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Following another record consultation response, Melville rents
went up by 2%, or roughly £1.74 a week (based on an average
monthly Melville rent of £377), on 1 April.

Almost half (48%) of the 251 responses we received supported
a rise of at least 2% with four out of five currently finding
Melville’s rents affordable.

Although we’ve done everything we can to keep the increase as

low as possible, we know that finding extra money will be difficult
for many people. Anyone who is struggling to pay their rent, for
whatever reason, should contact their housing officer who will
be able to provide help and support. Melville can provide free
money advice, welfare benefits and energy advice as well as
tenancy support. We can also provide help with things like
flooring (through our carpet tile project) and IT equipment.

Record response to rent consultation

79%
think Melville’s rent and

service charges are
affordable (down slightly

from 82% last year)

72%
were happy with the
services they receive

from Melville (only 8%
were unhappy)

48%
were in favour of
increasing rents.
52% were against
any increase at all

Rent increases in my opinion are not open to residents pushing back. Large proportion of rent is paid by the state so the opinions of residents
paying full rent, although canvassed, will never matter and rent will continue to rise.

When considering rents we look at every single response. Slightly under half (47%) of those that replied received no government help (UC or
HB) to pay their rent. Three quarters of these responses said they find our rents affordable with 44% supporting an increase, while 56% were
against any increase at all.

The reality is that our rents do need to go up every year as just one rent freeze would take £6 million out of our budget over 30 years. This
would significantly reduce investment in homes and ultimately lead to higher rent increases in future years if we want to keep them to the best
standard possible.

Rent at the moment is high compared to council property and with
heating bills rising in April this is going to be a squeeze on my cost of living.

Unlike councils, who have money coming in from several sources, rent is
our only real source of income (save for the occasional government
grant) and it needs to go up every year to pay for improvements to
homes. Back in the mid-1990s we also 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 and the gap between our rents and those
charged by councils is not as big as it used to be.

I don’t see any benefit from these increases. I haven’t had any
improvements done to my home in all the years I’ve lived here!

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 quite a few 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. There are also rare occasions when we might have
incomplete records about a property so if you think you are due
work and have missed out, please get in touch.

What you told us

The 251 replies we received represents more than 12% of tenancies and is up significantly on the 212 who replied
last year. One in eight of these responses came in writing, with the rest completed digitally. Thanks to all of
you who passed on your views.

Increase of roughly 

£1.74
a week

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.

✓
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Tenants are to see big improvements to
their homes over the coming year thanks
to a £3million investment programme that
will also see funds set aside to help meet
Scotland’s net (carbon) zero goals.

Investment in the new financial year,
funded almost entirely from rental
income, will see the replacement of 220
central heating systems, bathrooms and
kitchens as well as paying for new roofs,
doors, windows and structural repairs.

“The ongoing Covid pandemic continues
to throw up challenges however our
planned maintenance teams have
performed really well over the past 12
months, catching up on the outstanding
work that resulted from lockdown,” said
Nancy Booth, Melville’s Head of Property
Services. “Moving forward the biggest
challenge we face is the climate crisis and
the need for us all to massively reduce
our carbon emissions. We will be
investing significant sums to ensure we

meet our net zero targets while at the
same time providing the high quality,
affordable and most of all energy efficient
homes that the country needs and that
our tenants deserve.”

A timetable of Melville’s 2022/23 planned
maintenance work is currently being
finalised. If you’re due a home upgrade we
will contact you closer to the time.
Details are also now available online.
Alternatively you can phone us on 0131
654 2733 (selecting option 2).

£3million to improve homes

Air source heat pump option now available

The biggest area of investment this year will be heating systems, with more than a

hundred older, less-efficient boilers due to be replaced. We’ve estimated that in the

coming years more than £80million will be needed in order to meet our net zero

obligations and we’ve made a start by putting aside funds for air source heat pumps.

