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Repairs & Maintenance
What is the Society responsible
We are responsible for keeping the structure and exterior
of your home in good repair. We will also maintain all
installations we have supplied, including plumbing, electric
and heating systems.
We will maintain and decorate the outside of your home
when appropriate and take reasonable steps to make sure
that communal or shared areas are kept in a good state
of repair.
The repairs, which we accept responsibility for,
include the following:
External (where owned by the Society)
•
•
•
•
•

•
•
•

Main pathways and steps to the property
Boundary fences and walls
Garages and car parking spaces
Gutters, drains and external pipes
Outside walls, outside doors, windows and window
frames including painting and decorating the exterior
The roof
Chimneys, chimney stacks & flues
Window catches, locks, stays and handles
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Internal
•

Tiling around baths, sinks & showers

•

Showers, rails and screens where supplied

•

Internal walls, floors and ceilings, doors and door
frames but not including painting and decorating

•

Tiling to floors and sheet flooring (usually found in
the bathroom or kitchen)

•

Internal plasterwork

•

Maintenance of boilers

•

Basins, sinks, baths, showers, toilets, flushing systems
and waste pipes

•

Electrical wiring, including sockets and switches

•

Gas and water pipes

•

Water heaters, fireplaces, fitted fires and central
heating systems

•

Extractor fans if fitted

•

Work tops, fitted cabinets and cupboards

•

Curtain rail battens
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•

Door handles and hinges

•

Smoke alarms if fitted and wired into the main electrical
system

•

Carbon Monoxide detectors if fitted and wired into the
main electrical system

What repairs must I organise myself?
You should keep the interior of your home in good
decorative order and are expected to carry out certain
repairs such as:
•

Cleaning sink blockages, toilet pans and baths where
the blockage is caused by misuse or neglect

•

Replacing broken of faulty toilet seats

•

Providing and fitting shower hoses and shower curtains

•

Maintaining sealant around baths and sinks

•

Relighting gas pilot lights and adjusting central heating
thermostats. Bleeding of radiators
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•

Solid fuel appliances, i.e. fire baskets and grates,
fireplace fittings, tiles to surrounds and hearths where
there is apparent misuse

•

Chimney sweeping

•

Fitting and maintaining any appliances provided by yourself
such as cooker, fridge, laundry equipment or fires.

•

Decorating the inside of your home (see Assisted
Decorations below)

•

Filling small plaster cracks

•

Replacing fuses, plugs, light bulbs, fluorescent tubes,
starters and doorbells

•

Oiling locks, hinges and window ventilators

•

Adapting doors to fit carpets, except where they
are fire protection doors

•

Gardening, subject to the conditions of your
tenancy agreement (but not the felling of trees –
see Your Tenancy Explained)

•

Washing lines

•

TV aerials and satellite dishes, but you must contact
the technical office before installing satellite dishes and
get our permission in writing
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•

The replacement of any glass to windows and doors
to the same standard and quality

•

Replacement of any keys or the cost of changing the
locks to gain access to your home

•

Replacement of carpets
Miscellaneous fittings. i.e. hat and coat hooks and rails,
curtain rails
Destroying wasp nests or ridding your house of any
other vermin or pest. (see Your Tenancy Explained)
Dustbins

•

•

•

Gifted Items
At the start of your tenancy you may have accepted certain
items left by the previous tenant, which the Society has ‘gifted’
to you. Part of the gifting agreement is, that the Society will not
replace these items, or repair them on a like for like basis.
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Accidental, intentional criminal
damage and recharges
You should be aware that if repairs are required to your
home for damage caused on purpose or which you,
your family or friends, could have avoided, you must
arrange to have it repaired to an acceptable standard.
If for any reason you call out the Society’s contractors to
undertake these repairs, the Society reserves the right
to recharge you for these costs. It also reserves the right
to repair any damage to the external fabric of your house
and recharge you for this.
Only in the following circumstances will recharges
not be applied:
•

If your property has been damaged because
of vandalism and /or criminal damage and you
have reported this to the police and have a crime
reference number

•

Due to your age, health, disability or particular
extenuating circumstances at the Housing
Manager’s discretion
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•

Where the damage is being claimed under the
Society’s insurance policy, it will be at the Housing
Manager’s discretion whether the excess is recharged

•

Where damage has occurred because of domestic
violence perpetrated against you or vandalism has
been caused as a result of harassment or hate crime

As you are responsible for any accidental damage to the
property, you should make sure that you have home
contents insurance cover which covers accidental
damage, therefore if accidents occur you may be able to
claim this within the terms of your home insurance policy.
You are not responsible for building insurance as we
provide this cover.

