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Latest news on Melville services as office reopens

New affordable homes for Midlothian

Despite the appearance of a new strain
of coronavirus, all Melville services and
those delivered by contractors on our
behalf are operating normally. This will
continue as long as Government
restrictions allow. 

Demand for some services continues
to be heavier than usual and for
others there are delays due to
ongoing issues with the availability of

both staff and materials. Please bear
with us during this tricky period
caused by a number of factors
beyond our control.

Since the last issue of Voice and in
order to deliver the best service
possible, our office at the Dalkeith
Corn Exchange has now reopened,
initially for three days a week,
Tuesday to Thursday. All services

remain available five days a week,
however on Mondays and Fridays this
will largely be by phone, online or
through home visits. If you have any
views on this, please let us know.  

We’ll continue to provide service
updates through our website
(www.melville.org.uk) and Facebook
page. If you’re not online please give us
a call and we’ll let you know the latest.



News that Melville are to build 30 new
homes for social rent in Bilston has been
welcomed by Cabinet Secretary for Social
Justice, Housing and Local Government,
Shona Robison MSP on a recent visit to
Midlothian.

Made up of a mix of one and two bedroom
flats, as well as larger two and three
bedroom houses, the new social rented
homes will be built at Taylor Wimpey’s
Pentland Green development on the edge
of Bilston, where demand for affordable
housing is especially high.

Building work on the latest properties, part
of a larger 56 home, £7.7m project, is
scheduled to take place over the next 18
months with the last of the homes, which
will all be fitted with solar PV panels,
expected to be handed ove in spring 2023.  

“We want everyone to have a safe, warm
affordable home that meets their needs,”
said Cabinet Secretary for Social Justice,
Housing and Local Government, Shona
Robison. “These new homes for social rent,
supported by £4.25 million of Scottish
Government funding, will support the local

community and make a real and lasting
difference to the lives of the new residents.

“We are making a record investment in
affordable housing, having committed to
delivering 110,000 affordable homes by
2032 with at least 70% available for social
rent. I’d like to thank Melville for helping
us meet this ambitious target with this new
development, which is a testament to the
strong partnership at national and local
level between the housing association,
Midlothian Council, Taylor Wimpey and
the Scottish Government.”
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Why did the project take so long?
The redevelopment of the Mayfield Inn site has been the most difficult project Melville has been involved with, and hugely frustrating for all of us.
Beset by developer problems since work began in 2018, original developer ForthTay Residential Ltd along with their sub-contractor Invertay Homes,
were removed from the project in February 2020, just over a year after the original completion date. 

It’s important to stress that the Invertay Homes contract was with the appointed developer, ForthTay Residential Ltd and not with Melville. Other
than a Contract Obligation Guarantee Melville had no direct relationship with Invertay Homes. Any contractual issues regarding Invertay Homes
was the responsibility of ForthTay Residential Ltd. 

Following the contract termination a new contractor, Morris & Spottiswood, was appointed (following a tender process) to complete the
outstanding work. Tenants finally moved into their new homes at the end of November, almost three years later than intended.

    

More vital new affordable homes have
been delivered in Mayfield following
the long-awaited completion of 20 flats
on the site of the former Mayfield Inn on
Bogwood Road.

The new development, made up of a mix of
one and two bedroom flats all of which have

now been allocated, is part of the
Midlothian Strategic Housing Investment
Plan (SHIP), and has been made possible
thanks to a Scottish Government grant of
£1.47 million. The remainder of the project
was funded by Melville’s own finance.

“This has been a very challenging project

from start to finish,” said Melville
Development Manager Neil Edgar. “We had
to part ways with the original developer,
ForthTay Residential Ltd, just over two years
into the project when we were already
considerably beyond the original
completion date. The appointment of a new
contractor took more time and then
rectifying additional problems delayed
things yet further, frustrating us all.

“We have now reached our goal though and
on behalf of Melville, I would like to thank
Morris & Spottiswood, everyone else
involved in the eventual completion of this
project and the local community for their
patience and continued support. While
building work has clearly taken far longer
than it should have done, these new homes
will nevertheless be a valuable asset to the
local area.”

The 20 homes on the site are made up of 12
two-bedroom flats and 8 one-bed flats, all
of which exceed modern energy efficiency
standards and which also include solar
panels for greater sustainability and to
reduce energy costs.