These greener alternatives to traditional gas boilers, which are gradually to be phased

out by the Scottish Government, will be an option for any tenant who is having their

heating replaced.

Home improvement details available online 

Whilst all Melville tenants due a home upgrade
between 1 April 2022 and 31 March 2023 will be
contacted closer to the time, if you want to find
out sooner you can also do so by signing up to
Tenant Zone.

Tenant Zone registration is easy

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.

• 77 new bathrooms across the stock

• 40 new kitchens will be fitted in Mayfield

• 103 new heating systems will be fitted mostly in Gorebridge and Mayfield

• £226k will be spent on new roofs across the stock

• £192k on new doors (mostly main doors to flats)
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Nancy brings down curtain on stellar 37 year career

Melville is on the look out for a new
person to head up its busy repairs and
maintenance team following the news
that Nancy Booth has called time on her
37 year career in social housing.

Nancy, who joined Melville in 1998
shortly after it was formed, has been one
of Melville’s longest serving staff
members and took over responsibility for
repairs and maintenance in 2017.

“I’ll really miss Melville, especially the
people,” said Nancy. “But having spent
almost 40 years working in social housing
I felt that the time was right to take a
step back and enjoy my retirement. The
last couple of years have been really
tough on everyone but I’m proud of how
we’ve come through it. We have a much
better idea of what needs to be done to
bring homes up to standard but what
we’ve achieved has been phenomenal
and the person who takes over does so

from a strong position.”

Nancy, who’s originally from Norfolk but
moved to Scotland in 1991, is looking
forward to more travel and downtime
but won’t be putting her feet up entirely,
not with three grandchildren under the
age of four to keep her on her toes!

“I’ve loved my time of Melville but it just
seemed the right time to let someone
else take over. We’re entering a new era,
and it will be a challenge to meet the
sustainability targets set by the
government, but I have every confidence
that Melville is up to the challenge.”

Nancy will be missed and we all wish her
the best for a long and happy retirement! 

Digital devices delight tenants

29 Midlothian households are better
off to the tune of nearly £15,000 thanks
to digital equipment and internet
access sourced and distributed by
Melville.

As well as 14 new iPads and 14 new
Chromebooks, the £15k Connecting
Scotland funding also paid for 16 MiFi
boxes allowing two years unlimited
access to the internet.

“I couldn’t believe it when Melville got in
touch to offer me a Chromebook, it was
like Christmas had come early,” said
Melville tenant Andrew Hiddleston
(pictured). “I work as an ambassador for a
charity called get2gether that helps
disabled adults live a more fulfilled life,

and my new Chromebook has really
helped with this. This is a brilliant scheme
and I’d just like to say a huge thank to
everyone involved but especially to
Melville for thinking of me.”

Melville had previously worked with
Connecting Scotland on a number of
initiatives including training staff as
‘digital champions’ to support people
to use the internet confidently and
safely.

Connecting Scotland is managed by the
Scottish Council for Voluntary
Organisations (SCVO) and was set up by
the Scottish Government in order to
get 60,000 digitally excluded
households online.

Want to help out Ukrainian refugees? Here’s what you need to know
Since the Russian invasion of Ukraine we’ve had several enquiries from tenants wanting to help by taking in people fleeing the war
but concerned about how this might affect their income.

The UK Government has promised to pay £350 per month to those taking in Ukrainian refugees, however details are currently thin
on the ground including any impact on benefit payments. What the Government has said recently is that benefit claimants who
wish to help out ‘will be no worse off’.

The Department for Work and Pensions (DWP) has also said that those arriving in the UK from Ukraine can access Universal Credit
and job support immediately, and will also be able to apply for a range of other benefits to help with things like housing, health
issues and finding a job. Translation services as well as additional support will also be available.
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At the start of this year we carried out a major customer satisfaction survey. We do this every three years to find out from you how
we’re performing, what you think of your home and what your priorities are for the future. To find out your views an independent
research company called Research Resource spoke to 320 Melville customers over the phone. Thanks to everyone who agreed to
take part. Here’s a brief summary of what you told us.