Assisted decorations
If you are over retirement age and/or disabled (and have
no non disabled people living with you), you are entitled
to help with your internal decorations. This means that
the Society will decorate two rooms in your home every
five years.
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You can if you wish, provide your own decoration
materials but we will not reimburse you for the cost of
these. You need to contact us to register for this scheme.

How quickly will my repairs be
carried out?
REPAIR CATEGORY

EMERGENCY

RESPONSE

24 HOURS

EXAMPLE

Leaks, no hot water, no
heating, security requirements
as a result of racist
attack/domestic violence.

URGENT

7 DAYS

Roof leaks, plumbing, most
electrical repairs.

ROUTINE

28 DAYS

Internal joinery, plastering,
building work.

REPLACEMENT
WORK

2/3 MONTHS

Fencing, paths etc where
they are not a repair but
need replacing and do not
constitute a health and
safety hazard.
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How to report a repair
All repairs should be reported to the office, other than
Emergency repairs (24 hours), which can be reported
outside of office hours. The list of contact numbers is
provided at the front of this handbook and regularly
updated in the Newsletter.
When you contact the office, the member of staff will
discuss the nature of the repair and when it may not
be convenient for a contractor to visit you.
A card will then be sent to you on the day you report
the repair telling you the job that is to be undertaken
and the timescale it must be undertaken in. Occasionally,
due to the nature of the repair, the Maintenance Officer
may visit you to pre inspect the work, or when the
work is completed to post inspect it. You will be notified
in advance of the visit, unless the visit is to look at
something on the outside of your property or in your
garden, in which case a spot visit may be made, but
the Maintenance Officer will call to see if you are in.
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You will be provided with a satisfaction card, which
provides you with an opportunity to tell the Society what
you thought of the repair. Where you have expressed
dissatisfaction we shall follow this up with you to make
sure all necessary remedial action is taken and that you
are fully informed of what we are doing.

What are Programmed
Maintenance works?
These are repairs or renovations that are undertaken
which maintain your homes now and for the future. Works
may include installation of modern fittings such as new
kitchens or bathrooms, improving insulation to your
homes, fitting of devices that protect your safety in the
home, such as smoke alarms, replacing roofs, replacing
guttering etc. The Society aims to provide you with as
much early warning about proposed works and will where
appropriate support a range of choice regarding fixtures
and colours. The Society will inform you through the
Newsletter and by letter about up and coming works, but
you are always advised to check with us, if you plan to do
works of your own, in case we are also planning to do the
same work in the not too distant future.
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What are cyclical maintenance works?
These are repairs that are undertaken on a cyclical basis.
That is a repair that we do every 3-7 years. This includes
for example external decoration; painting and rendering to
your homes. We also undertake cyclical checks on things
such as testing of electrical circuits in your homes. You will
be alerted to the cycle of repairs through the newsletter
and by letter.

What are Annual Checks?
These are not repairs as such, but checks we undertake
annually which may then warrant a repair. All properties
which have gas installed are required to have a gas safety
certificate issued annually and the Society’s contractors
carry this out on our behalf. It is a condition of your
tenancy that you allow the Society access to undertake
these checks. Where properties become vacant during
the year, it is the Society’s policy to get a new certificate
for the new tenants regardless of whether there is a
current certificate in date.
The Society also undertakes annual Heath and Safety
inspections in respect of its communal properties and
carries out appropriate annual water tests in respect of
communal tanks.
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Estate improvements
The Society sets aside an annual budget for minor
improvements to the exterior of its estates common areas,
this can include further planting, additional security
features such as fencing (but not CCTV), small
landscaping jobs. If you have any ideas about how
this budget could help your estate you should contact
any member of staff or raise it at a meeting.

