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1 Introduction & Aim 
1.1 The Council’s Housing Asset Management Strategy provides for detailed 

policies and procedures to be in place which clearly set out its approaches to 
fulfilling its repair and maintenance obligations as a landlord.  Strategic priority 
2 states that the Council will: 
 
“Have in place well designed repair and maintenance systems which ensure the 
stock is kept in a good state of repair and continues to meet the desired standards, 
remaining attractive and meeting modern requirements and tenant expectations.” 

 
1.2 The Council recognises that the efficient and effective repair and maintenance 

of the housing properties is an essential requirement of the Asset 
Management Strategy and that there will always be a need for routine, 
planned and cyclical maintenance to be carried out.   
 

1.3 Whilst the current Decent Homes programme is helping improve the housing 
stock it is clear that considerable challenges will remain in ensuring the 
homes the Council provides are well maintained for the long term and that 
they continue to meet current and future standards beyond the life of the 
programme.  To meet these challenges, our aim is to have in place well 
designed repairs and maintenance systems which encompass the ongoing 
requirements for the efficient and effective delivery of day to day, cyclical, 
planned and improvement works. 

 
1.4 Our stated aim is: 
 

 

To ensure we have the policies and procedures in place to deliver an 
excellent repairs and maintenance service for tenants and leaseholders, 
enabling them to live in a well maintained, modern and safe home. 
 

 

 

2 Scope of the Policy 
3.1 The Repairs & Maintenance Policy sets out how in practice we will: 

 
• Meet relevant legislative and regulatory requirements 
• Meet our locally determined Wokingham Standard and Wokingham 

Sheltered Homes Standard 
• Provide a responsive, effective and efficient day to day repairs service, 

including emergency out of hours repairs and void repairs 
• Carry out cyclical and planned maintenance programmes which achieve 

economies by replacing components just before they would otherwise 
require responsive repairs, anticipating changes in minimum acceptable 
standards and thus reduce future requirements for cyclical or planned 
works. 
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• Develop and implement a planned programme of improvement works, 
together with approaches for remodeling or replacement of obsolete stock 

• Have in place a range of ‘service contracts’ which provide for the effective 
maintenance of grounds and communal areas, as well as for regular 
servicing/maintenance of mechanical/electrical installations 

• Carry out our gas safety & servicing obligations 
• Carry out aids and Adaptations 
• Effectively manage asbestos & water hygiene  
• Meet our landlord obligations, including those relating to health & safety 

and under the ‘Right to Repair’ 
• Manage tenant repair responsibilities, including Rechargeable Repairs  
• Consult and involve residents to ensure we meet their priorities and 

expectations 
• Monitor and evaluate the works and expenditure undertaken 

 
 
3 Legislation 
4.1 The Council will ensure that in the carrying out of all its repair, maintenance 

and improvement works it complies with all relevant legislative and regulatory 
requirements including: 

 
• Landlord & Tenant Act 1985 
• Housing Act 1985 
• Secure tenants of Local Housing Authorities (Right to Repair) Regulations 

1994 
• Defective Premises Act 1972 
• Environmental Protection Act 1990 
• Commonhold & Leasehold Reform Act 2002 
• Disability Discrimination Act 1995 
• Housing Grants, Construction and Regeneration Act 1996 
• Gas Safety (Installation and Use) Regulations 1998 
• Management of Health and Safety at Work Regulations 1999 
• Building Regulations Act 1984 
• The Construction (Design and Management) Regulations 1994 
• Control of Asbestos at Work Regulations 2002 (CAW) 
• Asbestos (Licensing) Regulations 1983 (ASLIC) 
• Asbestos (Prohibitions) Regulations 1992 
• Asbestos Worker Protection Directive 
• Party Wall Act 1996 
• Management of Health and Safety at Work Regulations 1999 
• Control of Substances Hazardous to Health 1999 
• Water Supply (Water Fittings) Regulations 1999 
• Health and Safety at Work Act 1974, Sections 2, 3 and 4 
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• The Health and Safety Commission’s Approved Code of Practice 
Pertaining to the control of Legionella bacteria in water systems 1999 
(document L8) 

• The Management of Health and Safety at Work Regulations 1999 
• Water supply (Water fittings) Regulations 1999 
• The Housing Health and Safety Rating System (HHSRS) 
• EU Procurement Law and associated regulations 

 

 

4 Meeting the Wokingham & Wokingham Sheltered Homes 
Standards 

 
4.1 Tenant Services has worked with tenants to develop the Wokingham 

Standard and the Wokingham Sheltered Homes Standard.  These are two 
locally determined standards that exceed the Decent Homes Standard and 
that are designed to drive forward the provision of a housing stock that not 
only continues to meet statutory and/or regulatory standards but that offers a 
quality of accommodation that meets the developing needs and expectations 
of current and future tenants.   