Community patience rewarded as 20 flats finally completed on pub site
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Consultation, tenant involvement and service improvement

Survey highlights importance of encouraging downsizing

Our comprehensive tenant satisfaction
survey, that we carry out every 3 years
and that gives us an idea of how we’re
performing and areas that you’d like us to
focus on, will be happening in February.
This would normally be done face-to-face
however because of Covid the team from
Research Resource will instead be
carrying out telephone surveys to find

out your views. If you’re able, please take
10 minutes or so to answer their questions
and help us improve our service to you.
They only plan on speaking to around 325
customers so if you would definitely like
to be involved please let us know and
we’ll arrange for you to be one of them. If
you definitely DON’T want to be
contacted, please also let us know.

Most of you believe that Melville should be doing more to encourage and help tenants in homes that are too big to move to more
suitably sized properties, freeing up larger homes for those that desperately need them.

In a recent survey, that reached over 2,000 people, 96% of those that responded agreed that Melville should help tenants to
downsize if they are in homes they're struggling with because they're too big for them.

Three quarters of those that replied also said they think Melville should provide money to help with moving costs while nearly half
would like to see Melville give practical support such as:

Help with decorating/flooring | Help finding removal firms | Help with things like changing energy supplier and forwarding mail

Here’s just a few of the comments we received:

Please let us know what you really think

Whenever we carry out surveys, whether
it’s the big one every 3 years or smaller ones
we carry out more regularly, we want to
hear what you genuinely think. When you
let us know you’re not happy with a service
you’ve received it gives us a chance to put
things right.

A tenant recently approached us to let us
know that there had been issues with her
new kitchen and that a few of her
neighbours felt the same about theirs.

Whilst we were disappointed that work
hadn’t been carried out to the high
standards we would expect we were pleased
that it was brought to our attention and we
were able to put things right. 

After speaking to the tenant and looking
into the work, which had been carried out a
few months before, we discovered that the
tenants involved had all given positive
feedback on the work at the time, both to
the contractor and to Melville staff who

carried out a post inspection. 

Please tell Melville staff if you’re not happy
with work carried out on your home on our
behalf. If we don’t know, then we can’t put it
right and it also means that other tenants
might receive a similar sub-standard service.
In this instance the problem was with a sub-
contractor working on behalf of DCL, our
current kitchen replacement company. The
sub-contractor was only temporary and
won’t be doing any more Melville work.  

Comprehensive tenant satisfaction survey

I think people that have been in their home for a very long time
have a lot of memories in that home but also have to be mindful
that there are families in desperate need of a bigger home. 

New properties could be offered to those who wish to
downsize as an incentive.

As someone who has an autistic son who needs a room
to himself and also five other kids three who are
cramped into one room and myself sleeping in my
livingroom with a baby it’s affecting my mental health.
I’ve been waiting on a bigger house for three years so as
you can imagine it infuriates me when I hear of single
people living in four bedroom houses. 

A person that is assigned to do this job as having one person to
deal with is less stressful. There could be a meeting between
both parties to discuss what they both want if it was a down size
swap. This way there's less animosity between them and they’re
more happy to move.

We would never force anyone to move to a smaller property but are keen to do what we can to help and support those that
wish to do so. We will take all comments on board as we look at ways of encouraging downsizing in the future. 
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You said We did

Your communication could be better on
rechargeable repairs. Tenants only find
out they’re due a big bill when it arrives,
sometimes weeks or months after the
repair was carried out. This can cause
anxiety and confusion.

We’ve looked into this issue and we agree, the system hasn’t
worked that well in the past. We’re speaking to contractors
about how this might be improved going forward. At the
very least we would expect to be able to let tenants know
soon after a job has been carried out if is rechargeable so the
bill comes as less of an unwelcome surprise.

Assist tenants with building driveways.
Street parking is ridiculous.

If you want to put in a driveway at your Melville property then
you need to request permission, which can be done using the
Alterations Form on our website (under Making Changes to Your
Home). We won’t refuse a request without good reason.

I recently arranged a morning appointment
with Saltire to have my gas uncapped ahead
of the cold weather arriving. I stayed in all
day but no one showed up. When I phoned
to complain I was told an engineer had
arrived first thing but no one was in. This is
not true. I’m not happy at all.

