your rent is paid directly to Melville.

You can tell them about the change using your online UC account. They’ll need to know that your rent increased from 1 April 2021 and
how much you’re now paying. You should then receive the new amount in your next payment.  

If you do not tell them about the increase in your rent, you will not be paid the full amount leaving you with rent arrears.

In the spring budget, delivered in February, the UK Government confirmed that:

• They will extend the £20 weekly uplift to UC payments to the end of September 2021.

• If you were claiming Working Tax Credits on 2 March 2021, then you should by now have received a one-off £500 payment. 
If the payment hasn't arrived, you can ask for help using the Tax Credits Helpline on 0345 300 3900.

• They will be bringing forward several changes to UC loan repayments, including how soon an advance must be paid back. 

Currently they must be paid back as deductions in instalments over 12 months but this is to increase to 24 months. Deductions are currently
capped at 30% of the standard allowance, but this will reduce to 25%. The change, which was due in October 2021, is now in place.

The clock is ticking for EU citizens who wish to continue to live, work and study in the UK as well as continue to use the NHS.
You need to apply for what’s known as settled status even if you have lived in the UK for a long time. 

You need to apply by 30 June so if you wish to stay, take action now as the deadline is just a couple of months away.

The Scottish Job Payment is a new £250 (or £400 if you have children) payment to help young people with the cost of starting a
new job, after a period out of paid work. The payment could help you with things like travel costs, clothes or lunches before you
get paid for the first time.

You can claim the payment if you are between 16 and 24 and have been out of work and receiving one or more of the qualifying benefits
(UC, Income Support, Income-based jobseekers Allowance, Income-related Employment and Support Allowance) for at least 6 months
when you received the job offer. You must also have been living in Scotland on the day you were offered the job and the work must
average at least 12 hours per week over a 4-week period. You can also apply for the payment up to 3 months after the date you were
offered your job.

Care leavers aged between 16 and 25 can also claim. If you’re a care leaver then you only need to be out of work and receiving a qualifying
benefit on the day of your job offer, not for the previous 6 months.

You can only be paid a Job Start Payment once every 2 years.
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Scottish Child Payment
If you have young children (under the age of 6) you may now be able to claim an additional £10 a week thanks to a new payment from

Social Security Scotland.

The Scottish Child payment is available to families who receive low-income benefits, and have a child aged under 6. The payment is

equivalent to £10 a week per child, so this means £520 a year for families with one child under 6, and £1,040 a year for families with 2

children under 6. The payments will NOT affect your other benefits, are not affected by the 2-child limit, and do not affect the benefit

cap.

To be eligible for a payment you will need to prove that you are responsible for a child under 6. This may be by being named for Child

Benefit payments or other benefits. Kinship carers can also apply.

• Pension Credit

• Child Tax Credit

• Universal Credit

• Income Support

Qualifying benefits for Scottish Child Payments are:

• Working Tax Credit

• Income Based Job Seekers Allowance (JSA)

• Income related Employment and Support Allowance (ESA)

Andrew Collinge
acollinge@melville.org.uk - 0131 561 6482

John Scott
jscott@melville.org.uk - 0131 561 6481

Get in touch

During lockdown Melville staff are available by phone or email, but not
at the office or for home visits. If you need help and advice managing
your money please get in touch. Andrew Collinge and John Scott,
Melville’s two dedicated Welfare Benefits Advisers, are available to
help all Melville tenants and members of their
households. Help is also available
from independent organisations
such as Citizens Advice.

To find out more about, or to apply for, the Scottish Job Payment or Scottish Child Payment:

Go online at www.mygov.scot | Call Social Security Scotland on 0800 182 2222

Postal applications are also available for Job Start Payments ONLY to:

Job Start Payment | PO Box 10315 | Dundee | DD1 9GP
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Melville Tenant Reps

In this issue of Voice we’re bringing you tributes to a couple of former tenant reps who sadly passed away
recently. Our usual tenant rep column, filling you in on the latest group goings on, will return next issue.