 
4.2 Given the cost and logistics in bringing all sustainable stock up to the new 

Wokingham Standard and Wokingham Sheltered Homes Standard they are 
designed to be achieved over time.  In order to do this, Tenant Services will 
ensure that in carrying out all its repair, maintenance and improvement works 
it has appropriate reference to the requirements of these two Standards.  This 
will mean: 
 

• Ensuring that in undertaking all types and categories of repair, 
maintenance and improvement, works are specified to the relevant 
Standard 

• Planning for the cost/s of undertaking all items of repair, maintenance 
and improvement works up to the new Standards 

• Monitoring progress in bringing homes up to the two new Standards 
 

4.3 The Asset Management team will make sure all contractors are informed 
about the two Standards and understand the implications for them and their 
work to ensure that in carrying works the two Standards are met. 
 

4.4 The Asset Management team will have systems in place to measure, monitor 
and record progress in bringing the housing stock up to the two new 
Standards.  This will include: 
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• Use stock condition, other knowledge and physical property 
inspections to calculate and assess the upgrading requirements for the 
stock to meet the two Standards 

• Ensuring the asset management database is updated on an ongoing 
basis with works undertaken and a ‘flag’ to confirm meeting of the 
relevant Standard 

• Provide periodic reports to Involved Tenants and annual reports to the 
wider tenancy base on progress in upgrading the stock to meet the two 
Standards 

 
 
5 Carrying out Day to Day Repairs 

 
5.1 The Council aims to utilise its resources effectively and efficiently to provide a 

high quality, good value, responsive repairs service that meets the needs and 
expectations of tenants. 
 

5.2 The Council’s policy for carrying out day to day repairs is built around a 
number of key principles: 
 

• To provide an open, accountable and consistent level of service 
• To optimise the balance between cost and service quality so as to 

achieve value for money 
• To continually involve tenants to ensure the service remains ‘fit for 

purpose’ 
 

5.3 The Council has signed up to the CIH Repairs Charter and, as such, has 
made a public commitment to deliver a high quality repairs service that is 
clearly focussed on outcomes for tenants.  By signing the Charter, the Council 
has signed up to the following core commitments: 
 

• That delivering an effective repairs service is a corporate and strategic 
priority 

• That everyone involved in the repairs service is equipped with the right 
skills, capacity & resources 

• That we provide an accessible and accountable repairs service 
• That we deliver a quality responsive repairs service 
• That we ensure a value for money approach is embedded throughout 

our repairs service 
• That we continually strive to understand and improve our performance 

 
5.4 The Day to Day Repairs service is organised into two main types of repair; 

responsive maintenance and void works. 
 



 
Wokingham Borough Council – Tenant Services   5 
Housing Asset Management Strategy 
Appendix C - Housing Repairs & Maintenance Policy 
Version  6 – 16.10.13 
 

 
Responsive Maintenance 
 
5.5 These are repairs which are carried out when components fail, and which 

cannot wait to be undertaken under a cyclical, planned or improvement 
programme.  These works, which are revenue funded, comprise of day-to-day 
responsive repairs to items such as plumbing/sanitary equipment, 
door/window fittings, heating appliances, electrical installations etc. 
 

5.6 The Council will have a contract in place that provides for the carrying out of 
all responsive repairs work.  The contract will be designed to bring a range of 
benefits such as improvements in meeting target response times, year on 
year improvement in levels of tenant satisfaction and a range of cost and 
efficiency savings. 
 

5.7 Tenants can request a repair by: 
 

• Telephoning the Repairs Helpdesk 
• In writing 
• Personal visit to the Council Offices at Shute End 
• Informing any Tenant Services staff during a home visit 
• Email 
• Fax 

 
5.8 Upon receipt of the repair request, a job will be raised on the housing 

management IT system. 
 

Repair Priorities 

5.9 In order to help deliver a more efficient service, repairs will be prioritised 
according to the nature of the work involved.  Thus, repairs that are required 
as a result of damage or breakdowns that put tenants’ health and safety or the 
property at risk will be dealt with faster than those that can safely wait. 
 