Our survey says…

Overall service Information and participation

Customer contact Community services

Quality of the home                      The repairs service

Value for money The neighbourhood

Thanks to everyone who took part in the survey. We’ll be using what you told us to make
improvements and deliver the homes and services you deserve.

88%
were satisfied with the overall
service provided by Melville
Housing Association.

96%
said the Association was good
at keeping tenants informed
about services and decisions.

88%
were satisfied with the way
Melville responded to tenants
during the pandemic.

77%
preferred to have contact with
the Association by phone in
future.

Community services that were
most important for Melville
tenants were:

1 Providing support for vulnerable
tenants

2 Providing help with energy costs

3 Providing money advice/welfare
benefits services

98%
were satisfied with the
opportunities to participate in
Melville’s decision making
process.

88%
were very or fairly
satisfied with the quality
of their home.

80%
were satisfied with
the repairs and
maintenance service.

83%
said the rent for their home
offered good value for money.

90%
were satisfied with Melville’s contribution to the
management of the neighbourhood.

84%
of tenants said they
had an appointment
that was kept.
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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

Scottish child payment doubles to £20 per week

All Melville rents increased by 2% at the start of April (see article on page 2 for more details). If you’re on
Universal Credit (UC) and you haven’t already done so, you MUST 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 2022 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.

The Scottish child payment, introduced last year to help low-income families in Scotland, has now doubled
to £20 per week for each eligible child. There is no limit to the number of eligible children who can receive
the payment in each household.

The benefit, which is unique in the UK, is expected to be fully rolled out to children under the age of 16 by the end of this year.

If you currently have children aged 6 to 16 and they receive free school meals, then, until the Scottish child payment is available to older
children, you will instead be eligible for a Scottish child bridging payment.

Families will be entitled to the full payment if they are receiving, or have recently applied for:

When parents share custody then only one person can claim the payment for each child. It will usually go to the person who is the main carer.

Payments can be spent on anything and will be made every four weeks.

• Child Tax Credit • Working Tax Credit

• Universal Credit • Income Based Job Seekers Allowance (JSA)

• Income Support • Income related Employment and Support Allowance 

• Pension Credit (ESA)

To find out more about, or to apply for, the Scottish child payment: 

Visit www.mygov.scot

Call Social Security Scotland on 0800 182 222



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

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

     

VO I C E

Issue 52 |Spring 2022

Energy Advice

Benefits team meets standard for fourth time

Get in touch

Melville has become the first social landlord in central Scotland to achieve the Scottish National Standard for Information and Advice
Providers for a fourth time.

First awarded to Melville in 2009, the National Standard recognises the quality of work delivered in welfare benefits advice and is run by
the Scottish Government. It was this year achieved by Melville’s new team of Andrew Collinge and John Scott following the retirement
of long-standing adviser Jacquie Mather.

“It was as if nothing was too much trouble, even on days when my mental health wasn't too good, they understood and got back in touch
later when I felt more able to cope,” said one grateful Melville tenant. “I couldn’t have done it on my own. They never made me feel
stupid when I didn’t really understand things on forms, I hope other tenants have been helped as much.”

Over the course of the past year Melville’s two dedicated welfare benefits advisers helped 88 households claim more than £778,000 of
benefits to which they were entitled, an average of over £8,800 each.

Increase to the energy price cap
Ofgem has increased the energy price cap, the maximum amount that energy suppliers can charge for their energy, which will have a
direct impact on the energy bills of millions across the UK.

Why was the energy price cap introduced?
The price cap was introduced in 2019 by Ofgem, the body that regulates energy across Great Britain. It followed concerns that many
people, particularly those who did not switch supplier to find cheaper deals, were paying too much for their energy.