This is another area where we agree that our communication
could be better. The engineer did turn up at the correct
address and the tenant was in but for some reason they
missed each other. We will be working with contractors to
look at ways this sort of situation can be avoided in future.

I’ve had a look at your new ASB policy
and think it’s very good however I did
wonder if tenants might be more
involved and also if there’s any
punishment for people who make
malicious complaints anonymously.

We love the idea of tenants getting involved and really
appreciate feedback on things like new policies but
unfortunately ASB is one area where tenant involvement
would be very difficult due to strict confidentiality rules. It's
also difficult for us to take action against people who make
false complaints anonymously. This also risks making the
situation worse. We will, however, work with staff on the
action they can take in situations like this. 

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.

Welcome to our regular column on the
work of Melville’s tenant rep group. My
name’s Andrew and I’m the rep for
Bonnyrigg and Poltonhall. This time round
it’s my turn to bring you all the latest news
on what we’ve been up to.

At our last meeting, back in October, we
got through loads of stuff. The main part
of the meeting was about Melville’s
performance over the previous year and it
was good to hear that services have mostly
held up well during the pandemic. We did
discuss some of the issues Novus are
having just now, meaning some repairs are
taking longer leading to more complaints,

but on the whole, given everything that’s
going on, things seem to be going okay. 

We got a sneak peak at the new tenant
report that is now up on Melville’s website.
I found it easy to understand and well laid
out. If you haven’t yet I would really
recommend giving it a look.

We also had a chat about downsizing. We
all agreed that Melville should definitely
be doing more to help tenants who want
to move out of homes that are too big for
them. This will help some tenants save
money and also free up family homes for
those that need them. I know I’ll be

interested to see what action is taken over
the coming year.

I’m really looking forward to our first
meeting back in the office that will,
hopefully, happen soon.
We’ll bring you all the
news on what we
talk about in the
next issue of Voice.

Thanks for reading
and stay safe 

Andrew

Latest from our tenant reps
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Mayfield gardener wins contest for second time

A green-fingered tenant from Mayfield has won this year’s
‘Baxter Keiller Award’ for outstanding Melville garden.

Mrs Lynda Christison of Rowantree Road, who previously won
the top award in 2017, was chosen by the judging panel from
entries covering the length and breadth of Midlothian and
commended for her ‘lovely use of colour and the great deal of
planning and work that clearly went into her fabulous garden’.

“Congratulations to Lynda for her well-deserved award. Hers is a
delightful garden that would bring joy to any street,” said

Melville’s John McMorrow. “There was a great deal of variety in
this year’s competition and I was very impressed by the quality of
entries. The judging panel had a very difficult task narrowing it
down to just three finalists and I’d like to congratulate everyone
who entered for all their hard work.”

Melville’s garden contest will return in 2022. We welcome
gardens of all types and were delighted by the number and
quality of entries this year. We’ve never had any entries from our
Lanarkshire tenants and would also love to hear from you if you
have a small space that you’ve managed to transform. 

Baxter Keiller Award
Now in its seventh year, the ‘Baxter Keiller Award’ is named after a keen Mayfield gardener and

Melville tenant who sadly passed away in 2014. Melville set up a gardening competition to recognise

the work done in 2007 by Baxter, along with his neighbour Christine McGrouther, transforming a

patch of Mayfield wasteland into a fantastic community garden.

2021 Winners

Winner (£100) Mrs Lynda Christison, Rowantree Road, Mayfield

Runner-up (£35) Mrs Diane Wright, Woodburn Place, Woodburn

2nd runner-up (£25) Mrs Fiona Withers, Westhouses Road, Mayfield
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Help from Changeworks

If your energy provider goes bust then the Affordable Warmth Advisors from Changeworks can help. They can give advice to help you find
the tariff that’s right for you, help you get the most for your money and access any discounts or grants you might be eligible for. They
might also be able to negotiate with your supplier to get you a more affordable repayment rate if you have a debt to pay back. 

Open during office hours, you can contact them by email to warmth@changeworks.org.uk or call them free on 0800 870 8800.

VO I C E
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.

Saving money round the home

Don’t panic if your energy supplier folds

With food, fuel and energy prices soaring just as colder weather arrives there’s probably never been a better time to
take a look at how much energy we use and whether we could be making savings around the home. Here are some of
the best tips we found.

Households were already set to struggle
with the cost of energy this winter and
news of suppliers going bust will be a
worry to many.