5.10 The Council’s repair priority times are: 
 

Priority 1 
Emergency 
(3 hours) 

There is an immediate and serious risk 
to people or property 

Priority 2 
Emergency 
(48 hours) 

A serious risk to people or property is 
likely to develop if action is not taken 
quickly 

Priority 3 
Urgent 

(15 working days) 

Problems are likely to cause major 
discomfort to tenants, or damage to the 
property is likely if the repair is delayed 

Priority 4 Items must be pre-ordered or made to 
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Non-urgent 
(40 working days) 

measure 

5.11 Pre-set priority groups will be agreed with Involved Tenants for the most 
common sorts of repairs.  Tenants will be advised of the priority assigned to 
their repair at the time of it being booked. 
 

Completing repairs 
 
5.12 The Council always aims to complete repairs within the published timescales.  

However, this may sometimes not be possible, such as if special parts have to 
be ordered or if repairs are dependent on other organisations or suppliers.  If 
there is a delay in being able to complete a repair then tenants will be notified, 
advising of the reason and when the repair is likely to be completed. 
 

At risk groups 

5.13 If a tenant or a member of their household is less mobile (perhaps because of 
advanced age or a disability) or the household contains a young child/baby 
then some types of repairs may place greater risks.  These situations will be 
identified and repairs attended to more quickly than the usual timescales. 

 
Out of hours emergencies 
 
5.14 Tenant Services will ensure that arrangements are in put in place for 

attending to emergency repairs outside of normal office hours where there is a 
serious and immediate risk to people or property.  The normal response will 
be to assess the situation and make the property safe and secure, returning 
on the next working day to effect a full repair. 

 
Appointments 
 
5.15 Tenant Services operates an appointments system that aims to strike an 

appropriate balance between efficiently organising the works and ensuring 
convenience for tenants.  With this in mind the aim is to make appointment 
arrangements on the first contact with the tenant, with four appointment 
categories available for use: 

 
Appointment Categories 

Non-specific within repair 
priority category 

Generally used when access to your home 
isn’t required to carry out the repair 

Specified Day Generally used when you are available at 
home all day 

Specified Day with am/pm 
slot 

Generally used when you can be available 
at home either in the morning or the 
afternoon 

Flexible Appointment Used when a more specific time ‘window’ 
is needed for the operative to attend  e.g. 
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first thing in the morning, lunchtime or after 
school time 

 
5.16 Ideally, appointments will be allocated as am/pm if the resident can 

accommodate this without undue inconvenience.  If the resident requires a 
more specific time then a ‘flexible appointment’ will be agreed in consultation 
with the contractor.  However, there will be some circumstances where a 
specific time will need to be arranged in order to meet particular needs of the 
resident and Tenant Services will always try to accommodate such requests. 

 
Pre-inspections 
 
5.17 Some jobs will require a pre-inspection and a visit by one of our surveyors 

before the repair is arranged.  These will include damp-related problems, re-
plastering where the scope of the job is not known or if the diagnosis given by 
the tenant is not detailed enough.  An appointment will be made when 
necessary and carried out within 4 working days. 
 

‘First time fix’ 
 

5.18 Tenant Services recognises that both levels of efficiency and levels of tenant 
satisfaction are maximised by repairs being completed on a ‘first time fix’.  By 
this we mean: 

'Fix' - being completed to a good standard to the satisfaction of the tenant. 

'First time' - completed by the repairs operative during the allocated 
appointment slot, without the need to return a further time because the repair 
was inaccurately diagnosed and/or the operative did not fix the problem. 

5.19 Therefore, Tenant services will aim to maximise the number of repairs 
completed on a ‘first time fix’, with a target of at least 85% of repairs being 
fixed first time. 

 
No access 
 
5.20 Where access cannot be gained to undertake a repair Tenant Services will 

take appropriate measures to make further arrangements for works to be 
carried out. 
 
These measures will include: 
 

• Carding the tenant to rearrange a visit 
• Telephoning the tenant to rearrange the visit 
• Writing to the tenant requesting that they contact Tenant Services to 

rearrange a visit 
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• Sending a surveyor out to inspect in instances where the tenant’s 
original repair report suggests a potentially hazardous situation exists 

 
 
Void Works  
 
5.21 This is the collective name for the range of repairs and checks that are 

undertaken prior to a property being re-let.  Tenant Services is committed to 
only letting good quality homes where the property meets its specified 
minimum standard – the Lettable Standard.  The arrangements for 
undertaking void works are contained within Tenant Services’ Voids 
Management Policy which is provided at Appendix 1. 
 