Ofgem reviews the cap twice a year, with any changes coming into effect in April and October. From April the cap has increased for
approximately 22 million customers. Those on default tariffs paying by direct debit will see an estimated increase of £693 from £1,277 to
£1,971 per year. Pre-payment customers will see an increase of £708 from £1,309 to £2,017.

Am I protected by the energy price cap? 
The energy price cap does not apply to every energy customer. 

The price cap does not apply if: 

• You’re on a fixed-term energy tariff (ie a tariff with a fixed end date)

• Your tariff is exempt from the price cap, for example, some green and special time of use tariffs

If you’re unsure what tariff you’re on, check your energy bill or contact your energy supplier. If your supplier has recently gone bust and
you were moved to a new supplier, it’s likely you’re on a standard variable tariff. Similarly, if you’ve come to the end of a fixed term
contract, or are about to, it’s likely you’re on a standard variable tariff or will be moved to one.

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.
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Melville in the community

Show off your garden for chance to win £100 first prize

Quiet corner helps with covid recovery

We love to see your fantastic gardens and this year, once again, our Great Gardens contest will reward the hard work of three
green-fingered Melville tenants. 

Whether you have your own garden or not, this year is the perfect opportunity to enter 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) by 5pm Friday 12 August. 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 Mrs Linda Christison of Rowantree Road, Mayfield. 

An eco-friendly bench provided by Melville is the new centre
piece of a quiet corner for reflection in the Midlothian village
of Gorebridge, thanks to funding from Cycling Scotland’s Social
Housing Partnership Fund, and the hard work of a dedicated band
of community volunteers.

Located at the Gorebridge Beacon, a venue for the local
community, the bench, made from durable recycled plastic, was
installed just before Christmas and has now been enhanced by
an eye-catching pergola. While it will take a little while for
climbers and other plants to grow, the tranquil spot is already
proving popular with regular visitors. 

“With the past couple of years so hard on everyone, what we
wanted to create was a secluded spot where folk can relax and
watch the world go by,” explained volunteer and project

mastermind Ann Dunn. “The idea is that this corner of the garden
will be part of the world but also separate from it, a sort of half-
way house. Lot of people have been badly affected mentally, as
well as physically, by the events of the past couple of years. We
want to do what we can to help people reconnect but at their
own pace.”

Ann has been an active member of the local community since
she moved to Gorebridge a little over 11 years ago. A trustee of
Gorebridge Community Development Trust, Ann helped set up
Gorebridge Community Gardeners to help people get back in
touch with nature and to add some joy and beauty to the village.

“Outside space sets the scene,” said Ann. “This is true everywhere
but is something that we really wanted to harness at the Beacon.
Landscaping the garden attracts more people in and you only
had to look at how popular our picnic benches were during
lockdown. For some people it was the only opportunity they had
for social interaction. It really was a lifesaver. This bench, kindly
donated and installed by Melville, along with the corner we’ve
created, is the next step in that journey.”

The group’s latest goal is to make the quiet corner more
accessible for those with disabilities. They have no funding for
the path that’s needed nor for any of the work they’ve carried
out so far, instead raising money through plant sales and the
generosity of local partners.

Find out more about the work done by Ann and her team, and
how you can help out, on the Gorebridge Community Gardens
page on Facebook. 

£100 
first 
prize

£25 
runner up 

prize

£50 prize 
for best use of

small space
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Area Tenant rep

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

You said We did

It would be good if you could offer
solar panels to help with rising energy
costs. We are a family of 4 and finding
it really challenging. More energy
efficient boilers would also be good as
mine is over 15 years old and very
expensive to run.

We have looked into fitting solar panels, however at
between £4,000 and £6,000 per property, we just can’t
afford to do this sadly. We are however, now offering air
source heat pumps instead of gas boilers for tenants due a
heating upgrade and given the current soaring price of gas,
choosing this option should bring down heating costs quite
a bit.

I would love to see a sort of handyman
service for people unable to decorate
and do DIY. Maybe this could be paid
for by adding a monthly amount to
rents for those who need it.