So firstly, some advice: if your energy
supplier goes out of business – don't panic.
Ofgem, the UK’s independent energy
industry regulator, is there to protect you if
your supplier fails. This means you will not
be left without heating or hot water and
payments you’ve made are protected.

So, what to do if your supplier does go
under:

1. Take a picture or a note of your meter
reading(s). Continue to do this regularly so
you know how much gas or electricity you
have used with your old supplier and how
much with your new supplier.

2. Go online (if you still have access to
your previous supplier’s website) and take a
note of your balance and last bill date. You
can also download and save any bills.

3. If you pay by Direct Debit, don’t cancel.

Your new supplier will make contact to
explain the next steps. If you have already
cancelled your direct debit, don’t worry. It’s
a good idea to put that money aside for your
bills so you don’t have to catch up with
payments later.

4. Wait. Ofgem will appoint a new
supplier to take over your energy supply.
This should only take a few days, though it
might be several weeks before your new
supplier gets in touch.

5. Most advice is not to switch while this
process is ongoing. This will make sure the
transfer to your newly appointed supplier is
as hassle free as possible. Once your account
is transferred, you’ll have the choice of
staying with the new supplier or looking
around for another deal.

Paying your bills

If you had a credit balance with your old
supplier, it will be transferred to your new
supplier. Costs for any gas or electricity
you’ve used, but not yet been billed for, will

be deducted from your account balance.

You will still have to pay back any debt you
have to your old supplier. If your new
supplier agrees to take on your old supplier’s
debts, you will pay this to them. Otherwise,
you may have to pay it back to your old
supplier or their administrator. Your new
supplier will explain this to you and will let
you know in writing what will happen. 

Your new supplier

Your old tariff will end completely, and the
new supplier will put you on a special
‘deemed’ contract. This means a contract
not chosen by you. This will almost certainly
be more than you were paying before and
will last until you chose to change it. The
‘deemed’ tariff might not be the cheapest
deal your new supplier can offer. Once they
have been in touch with you, you should ask
them if they have a cheaper deal you can
move to. This is a good time to shop around
and see what other deals are out there and
what best suits your needs. 

• At this time of year aim to have your gas heating set to 
between 18 and 21 degrees

• Only heat rooms that need to be warm. If you’re all in the 
living room for example, make sure there’s not a radiator 
valve elsewhere in the house with the setting at the highest 
setting, ending up in wasted heat

• If your home is empty for part of the day, make sure your 
timer is set accordingly

Got any money saving tips to share? get in touch in the usual ways

We could also all spend less simply by changing our habits:

• Try not to leave your household appliances on standby as it 
uses up valuable electricity. Maybe only a small amount for 
each appliance but it all adds up

• Try lowering the temperature of the washing machine from 
50 to 40 or even 30 degrees. This will save you a bit of cash 
over the course of the year

• Cover your pans with lids when cooking

• Look for LED lightbulbs when your existing ones expire
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Latest Universal Credit news

Universal Credit (UC) is a single benefit
payment for working-aged people that was
brought in to simplify the benefits system.
Recent changes have seen the Government
reduce the UC taper rate, which means that
working people who also receive UC are

likely to see their UC money increase.

What is the taper rate?

Most working people on UC lose some of
their benefits when they earn more money.
The rate at which UC is lost is known as the
taper rate. Previously, for every extra pound

earned, you gave up 63p in benefits.

How has it changed?

At the start of December the taper rate
reduced to 55p, which means that workers
now take home 8p more for every pound
earned. 

Minimum and living wages to increase from April
Some good news for anyone on the National Living Wage. From next April you’ll see an increase in your pay as the hourly rate for
those aged 23 and over is rising from £8.91 to £9.50. The means if you work full time, you’ll get an extra £1,074 a year (before tax).

The National Minimum Wage for people aged between 21 and 22 will also rise from £8.36 to £9.18 an hour and the apprentice rate
will increase from £4.30 to £4.81 an hour.

I work 10 hours a week and earn the national living
wage. I have a partner but don’t have any kids. I
currently take home £89.10 a week. What difference
will this make to the money in my pocket?

Good news! following these changes to the taper
you will now take home an extra £7.12 a week.