5.22 Tenant Services will have an arrangement in place with an external contractor 
for the delivery of void works. 

 
5.23 The void repairs contract will need to demonstrate value for money in 

delivering the Council’s service standard for empty homes, the ‘Lettable 
Standard’.  It will build on improvements to re-let times and deliver works 
against an enhanced ‘Lettable Standard’ that clearly sets out the range of 
checks which will be carried out prior to the property being re-let and the 
minimum condition standard for a wide range of individual components and 
facilities including internal finishes, floors and floor coverings to kitchens and 
bathrooms, windows, doors, kitchens, bathrooms and external areas. 
 

5.24 A copy of the ‘Lettable Standard’ is provided at Appendix 2. 
 

 
6 Carrying out Cyclical & Planned Maintenance 

 
6.1 These are maintenance works that are carried out as routine preventative 

maintenance, in many instances at defined time intervals.  The works are 
undertaken on regular planned cycles for servicing, inspection and testing of 
equipment, often as required by statute or regulations or to maintain the 
generation condition of the stock, and particularly the electrical and 
mechanical installations within the stock.   

 
6.2 The principal items of cyclical and planned maintenance are: 
 

• Annual servicing of gas heating systems/installations (to include the 
statutory requirement for an annual gas safety check) 

• Communal boiler servicing 
• Periodic inspection of electrical installations 
• External painting and internal communal area redecoration 
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• Other planned works, to include the replacement or renewal of building 
elements or components due to them reaching the end of their life e.g. roof 
coverings, windows etc. 
 

6.3 Cyclical and planned maintenance will fall into a number of programmes 
requiring a visit to each property on different cycles and a table of cyclical 
maintenance frequencies is provided below: 
 

Work Programme Frequency 
Gas servicing & safety check Annually 
Smoke detector testing Annually 
Fire Detection, intruder alarm, door 
entry, warden call & equipment in 
flatblock schemes 

Weekly/quarterly/half yearly 
(as applicable for installed 
equipment) 

Emergency lighting in flatblock schemes Monthly/half yearly/annually 
Periodic electrical inspection 10 year programme 
Periodic electrical inspection on 
communal areas 

5 year cycle 

External painting programme 7 year cycle 
Internal communal decoration 
programme 

7 year cycle 

Legionella testing monthly on sheltered 
schemes & HFUs 

Weekly/monthly/quarterly/half 
yearly/annually 

 
6.4 Communal areas to flats, sheltered accommodation common rooms, etc. may 

require painting at different intervals.  These common areas that are subject 
to reduced traffic or wear and tear will not require decorating at the same 
frequency as other parts subject to heavier traffic.  Therefore whilst the 
painting and decorating programme may identify the decoration to internal 
stairs and common rooms, these will be inspected and assessed before any 
work in undertaken.  Where work is not required in the area it shall be re-
scheduled for a future inspection within a suitable timescale. 
 

6.5 Gas servicing and Gas Safety Check works are carried out annually and 
completed in tandem with the smoke detector testing programme.  The 
combination of these programmes reduces tenant disturbance, improves 
access rates for smoke detector checking, and increases value for money by 
using one contractor.  It is a requirement under the tenancy agreement for all 
tenants to provide access for an annual Gas Safety Check and the Council 
has a statutory duty to inspect every gas appliance within every one of its 
housing properties every year.  Occasionally the Council has to take legal 
action to enter tenants’ homes where access has previously been refused. 
 

6.6 Tenant Services aims to develop cyclical and planned works programmes that 
minimise annual expenditure on responsive repairs and maintenance. 
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7 Carrying out Planned Improvement Works 
 

7.1 Tenant Services has developed and will continually update a 30 year 
programme of expenditure that meets the long term investment needs of its 
sustainable housing stock.  The range of improvement works will be 
developed taking into account the investment requirements identified in stock 
condition surveys, the priorities of current and future tenants and the need to 
ensure that incremental and sustained improvements are made to the homes 
we provide. 

 
7.2 When replacing building components or facilities the Council will aim to use 

superior quality items that are more sustainable, offer better value for money 
over time and improve the environment of estates and communal areas.  
 

7.3 Improvement programmes will be developed in partnership with tenants and 
continually shaped by them to ensure that it meets their needs, demands and 
expectations are met. 
 