Minor adaptions for health reasons
You may require certain adaptations to be made to your
home to allow you to live there safely, such as grab rails or
an adapted shower. If this is the case you should contact
the office and we will discuss your needs with you and
how you should proceed. We may need to refer you to
an occupational therapist so that they can ascertain your
needs. The Society may help with certain costs or you
will be given advice on how to apply for a grant.
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Standard and quality of repairs
The people who undertake our repairs are not directly
employed by the Society but are contracted to work
for us. Each contractor agrees that they will provide
high standards of service and workmanship. In
addition they also agree:
•

All visits should be made in acceptable times
(8.00am- 5.30pm) except in emergencies

•

Where a repair is likely to cause major disruption,
contractors will provide you with 48 hours notice of
this, except in emergencies

•

All arrangements to visit will be kept. On the rare
occasion when this is broken the contractor shall
directly contact you, explain the reason for failure and
arrange a new appointment

•

All tenants will be treated in a courteous manner;
contractors are required to respect the confidentiality
of your home

•

All contractors will adhere to the highest standards of
professional conduct, smoking and the playing of
music is not allowed, nor is language that may cause
offence and all contractors are expected to abide by
the Society’s equality policy
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•

The contractor shall be responsible for moving and
replacing any contents or floor coverings, if works
demand that they need removing. These shall be
carefully moved and replaced to your satisfaction

•

Where the works are likely to cause dust, all contents
shall be properly covered with dustsheets. Contractors
are expected to leave the property in a clean state
and dust should be vacuumed with the contractor’s
own equipment

•

All materials and plant will be removed from the site
overnight, if this is not possible nothing will be left in
a hazardous or inconvenient position

•

If a hazard is created by the work the contractor will be
responsible for informing you of what action should be
taken to minimise the risk. Where you have pets, you
will be informed if the use of certain substances may
be harmful to animals. If your pet is absent from the
property you should inform the contractor of this

•

In gardens, damage to plants, trees, paths etc shall be
avoided. If unavoidable this will be discussed with you
first and where necessary referred back to the Society
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•

All work must be carried out in accordance
with the Health and Safety at Work Act and other
relevant legislation

•

Contractors will have the relevant professional
qualifications/certificates to undertake the works
required

•

If parts are required for the job and these are not readily
available, you shall be informed of this and given an
indication of the likely timescale of getting the part

•

On leaving the property the contractor will make sure
you are satisfied, where new equipment has been
installed, they will demonstrate how this works
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Can I alter or improve my home?
Yes you can make improvements to your home at your
own cost but you must:
•

Contact the office first. We need to know what you are
intending to do. You need to know what permissions
you may need to do it, such as applying to your local
council for planning or building consent. You should
also check to see whether we are intending to do
similar works to your property in the near future

•

Only go ahead with the improvements when we
have given our permission in writing, otherwise you
may have to put the property back to the way it was
before you started
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Will you pay me for these improvements?
In order for the Society to consider compensation you
must ask for guidelines from the office before you start the
work and you will only be eligible for compensation when
you end your tenancy and move out.
Compensation is based on the notional life of the item you
have installed and that the installation is reasonable and
warranted. The Society will not accept retrospective claims
for compensation without you having enquired about the
scheme before commencing works.

Will you compensate me if you fail to do the
work in time or if I am unable to use my
home for sometime?
Compensation is payable if:
•

we have taken an unreasonable time to either repair or
restore something which is the Society’s responsibility
and this has resulted in you being unable to use part
or all of their home

•

we have failed to reinstate a service for which the
Society is responsible

•

we have failed to meet our guaranteed level of service
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•

You have carried out permanent authorised
improvements and are now moving out

•

The amount you will be compensated changes and
you will be informed of the up to date rates at the time
of enquiry

Compensation is not available in the following
circumstances:
•

when the loss/damage is caused by your family or
visitors own fault

•

when contractors cannot gain access to your home,
despite leaving cards, letters etc

•

when contractors cannot get spare parts and have kept
you informed

•

when extra unforeseen works are required and
contractors have kept you informed

•

when the service or facility is unavailable because of
vandalism, severe weather conditions or other actions
outside of the Society’s control

•

when evidence of the damage to goods is not available
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•

when the loss/damage arises from an alteration or
repair to the property or its facilities which you have has
carried out or arranged yourself such as an incorrectly
installed shower

•

when the loss/damage is the fault of another tenant or
neighbouring occupier, for example their leaking
washing machine

•

when the loss/damage is due to the acts or negligence
of a third party, such as a contractor who is not acting
on the Society’s behalf. This includes any problems
arising from any private arrangements you have made
with one of our own contractors

•

when the Society has acted reasonably and complied
with our legal and contractual liabilities

•

when the Society have made reasonable alternative
arrangements e.g. to cover for an interrupted service