Hourly rate

What Who Currently From 1 April 2022

National Living Wage  Those aged 23 and over £8.91 £9.50

National Minimum Wage 21 and 22 year olds £8.36 £9.18

National Minimum Wage 18 to 20 year olds £6.56 £6.83

National Minimum Wage Under 18s £4.62 £4.81

Apprentice Rate All apprentices £4.30 £4.81
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Round-up of other benefit news

Free bus travel for under-22s

VO I C E

All residents in Scotland under the age of 22 will be eligible for free bus
travel from 31 January 2022.

The Scottish Government has confirmed the timetable for the roll out of
the scheme, delivered in partnership with the Improvement Service, the
National Entitlement Card Programme Office and Young Scot.

Approximately 930,000 young people will join the third of Scotland’s
population who already benefit from free bus travel through the Older
and Disabled Persons Free Bus scheme.

Scottish child payment to double to £20 from April

Child disability payments go live
Families in Scotland who care for a child or young person with a disability or terminal illness can now apply for a Child disability
payment, a new benefit from the Scottish Government that replaces the UK’s Disability Living Allowance (DLA) for children.

A couple of important things to know If you’re already receiving DLA for children: 

1. You won’t need to make a new application as your existing award will automatically be transferred. This process has already 
started and should be completed by spring 2023.

2. Once transferred, your Scottish Child disability payment will continue to be made at the same rates and on the same payment
cycle as your previous payments under DLA for children.

Delay to housing element of pension credit
The government had been planning to create a new element of Pension Credit to replace pension age
Housing Benefit from April 2023. This has been pushed back by two years because of delays to the full
rollout of Universal Credit which is now expected by March 2025.

The Scottish child payment will increase to £20 per week from April.

More than 100,000 children under the age of six are expected to benefit
from the payments.

The Scottish Government is aiming to expand the payment to all under 16s by
the end of 2022, with more than 400,000 children and their families eligible.

The child benefit was set up as part of the new Social Security Scotland
agency in the previous Holyrood term after more welfare powers were
devolved to Scotland.

Social security Scotland
For more information on Child disability payments (including how to apply), and other Social Security
Scotland benefits, visit:  

www.mygov.scot/benefits
You can also call them on 0800 182 2222, make applications by post or face-to-face (COVID restrictions
permitting).
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Support during pandemic helps 88 households

In a year blighted by the Covid-19 pandemic, 88 struggling
Melville households are almost £800,000 better off thanks to
the hard work of our award-winning welfare benefits advice
service.

Last year, Melville’s two dedicated Welfare Benefits Advisers
played a crucial role in maximising tenant income, helping
households claim benefits worth £778,158, an average of
£8,842 each. For the first time this also included claimants
new to Universal Credit who found themselves out of work
during the pandemic.

“The service is much needed, more so during the Covid-19
situation when people need clear information and a listening
ear,” said one grateful Melville customer. “The help I received
has been life changing. I have not been well for four years and
these two amazing people have helped me on my journey to
recovery. I can now start getting my life back and live again.”

Feedback for the service during the year was also
overwhelmingly positive, with customer satisfaction levels of

100%. Nine out of ten (87%) who used the service also said it
helped with their mental health, leaving them less anxious
and stressed.

“During what has been an extremely difficult year for so
many, these results are tremendous, and a real testament to
the hard work and dedication of our welfare advice team,”
said Melville boss John McMorrow. “I’m not sure what’s more
impressive; the fact that there was no dip in service at the
turn of the year following the retirement of one half of our
team, or that there was no dip in service due to the pandemic
and the need to adapt to new ways of working. A huge well
done to everyone involved in delivering this vital service.”

In addition to helping tenants with benefits claims and
appealing incorrect decisions the team also provides heating
and fuel advice, and earlier this year secured funding of more
than £20k from the Scottish Social Housing Fuel Support
Fund, giving tenants in fuel debt direct access to energy
vouchers.

satisfaction

100%
88 households

£780k

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

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

If you need help and advice managing your money or coping with the changes to welfare
benefits, 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.

Get in touch
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What happened to the man who stole

an Advent Calendar? He got 25 days!

What athlete is
warmest in winter? Along jumper!

Why don’t penguins fly? Because

they’re not tall enough to be

pilots!

What kind of motorbike does
Santa ride? A Holly Davidson!

Why was the snowman

looking through the

carrots? He was picking

his nose!

Why did no one bid for Rudolph and
Blitzen on eBay? Because they were two
deer!
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Can you find the 5 differences between the two pictures?