7.4 Planned improvement works will fall into a number of different programmes, 
the principal ones being shown in the following table: 
 

Work Programme Frequency 
Kitchen replacements 20 years 
Bathroom replacements 30 years 
Boiler replacements 20 years 
Windows/doors 25 years 
Electrical re-wires 30 years 
External rainwater goods 30 years 
Soffit and fascia 
replacements 

30 years 

 

7.5 A Customer Guide to our Planned Improvement Works Service has been 
prepared and this is provided at Appendix 3. 
 

7.6 Tenant Services aims to develop planned improvement works programmes 
that, as a result of works undertaken, minimise expenditure on responsive 
repairs and maintenance. 

 
 
8 Replacing Obsolete or Uneconomic Stock 

 
8.1 The Council’s Housing Asset Management Strategy provides for replacing 

obsolete or uneconomic stock with new properties which are better designed 
to meet future needs and create a better balanced portfolio. 
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8.2 Such properties will be identified through review, analysis and assessment 
techniques and will be informed by stock condition and wider sustainability 
data and information.  The intention is that, rather than spend large amounts 
of money trying to repair, maintain and improve stock which falls into this 
category, the opportunity is taken to work with partners to replace it with new, 
high quality properties which are better designed to meet the future needs of 
tenants and which are of a type which aids the development of a balanced 
housing stock portfolio. 
 

8.3 As and when obsolete properties are identified and programmed for 
replacement, Tenant Services will move to limit the amount of resources it 
spends on the subject properties in carrying out day to day, cyclical and 
planned maintenance works.  This is to avoid scarce financial resources being 
wasted on repairing and maintaining properties that are not going to be kept.  
However, it should be stressed that Tenant Services will continue to meet all 
its legal and regulatory obligations in carrying out essential day to day repairs, 
cyclical and planned maintenance, notably including annual gas servicing and 
safety check works, periodic electrical testing works etc. 

 
 
9 Service Contracts 

 
9.1 Service contracts include the range of estate management and health & 

safety arrangements that need to be in place to ensure the Council meets its 
obligations.  Specifically, Tenant Services will make sure service contracts are 
in place for: 
 
• Regular grounds maintenance of communal areas 
• Cleaning of communal areas 
• Regular inspection and servicing of plant, including fire alarm installations, 

emergency lighting, water storage systems, kitchen extraction systems 
and lift installations. 

 
9.2 The service contracts will provide for regular visits to properties to ensure 

service standards and health & safety requirements to be met. 
 
 
10 Meeting the Gas Safety & Servicing Obligations 

 
10.1 Tenant Services is committed to meeting its legislative requirements for 

ensuring all of its homes with a gas supply have a valid CP12 Certificate. To 
this end we will service and carry out a Gas Safety Check for all gas 
appliances and boilers within all of our homes within 12 months of the 
anniversary of the previous date.  To ensure we achieve this we will put in 
place a 10 month cycle for visiting properties to carry out these works. 
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10.2 Tenant Services aims to ensure that all appliances within its housing stock, 
irrespective of the tenure type, have an annual gas service. However, in 
respect of leaseholders, we can only advise of their responsibilities in respect 
of their leasehold commitments, legal and regulatory requirements. 
 

10.3 Any tenants who fail to allow access to carry out the service and annual Gas 
Safety Check will be subject to all necessary steps in order to gain access, 
which may result in legal proceedings and potentially the loss of their home. 
 

10.4 Tenant Services operates a 24 hour emergency repairs service which 
includes arrangements for the prompt repair and/or making safe of all gas 
appliances within tenant’s homes. 
 

10.5 Tenant Services has an absolute commitment to the provision of a high 
quality gas servicing and repairs service that: 

 
• Properly discharges its legal and regulatory requirements 
• Preserves the safety of its tenants and their household and visitors 
• Is delivered efficiently and effectively to high standards of customer care 

 
10.6 Tenant Services will move promptly to upgrade boilers and isolate any gas 

fires that fail their annual inspection.  Any faulty gas appliance owned by the 
tenant that is discovered to be connected to the system will have a ‘defective 
appliance’ label attached and will be disconnected. 

 
10.7 The detailed arrangements for fulfilling the Council’s legal responsibilities for 

accessing tenanted properties to carry out the annual servicing, safety check 
and repair works are contained in Tenant Services’ Gas Servicing, Safety 
Check and Repairs Policy & Procedure.  (see Appendix 4) 
 
 

11 Carrying out Aids & Adaptations 
 

11.1 Tenant Services is committed to facilitating and supporting independent living, 
by carrying out alterations to meet the special needs of individuals to enhance 
their lifestyle and where appropriate enable them to remain in their current 
home. In this respect the Tenant Services team will work with colleagues in 
social services and other appropriate agencies to ensure funding is available 
to enable this to happen. 
 