We’re happy to consider new services and will look at ways we
might deliver them if there’s enough demand. We plan on
carrying out a survey on wider role services later on this year
but in the meantime, if you would like to see a Melville
handyman service, please get in touch in the usual ways. 

Welcome to our regular column on the
work of Melville’s tenant rep group. My
name’s Barbara and I’m one of the reps
for Mayfield and Easthouses. This month
it’s my turn to bring you all the latest
news on what we’ve been up to.

At our January meeting we always look at

rents for the coming year and give a bit of
feedback on spending priorities, with a
heavy focus this year on heating systems
and energy efficiency. I was very
interested to hear about Melville’s plans
to give tenants the option of choosing an
air source heat pump instead of a new gas
boiler. Even though they’re more
expensive, this seems like a really positive
step forward and hopefully we’ll see
some households choosing this option. 

As everyone will know by now, rents
went up by 2% on 1 April. The group had
their say on this and felt it was a
reasonable increase to allow Melville to
carry out their plans over the coming
year. If you feel strongly about rents, or
any of Melville’s other decisions, I would
urge you to join the group and have your
say.

We do hope to be able to recruit some
new members over the next few months

as I know that a few folk expressed an
interest as part of the recently
completed satisfaction survey. We heard
the results at our most recent meeting
and they seemed pretty positive on the
whole. I know that the repairs service
could be doing better, but overall
satisfaction levels are good and people
seem generally happy with their homes
and how Melville staff are performing.

I’m delighted that we’re meeting back in
the office once again and over the course
of the next few months the group will be
looking at the Voice newsletter, to see if
there are ways we can make it better, and
at some of Melville’s services, like repairs,
to get a better idea for ourselves how
they’re doing. 

Thanks for reading and stay safe.

Barbara

Join our group says tenant rep Barbara

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



Over to you…

Number Upheld Average response time

Frontline (stage 1) complaints 48 32 2 days 

Investigation (stage 2) complaints 2 1 12.5 days 

Compliments 9 n/a n/a

Over the past few months we’ve continued to see high numbers of complaints, both about the performance of contractors, and about
services delivered directly by Melville staff. We are continuing to address the issues raised, and the reasons behind the increased
complaints numbers.

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. 

November 2021 to February 2022 complaints 

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)

Here’s what you complained about

What you told us

The rent goes up 
but my wages didn’t.

Every year the rent increases. It
worries me greatly that you, a

fantastic landlord, will eventually
become unaffordable. What then for
us tenants with nowhere else to go? 

I think this year you have to take into
account the high cost for energy, the
overall cost of living is hitting people

hard. I would of liked to have seen zero
rise in rent this year.
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You saved money with the
lock down so why do you
have to put up rent at all?

Do something
about energy
efficiency in
homes. The
house loses

heat  quicker
than I can

heat it.

I find the rents 
and services are excellent

and the help with 
benefits is brilliant.



Stop raising rent on your
run down old flats, why
should we pay basically
the same amount as a

Melville new build upstairs
downstairs house with

front and back gardens and
driveway? Raise the rent
for these lucky people.

Think the rent is
good value. But we also
struggle to pay as don't

receive any help.

I am hoping a rent increase will be
as minimal as possible because I
don't have a high income but still

pay full rent. I think a 2% increase is
fair. I do appreciate the

opportunity to participate on the
rent increase surveys.

There’s so many things that the
extra money from rent could sort

to benefit all. But instead it goes to
bathrooms and other things that

not everyone wants or needs.

At the end of the day these
services have to be paid for
especially if tenants want good
ones. I have found that the
services provided by Melville
are very good.

VO I C E

     

I think the rent
is too high.

I am very lucky to rent from a housing
association. I could not afford private rent.

Without reasonable rent prices Melville
offers I could not afford certain
equipment and services my ASN

(additional support needs) son needs.
Takes the pressure off.