How do Christmas angels
greet each other?

Halo!

1. Which country started the tradition of 
putting up a Christmas tree?

2. How many ghosts show up in A 
Christmas Carol?

3. How many gifts in total were given in 
'The Twelve Days of Christmas' song?

4. How many of Rudolph's fellow reindeers'
names start with the letter 'D'?

5. Which country has been donating 

Trafalgar Square’s Christmas tree to 
London every year since 1947?

6. In the episode of Friends ‘The One with 
the Holiday Armadillo’, who dresses up 
as an armadillo?

7. What time is the Queen’s speech 
traditionally broadcast on Christmas 
Day?

8. Which Christmassy song plays at the end
of the 1988 film Die Hard?

9. According to tradition, when should you 
have your Christmas decorations down 
by?

10.What is the Grinch's dog called?

11. In the song 'The Twelve Days of 
Christmas' what was the gift given on 
the seventh day?

12. What’s the name of the angel who helps 
George Bailey in It’s a Wonderful Life?

Festive fun 

Why are Christmas trees so bad

at sewing? They always drop

their needles!

What fruit do you get if you
grow a Christmas tree in an
orchard? A pineapple!

In the best festive tradition we have 12 fiendishly tricky quiz questions for you, one for each of the traditional days of Christmas. To enter, and to be in with
a chance of winning a £25 shopping voucher, just email your answers no later than 5pm Friday 21 January to dhughes@melville.org.uk or send to Dan Hughes
at the Dalkeith Corn Exchange, EH22 1AZ.

Prize Quiz - £25 voucher up for grabs
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Property news

On top of everything else that’s going on
just now, the last thing you want is frozen
or burst pipes added to your list of worries
but they are one of the biggest dangers to
your home over the winter. You can avoid
them by keeping your home at an even
temperature and running taps frequently
during cold spells. You should also turn the
water off at the mains if you go away for
more than a day. Contact Property Services
to find out where your stop valve is or to
get more help and advice.

You should also make sure you have home
contents insurance so that your carpets
and possessions are protected in the event
of flooding (or fire).

You choose which insurance company you
want to use. For information the SFHA
Diamond scheme, underwritten by Royal &
Sun Alliance, has been designed especially
for tenants and is delivered at a fair price.

To find out more, or to request an
application form, contact your housing
officer or visit
www.sfha.co.uk/diamond-insurance

Looking after your home in cold weather

If you live in a Melville house and are looking for your first job or thinking about
getting back into work after a career break but don’t know where to start, or if you
just need a bit of help building your confidence, then you could get help from an
unexpected source. 

Our partners at Bell Group, who carry out painting work on Melville properties, have
a dedicated job training service that runs recruitment skills sessions, open to all
Melville tenants and members of their households.

Available either as small group sessions or digitally one-to-one, the training can help
with: 

• Making a good first impression           

• CV writing and completing job applications

• Interview skills

• Communication skills

The service is flexible and can either be delivered as four separate in depth sessions
or condensed and delivered as a single one hour session.

Want to find out more? Just send an email to k.docherty@bellgroup.co.uk or
contact Melville and ask for Dan.

Need help with job skills? 

RECRUITMENT TIPS

Do you need some assistance with job 
applications, writing your CV or just some 
general tips around the interview process?

We’ve got you covered! 

To sign up to our recruitment skills 
sessions, email us for more info: 

k.docherty@bellgroup.co.uk
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Plastic air fresheners that hang on the inside
of the toilet bowl are very popular and can be
an effective way of keeping your toilet or
bathroom smelling fresh and fragrant.
However what you might not be aware of is
the risk that these types of air fresheners pose
to your plumbing and your finances.

We’ve had a number of incidents reported to
us recently of these types of air fresheners
breaking or simply falling off, and then being
flushed resulting in a blockage. 

If you experience a drain blockage we will, of
course, arrange to clear it for you (and a
blocked toilet is considered an emergency)
however if an air freshener is found to be the
cause then we will have to recharge you. In
serious cases this can involve Metro Rod and
a bill of up to £300!

There are plenty of other solutions for a fresh
smelling toilet that don’t have such a high risk
of clogging. Why not think about trying one
of those instead.

Don’t let your toilet freshener leave behind a nasty odour

Every year the UK sees half a million noise
complaints proving that neighbour and
general street noise can be an issue wherever
you live. We find that it’s a particular issue in
flats and is one of the issues most frequently
reported to our housing team.