Area Tenant rep

Gorebridge, Newtongrange Lanna Leslie
Penicuik, Bilston, Loanhead Steven Jamieson 
Bonnyrigg, Poltonhall, Rosewell Andrew Hiddleston, Liz Coyle and Petrina Ford
Mayfield Belinda Maciver, Gill Pennie and Barbara Shearer
Westhouses (Mayfield), Pathhead Diane Gamrot
Easthouses Cathy Hanlan
Dalkeith Sandra Weston
Woodburn, Danderhall Eileen McLaren
Lanarkshire, Edinburgh, East Lothian Position vacant

Fancy becoming a rep and getting £20 for every meeting you come to? Email mytenantrep@melville.org.uk or call 0131 561 6466

Board member, Secretary and long-time tenant will be sadly missed 

Melville staff and Board members were
extremely saddened to hear of the
death in February of long-time Board
member and tenant John Scott.

John, who lived in Penicuik, joined the
Melville Management Committee
(before it became the Board) in 1997,
when Melville was still in its infancy,
playing an integral part in many of our
successes. He was elected to the role of
Secretary in 2000 serving with
distinction until standing down in 2011.

A passionate advocate of social
housing and the need to preserve it for
future generations, John was also a
keen amateur photographer and in
2014 took on the photographic
documentation of Melville’s project to
renovate and restore the historic ‘A’

listed Corn Exchange building in
Dalkeith (completed in 2016).

Even after giving 14 years service to the
Board, John remained closely involved
in our work, serving on the Board of
Melville subsidiary Ironmills
Developments Limited until 2019,
having been elected Chair in 2015. He
was also an active member of Melville’s
Tenant Group, proudly representing
Penicuik until 2019.

John’s enthusiasm, knowledge and
passion for his local area, gentle good
humour and all-round dependability
will be missed by us all.

Better Mayfield housing is Frank’s legacy 

It was with great sadness that we
learnt of the death in January of long-
time Melville tenant rep and pillar of
the Mayfield community Frank ‘Five
Star’ Kelly (pictured far right).

Frank, who grew up in Gorebridge but
spent much of his adult life in
Mayfield, had been involved with
Melville since the start, helping set the
early priorities for investment
including delivering central heating
systems for homes that previously had
none. Before that he’d been an active
campaigner for better housing in
Midlothian, regularly taking on
previous landlord Scottish Homes to
encourage much-needed investment.

Frank was also instrumental in setting
up a credit union to help people in his
local community manage their money
and was a font of knowledge about
Mayfield. He would often talk about
the ‘patchwork quilt’ that had been
created as Mayfield expanded over the
years and was extremely pleased by
the external wall insultation project of
recent years that created a more
uniform look to many of the houses
and flats.

Always immaculately presented, one of
Frank’s proudest moments during his
time as a tenant rep was meeting the
Duke Of Gloucester at the official
opening of the restored Corn Exchange

in 2016, a venue he knew well from his
younger days when it served as the
Empress Ballroom.

Frank rarely missed a meeting and his
tenacity, dedication and local
knowledge will be sadly missed.
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Gardening on a budget

1 Shape up

If you have a garden, one of the easiest and cheapest
ways to transform it is to cut the lawn into a clearly
defined shape – something like a circle, a square or an
oblong. Mark it out with string and use a spade to cut
away the excess grass. It's not a difficult job and should
only take an afternoon.

2 Grow from seed

Without a doubt the cheapest way to get growing is to
sow seeds, whether it's flowers or vegetables. All kinds
of shops sells seeds, including supermarkets but you can
also try online specialists like www.seeds4garden.com.

3 Division equals multiplication

A cost-effective way to fill flowerbeds with great
looking plants is to buy perennials that you can divide.
This may sound like advanced level gardening but really
it isn't. It will work with clump-forming perennials like
geraniums.

Simply tip the plant out of its pot and pull it apart into
two or three bits, each with some stalks and root. Dig a
hole and plant each part in your flowerbed. Next year
when they've grown and spread, you can dig them up
and pull them apart again to gain even more plants.

4 Planters are the answer

Planters are a really easy way to get your garden looking
beautiful, and they’re ideal for patios and balconies. Nor
do they cost the earth. You can give old and tired
furniture in your home a new lease of life in the garden.
Old sinks and dressing tables can be turned into quirky
planters. You can also make your own cheaply using old
pallets, leftover wood or decking planks. 

5 Hanging baskets

Want instant colour in your outside spaces? A really easy
and inexpensive way to do this is to plant up some
hanging baskets, with plants such as fuchsias, verbena or
petunias, or you can even grow vegetables like tomatoes.