We are currently waiting to be rehoused
through the council. We require a home with

adapted facilities for disabilities. It's good that
Melville are building affordable social housing
but extremely disappointing that they are not
building 4 in a block housing as we require a

ground floor property.

I would like to thank the welfare advice
service for their help and support during my
absence from work. I am extremely grateful

for this. Not only did it help me financially but
gave me peace of mind in my mental health.
You’re doing a very good job and I'm sure all

the tenants will appreciate that.

I have had some recent advice on benefits
which I feel was handled in a very friendly
professional manner. I have also had some

recent repairs I felt were handled in a
timely and professional manner. I feel

looked after and respected by the housing
association.

I know
you have to put
rent up but all
my money goes

on gas. This
house is

absolutely
freezing in
the winter.

I am so pleased that I was offered
housing by Melville. I was becoming

very unhappy with service I
received from Midlothian Council

in temporary accommodation.

Stop all
your

nonsense with
garden and

other irrelevant
issues and look

after your
housing
stock.
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Join us on Facebook
Join our growing Facebook community. We
currently have more than 1,700 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?
If you have problems reading Voice, we

can provide it in large print, as an online

audio version or in a language other than

English. And if you want us to stop

posting you a paper copy we can take

you off the 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 the usual number.

Climate change and you - £50 prize survey        
Your views on climate change are
needed as part of a major survey
of social housing tenants across
Scotland and everyone who
takes part will have the chance to
win £50 in a prize draw. 

Meeting the Scottish
Government’s net zero goals is a
big task and social landlords like
Melville will need to invest large

amounts of time and money. This is why your help is needed to
plan the improvements; especially as this will involve carefully
considering their impact on future rent levels.

Completing this short 5 minute survey will also help us
understand your views on climate change and areas where you’d
like to find out more.

Complete the short survey by using your phone to scan this QR
code or by going to https://forms.office.com/r/YySw6cRFD0

With times tough as the country continues to recover from the ongoing
pandemic, Melville has made donations totalling £2,800 to charities that
help struggling households.

Seven organisations, spread across Midlothian and beyond, have each
received cheques for £400 to help with their work tackling poverty; they
are Aberlour Child Care Trust, Dalkeith Storehouse, Edinburgh and
Lothian Trust Fund (ELTF), Housing Associations' Charitable Trust (HACT),
Mayfield Pantry, Gorebridge-based Midlothian Foodbank and Penicuik
Foodbank.

“An enormous thank you to Melville for the £400 donation,” said Abby Parkhurst from Aberlour Child Care Trust. “Since the
end of the furlough scheme and the uplift to Universal Credit, applications to our urgent Assistance Fund have been steadily
increasing. Melville’s donation will go directly to the families who need it most.”

Melville donates £2,800 to good causes

News in Brief

Competition winners
Well done to Leanne Steel of New Hunterfield, Gorebridge
who won our rent consultation prize draw. Leanne picked up
a £50 Tesco voucher for letting us know her thoughts.
Thanks to everyone who took part.

Congratulations also to Patricia Yates of Pryde Terrace,
Bonnyrigg, winner of our quarterly satisfaction survey draw.
Tricia picked up a £50 Amazon voucher just for replying to our
satisfaction survey text and completing a short online form.
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.

Reporting performance failures
If you think that Melville is guilty of a serious performance failure (this

is something that we do, or fail to do, that puts the interests of tenants

at risk) then please contact us to give us the chance to put it 
right.

If you're not satisfied with our response then you should contact the

Scottish Housing Regulator by emailing shr@shr.gov.scot, phoning 0141

242 5642 or writing to Scottish Housing Regulator, Buchanan House, 

58 Port Dundas Road, Glasgow G4 0HF.

Change to opening hours
We have made a small change to our opening hours. Previously on

Thursdays we opened at 10am (rather than 9am). We now open at 10am

on Wednesdays instead, to allow for staff training. On all other week

days staff are available between 9am and 5pm.