We will always investigate noise complaints
when they are raised and there are a number
of actions we can take, however it’s not
always possible to resolve cases. We have

hundreds of flats, particularly in Mayfield
and Gorebridge, that were built after the war
to lower standards than modern homes. We
have investigated and trialled sound proofing
measures in the past but so far this has met
with limited success and we don’t feel it’s a
good use of your rent money to spend
thousands of pounds when it’s unlikely to
make a great deal of difference.

Dealing with neighbour noise

What can you try if you are experiencing noise from your neighbours or the street? 

1 
Invest in 
good earplugs

Investing in a good set of earplugs is probably the cheapest way to help you get a
good night’s sleep. Achieving complete silence is impossible, however
good earplugs can certainly make a big difference. Before you buy you should also
check the Noise Reduction Rating (NRR), making it easier to pick ones that will
effectively block noise. A good set will have a rating of about 33 decibels.

2 
Kill noise with
neighbourly kindness

If you have a neighbour who makes a lot of noise at inconsiderate times, the first thing
to try is talking to them. Be polite and ask them if they wouldn’t mind keeping the
noise down or taking their activities into another room.

The best way to approach a noisy neighbour is with kindness – the last thing you want
to do is rub them the wrong way. If this approach fails, then talk to us.

3
Consider a
white-noise machine

Many swear by the magical power of white noise, which is a noise signal played as a
constant. Put simply, white noise machines drown out other noises in your immediate
environment that might interfere with you falling asleep, or while you are asleep. A
bit like listening to rail falling on a window.

By playing a non-distractive form of noise, white machines divert your attention by
masking disruptive noise sources. Some ‘sound masking‘ systems can even be tuned to
cover certain frequencies of sound.

4
Invest in a
heavy curtain

If your problem is with noise from the street then you could try a heavy curtain which
will help block some of the noise that’s bothering you.

FOR MORE INFORMATION ON GETTING ON WITH YOUR NEIGHBOURS AND
WHAT WE CONSIDER TO BE UNREASONABLE NOISE AND BEHAVIOUR SEE
PAGE 17 OF YOUR NEW MELVILLE TENANT DIARY AND HANDBOOK.
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Staff I’ve spoken to
have been great and

very helpful. 

All the staff are
helpful. Cannot fault
them. Massive thank

you!

The advice I received from
Andrew (benefits adviser) was
tremendous, and he had the

patience of a saint with me and
my queries! 

Over to you…

Number Upheld Average response time

Frontline (stage 1) complaints 59 44 2.4 days

Investigation (stage 2) complaints 8 3 n/a

Compliments 5 n/a n/a

Over the past few months we’ve seen a significant increase in complaints, largely driven by difficulties our main repairs contractor,
Novus, is currently experiencing. We are working with them on these issues and hope that things will settle down in the new year, when
we will also be looking at complaints in general and seeing what can be done to tackle some of the wider issues raised.

Here’s a round up of the feedback, good and bad, you’ve given us over the past few months. We don’t have room to give a response to
your comments and complaints here but as long as contact details have been provided we always reply directly when issues are raised.

July to October complaints  

What you told us

General repairs service (23)

Other contractors (7)

Service failure/delay (7)

Staff behaviour (6)

Policy (5)

Gas repairs (5)

Property condition (5)

ASB handling (3)

Unreasonable charge (3)

Poor communication (3)

Here’s what you complained about

Very helpful staff. Craig who
works in the rent

department very helpful.

Although I understand it might be
difficult to have installations/repairs

etc on the same date I find it
disappointing that on a yearly basis I
can take up to 5 days leave because

there is no one to come after 6pm or at
weekends. Other agencies work more

than one night a week and weekends so
why not those contracted to Melville?
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All in all I think Melville are
good landlords. However there

is room for improvement.



Repair services could be
better. Staff at Novus

need to be honest about
why jobs are being

rescheduled.

VO I C E

Roof and guttering
repairs when the building

is shared with
owner/occupiers.

Very friendly and helpful
and always money advice

and always fast with
repairs.

I really like staying in a
Melville house. If I call up
for a repair I don't have to
wait long before someone
comes out to check it and

then get it fixed. Very
good customer service.

Very happy with
Melville, they do
upgrades as and
when needed,

repairs are quickly
dealt with.