6 Paint effect

You'll be surprised by how much a lick of paint can
transform a plant pot, planter or old fence, and provide a
striking backdrop for greenery and plants. And the colour
you should opt for? Black apparently.

7 Reuse plastic bottles

Plastic water bottles take an average of 1,000 years to
biodegrade, so avoid throwing them away altogether and
reuse them. They're ideal for the garden as they make great
alternative planters. Just cut open one side, fill with compost
and plant seedlings, then hang with heavy duty string.

£100 first prize | £25 runner up prize | £50 prize for best use of small space

Given the year we’ve all had we all need a bit of beauty and colour to cheer us up. We’re desperate for you to share with us
the work you’ve put into your plants, whether they’re in beds in your garden, in hanging baskets on your walls or in pots on
your windowsills. We want to see all your green-fingered efforts!

Whether you have your own garden or not, this year is the perfect opportunity to enter our Great Gardens competition,
because as well as the £100 first prize, we’ve also got a prize for the best use of a small space. This might be a balcony, a patio
or simply hanging baskets at your front or back door.

To enter simply send an email to dhughes@melville.org.uk (or phone 0131 561 6466).

You have until Friday 13 August to let us know you’d like to enter. Judging will take place in late August and winners will be
announced at our Annual General Meeting in September.

The Baxter Keiller Prize, named in honour of a keen Melville gardener who sadly passed away in 2014, is awarded each year to
Melville’s finest garden and last year was won by Ms Liz Kelly of Woolmet Crescent, Danderhall.

Get growing for chance to win £100 first prize

Lockdown is gradually easing but while we still can’t
do all the thing we’d like to, one thing we can do is get
out and about in the garden or outside communal
spaces and it's easier than you think to give yours a
budget-friendly makeover. We've listed some quick
fixes to help you save cash whilst making your
outdoor space look fantastic. Try these easy garden
ideas on a budget, perfect for patio areas or gardens
of any size...



Melville always provide adequate
maintenance for their properties,

therefore the current rent rates are
good value for money. The services

are of a very high standard.
Communication is very good and

staff members are polite, courteous
and efficient. Thankyou Melville.

I love the fact that you give
tenants free carpet tiles &

paint.

Given the current climate
and no help or leniency with
payments an increase would

prove difficult.

I have no issues. You
provide excellent value

to your tenants.

Over to you…

Number Upheld Average response time (days)

Frontline (stage 1) complaints 31 16 4 Days 

Investigation (stage 2) complaints 4 3 12 Days 

Compliments 7 n/a n/a

Here’s a round up of the feedback, good and bad, you’ve given us over the past few months.

November 2020 to February 2021 complaints 

Your comments on Melville rents

General repairs service (12)

Property condition (11)

Staff behaviour (5)

Gas repairs (2)

Anti social behaviour handling (2)

Pests in home (1)

Unreasonable charge (1)

Use of data (1)

Here’s what you complained about

I think the services that I
receive from Melville is

definitely value for money… I
like being a Melville tenant I

feel like it's a big
family/community.

Been a tenant for over
30 years and had a few houses.

Work and repairs always carried
out on time. Emergencies dealt
with promptly. Just wish rent

wasn’t so high.
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Think in the current climate, if there
has to be a rent increase it should be

the minimum. At the moment the
rent is affordable but if it keeps going

up then I might struggle.

VO I C E
I think, if possible, a

freeze on rents would be very
much appreciated as this year has
been such a terrible one for most

of us. However, that said,
Melville does give a great

service to its tenants.

Due to the coronavirus I
think a lot of people will

struggle with rent increase.
It was nice to receive a call

from a staff member to ask if
I was ok when all this

started.

You are all Legends. My
children and I are forever

grateful to have Melville as
our Landlords. 

I don't think that some realise the cost
difference between private and social
rent, also the difference in the level of
service. I've rented privately and had
to move schools, doctors etc because
even when you've paid for a couple of
years they can ask you to leave and the

stress is awful.

Issue 49 |Spring 2021

I am more than happy
with the cost of my rent
and the services I receive.
Any situation I have faced

has been dealt with
quickly and

professionally.

Rent is like taxes, nobody likes paying it,
but recognise it as necessary and, as I have
found you to be a fair Landlord, not too

'painful.'