•

where fire or floods have damaged your belongings
and the Society has acted promptly to repair/make safe
the house after the initial report (you are always advised
to purchase contents insurance)

Compensation: Loss of service
The service must be listed in the tenancy agreement
service charge schedule for the current year.
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The Society will consider issuing a refund in the
following circumstances:•

absence of a scheme manager/cleaner without
temporary cover arrangements for more than two weeks

•

if communal laundry facilities are unavailable for more
than one week

•

if the lift is out of order for more than one week

•

if gardening, grounds maintenance services or window
cleaning are missed for more than two scheduled visits

•

if a door entry system is out of order for more than two
weeks and the Society has not provided alternative
security arrangements

The amount of compensation to be refunded will be the
amount of service charge involved in the failure.
In properties where a service charge is payable, the
Society will offer compensation in the form of a refund of
the service charge. This refund will not be paid direct to
the tenants, but will be credited against the next year’s
service costs. In this way, the service charge will be
reduced for all tenants for the coming year.
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Compensation: Loss of use of accommodation
You could suffer loss of use of individual rooms because
of a delay in carrying out repairs, or because of works
being undertaken in the rooms.
Where there is a loss of a room because of a delay
in completing repairs, compensation may be payable.
It may be paid when the rooms have been unusable for
72 hours after the repair completion deadline given in
the repair notice.
The Maintenance Officer or Housing Officer must judge
by inspection whether the room was usable taking into
account the age, infirmity and health of the occupants.
If other alternative rooms or facilities are available, e.g. a
second WC, then compensation will not be payable.
If you are in receipt of Housing Benefit, or pay your own
rent, the compensation will be paid direct to you. Where
you are in arrears, it will be credited to your rent account.
The amount of compensation payable is based on
the rooms, which are unusable for the actual time they
were unusable.

Repairs & Maintenance

Compensation: Loss of heating / hot water
Compensation will be paid only where there is a total
loss of heating and/or hot water for a continuous period
exceeding 48 hours from the time that the contractor
was made aware of the failure.
Where water can be heated by immersion heater, and
heating provided by fires, compensation will not be
payable. We will usually not pay compensation if the
failure is the fault of the utility companies.
The Society will arrange for alternative heating
wherever possible. If this is done, compensation
will be paid to reflect the difference in running
costs for the period.
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Emergencies and precautions
in your home
Gas leaks
•

Call Gas Emergencies 0800 111 999

•

Contact the office or when the office is closed our
out of hours number for gas repairs

•

Turn off the gas lever at the mains, which is next
to the gas meter, by pulling the lever down

•

Don’t operate electrical switches – on or off.
A spark could cause an explosion

•

Open all doors and windows

•

Put out cigarettes and any naked flames

•

Avoid rooms with a strong smell of gas if possible
as you may be overpowered

Frost precautions
•

If you go away in cold weather it is sensible to leave
the heating on low

•

Alternatively, if away for a long period turn off the boiler
and mains water stop tap, before draining down the
system by turning the taps on
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Burst pipes
•

Turn off the mains water stop tap

•

Turn on other taps to drain off water in the system

•

Turn off the gas boiler or water heater

•

If electrical fittings are affected, turn off the electricity
supply at the meter

•

Contact the office or when our office is closed, the out
of hours number for the plumber who serves your area

Electricity
•

If a circuit trips, check the cause before switching the
circuit back on, unplug all appliances, switch the circuit
back on, plug the appliances in one by one, turning
each on as you go. If the circuit trips again, when you
turn on a particular appliance, it is likely that you will
need to get it repaired

•

Avoid overloading plugs

•

Make sure your appliances are safe, especially electric
heaters and electric blankets
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Condensation
•

Shut the bathroom door and open windows for a
while to remove any steam from baths or showers

•

If you have a drier that is not a condensing one,
make sure it is vented to the outside

•

Keep lids on saucepans and shut the kitchen door
and open the windows or use the extractor fan
while cooking

•

Sleep with bedroom windows open or if this is not
possible, always open bedroom windows for a while
in the morning

•

If mould growth appears wipe it down with diluted
bleach and try to increase the heat or ventilation to
the affected area

•

Open windows slightly during the winter if they mist up.
However, do not allow so much ventilation that the air
temperature falls

•

If drying clothes on radiators, open windows slightly
to provide adequate ventilation

•

If you use bottle gas or parrafin heaters, allow
extra ventilation