I would like to thank Andrew
Collinge for his help and advice, his
knowledge and understanding of my
situation has exceeded expectation.
And Emma Shanks for all her help
and support, and also Dan Hughes
for keeping tenants informed. The
help and support from the Melville
team has been outstanding in a very
difficult time in my life. Thank you.

     

Any time I have phoned they have
been nothing but courteous and

helpful especially the time after my
husband passed away. I had no

complaints whatsoever everyone was
so so helpful.

After complaining I was
disappointed in the

service I received from
Melville and Novus.

We’ve always had very
good service from

Melville and staff are
always pleasant and
polite. Repairs and

issues are dealt with
quickly and efficiently.

My house is so cold. I got a
new front door but it’s still
cold. I need repairs done.

They come and look but then
don't come back. 

No faults at all. Had new kitchen
fitted a while back. Contractors
happy to do it when it suited me.
Due to get new heating next year.

Melville assured me it will be done a
date that suits me ... I work in a

school so can't get time off when I
want.

The only thing I would say that would
improve the whole process is the

communication. Don’t get me wrong
when I called I got all the information

but it wasn’t really given to me
without me having to call.
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Online services don’t stop for Christmas – sign up
to the tenant zone today!
Melville will close for a fortnight at 12 noon on Wednesday 22 December, reopening at 10am
on Thursday 6 January 2022. During that time many of our services will be available online and
through our automated switchboard. While we’re closed you can still:

• Report emergency repairs by calling 0131 654 2733. Follow the instructions and you’ll be 
directed to the right people to speak to

• Pay your rent, and any rent arrears, as normal by phoning 0330 041 6497,  by visiting our 
website or at any shop displaying the PayPoint logo

More detailed information is available in your 2022 diary and handbook, included with this
issue of Voice.

While many of our services remain available while we’re closed, unless you’ve signed up to our
new tenant zone you won’t be able to find out your rent balance or see recent payments
you’ve made. So, for peace of mind over the festive period, make sure you sign up today. Go to
www.melville.org.uk and click on Tenant Zone.

Wishing you and
yours a very merry

Christmas and
a prosperous 2022!
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Want to hear from us differently
or have difficulty reading Voice?
If you have problems reading Voice, we can provideit in large print, as an online audio version or in alanguage other than English. And if you want us tostop posting you a paper copy we can take you offthe mailing list and send it to you electronically
instead. Just let us know by email to
dhughes@melville.org.uk or give us a call on theusual number.

Join us on
Facebook
Join our growing Facebook
community. We currently have almost 1,700
people following us 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

News in Brief

Let us know your views on rents
for the coming year 
Want to let us know about rent levels for the coming financial year (starting 1 April
2022)? Then make sure you fill in your rent consultation form that’s included with this
issue of Voice or go to our website to complete it online. As well as making sure your
voice is heard you’ll also be entered into a prize draw for the chance to win a £50
voucher.

Prize draw winner donates £50
voucher to local charity

In every issue of Voice we bring you news of the
winner of our quarterly satisfaction survey draw.
This month the winner was Melville tenant Karen
Denholm who lives in Mayfield, but it’s not a
photo of Karen that accompanies this piece. That’s
because, embracing the spirit of the season, Karen
very generously donated her £50 voucher to the
Mayfield Pantry, a local charity that provides
subsidised food to the community. Pictured are

Sharon and Beatrice from the Pantry, who were blown away by Karen’s generosity.

We’ll do another draw in the new year. To be in with a chance of winning make sure

you let us know how we’ve done after you’ve used any of our services.

Tenant Report now
available to download

This year’s Tenant Report,
produced with the help of
our Tenant Rep group, is
now available to
download from our
website. The report shows
how we’ve performed
over the past year and is

based on figures supplied to the Housing Regulator in our
Annual Return on the Charter.

Since publishing the report on our website in October we
noticed a mistake with one of the numbers. The figure on
page 6 for the percentage of properties in scope of the
Energy Efficiency Standard for Social Housing (EESSH) that
meet the standard was wrong. It previously gave the figure
as 96% when it should have been 95%. This was due to the
difference in the measurement of energy efficiency
between gas central heating and other forms of home
heating and has now been corrected.  

If you’d like a paper copy of the report, an audio version, or
translated into a language other than English, please get in
touch in the usual ways.