I am very happy, overall,
with Melville. I appreciate the Voice
Newsletter and Quids In, that keeps

me informed. I am computer
illiterate and am glad of receiving

information this way.

I feel the rent I pay is very good for
my house and the service I receive is
very good... All the staff are always
very helpful. I feel the rent could

still go up a bit, I know this will not
please people but Edinburgh Council

rents are way higher.

     

Rent is high enough and
can’t go up just now with

the way things are.

In light of the current situation I think you
should freeze rent. I pay full rent and this
year we have really toiled to pay rent and
other expenses. I am stressed trying to pay

bills and seeing there was mortgage
holidays but no help with rent.
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Difficulty reading Voice?
If you have problems reading Voice,
we can provide it in large print, as an
audio file or in a language other than
English. Phone Dan on 0131 561 6466
or email dhughes@melville.org.uk

Join us on Facebook
Join our growing Facebook community. We
currently have almost 1,500 people following us
on Facebook but we’re always keen to find more.
By joining us on Facebook you get to hear the latest Melville and
community news first, tell us what you think of us, and even enter
prize competitions. Visit us at www.facebook.com/melvillehousing.

LIKE US

Want to hear from us differently?
Melville wants to hear your views on the ways we communic

ate with you and

the opportunities you have to participate in our decision-ma
king. Crucially, we

want to hear whether you’d like us to stop sending you a pap
er copy of Voice.

We've set up a short online survey that you can access throug
h the homepage

of our website (www.melville.org.uk). It should only take a few
 minutes to

complete but we really want to know what you think as it wil
l help shape the

direction our communication takes in the years ahead.

Farewell to Morag        
At the end of last year we said a fond farewell to Chief Operating Officer Morag MacDonald (pictured
centre). Morag joined us back in 2012 and played an invaluable role in Melville’s successes over recent
years. Delivering quality homes while keeping rents down were two of her key legacies with a third being
her drive towards a more sustainable future. She played a key role in the launch of our successful carpet
tile project as well the recent E-Car Club. We wish her all the best for the future.  

At the end of last year, in order to help spread a little cheer at what was a
pretty awful time for everyone, Melville donated £3,000 to local charities.

Dalkeith Storehouse, Mayfield and Easthouses Development Trust (MAEDT),
Gorebridge-based Midlothian Foodbank, Newbattle Storehouse, Penicuik
Foodbank and Mayfield-based Y2K were the six organisation to benefit from
£500 each.

In his last official engagement before retiring, outgoing Melville Chief Executive Andrew Noble said, “I can’t think of a better
way of marking the end of my time at Melville than making these donations to such fantastic organisations, all of whom
provide invaluable services to their local communities. 

“Throughout my 25 years at Melville, partnerships have been central to our success and after the difficult year we’ve all had,
and the tough times that undoubtedly lie ahead, it’s working together that will help get us through. I wish all of the
organisations that I’ve had the pleasure of working with during my time at Melville all the very best for the future.”

Melville makes £3,000 donation to local charities

News in Brief

Updated complaints procedure
Since 2012 all Scottish housing associations have been follow

ing the

SPSO's Model Complaints Handling Procedure (MCHP). This h
as just

been updated, with the new version adopted by Melville in M
arch.

There are no major changes to the way we handle complaint
s but you

can find out more about the new MCHP at www.spso.org.uk. 
You can

find out more about Melville and complaints on our website
 or by

giving us a call.

Pests – who isresponsible?
Over lockdown we’ve had quite a fewtenants get in touch about pests in
their homes. With the exception ofbed bugs in flats, all other pests suchas rats, mice, wasps, hide beetles, ants,fleas and cockroaches are the
responsibility of the tenant. If you
have a problem like this and don’t
know how to treat it, please get in
touch with Property Services and
they’ll point you in the right direction.

Prize draw winners
Well done to Brian Robertson (pictured) from Woodburn who
won our £50 rent consultation prize draw and also to Stuart
McLean from Mayfield, the winner of our quarterly
satisfaction survey draw. Brian was drawn from the hat at our
January Tenant Rep meeting while Stuart picked up a £50
voucher just for completing a short online survey. Remember,
almost all Melville feedback is now done digitally so to be in
with a chance of winning make sure you let us know how
we’re doing after you’ve used any of our services.