11.2 Tenant Services will assist tenants to secure aids and adaptations to their 
homes by: 
• Helping identify what type of aids and adaptations might be most suitable, 

working with specialist Occupational Therapists to determine individual 
need 

• Directly undertaking the work using Tenant Services funds 
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• assisting the tenant in applying for a Disabled Facility Grant (DFG) 
 
11.3 Tenant Services will maintain all aids and adaptations and will replace these 

at the end of their economic life provided they are still required. Aids and 
adaptations may include: 
• Grab rails, door alterations, ramps, handrails, stair lifts etc 
• Low access baths, provision of showers, lever taps, wc adjustments 
• Alterations to kitchen units, raising electrical sockets and lowering 

switches. 
 
11.4 In meeting the above objectives, Tenant Services will provide a responsive 

service to tenants who are or become vulnerable or who have special needs 
arising through disability or infirmity.  
 

11.5 When looking at actual installation, aids and adaptations are split into two 
types, major and minor, with varying timescales, cost and the amount of 
actual work to be carried out to install the aid or make the adaptations. 
 

11.6 For minor work the target is to complete the installation within 6 weeks of an 
order being raised. For major works, including adaptations that require major 
building work, are subject to planning permission and/or building regulations, 
timescales for completion will be longer, but will ideally be carried out within 
12 months. 
 

11.7 Progress in carrying out works will be monitored via an electronic spreadsheet 
that details: 
• All requests, the status, all contact with tenants and actions taken 
• Budget and Disabled Facilities Grant (DFG) funding 
• Satisfaction with Tenant Services and contractors 
• Total elapsed times and outstanding works 

 
11.8 Tenant Services’ Aids & Adaptations Policy & Procedure provides further 

details of the process.  (see Appendix 5) 
 
 

12 Effectively managing Asbestos & Water Hygiene 
 
Asbestos 
12.1 Tenant Services acknowledges the serious health hazards associated with 

exposure to materials containing asbestos.  We accept our responsibility 
under legislation to protect our employees, contractors, tenants and any other 
persons who may be at risk from asbestos in the buildings that we own, lease 
and manage.  We will fulfil our duties by eliminating or reducing to an absolute 
minimum, so far as is reasonably practicable, the risk of exposure to asbestos 
by managing risk effectively. 
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12.2 Tenant services staff and any contractor working on our behalf will adhere to 
Government legislation and regulations for asbestos management. 
 

12.3 In effectively managing asbestos Tenant Services will: 
 

• Put in place an Asbestos Management Plan that meets and that goes 
beyond the minimum best practice requirements, presently the 2010 HSE 
(Health & Safety Executive) publication; HSG264 – Asbestos: The Survey 
Guide (Health & Safety Guidance). 

• Carry out surveys in accordance with current legislation, guidance and 
good practice namely, HSE’s Advisory Note on the refurbishment of 
housing stock likely to contain asbestos. 

• Assess and manage the risk from Asbestos Containing Materials (ACM) 
identified within our building stock. 

• Provide information about the presence, location and condition of asbestos   
containing materials to employees and any other persons who are liable to 
disturb these materials, including tenants and contractors. 

• Ensure that appropriate control measures are taken by any persons who 
are likely to disturb these materials. 
 

12.4 Tenant Services’ Asbestos Policy and Management Plan contains further 
details of how asbestos will be effectively managed.  (see Appendix 6) 

 
Water Hygiene 
12.5 Tenant Services will manage the water hygiene of its properties in accordance 

with the relevant legislation.  We will take any necessary measures to prevent 
exposure to staff, tenants and others to any hazard, which could arise due to 
poor water hygiene management. 
 

12.6 In effectively managing water hygiene, Tenant Services will: 
 
• Appoint a competent person(s) to undertake suitable and sufficient risk 

assessments of any hot and cold water systems incorporating cold water 
storage 

• In cases where the risk assessment reveals a reasonable foreseeable risk 
take responsibility and provide supervision for the implementation of 
precautions.  These shall be monitored by Tenant Services.   

 
 

13 The Right to Repair 
 

13.1 Tenants have a right to expect repairs to be completed within the set 
timescales and, under the terms of the Housing Act 1994, the Council’s 
tenancy agreement provides for operation of the ‘Right to Repair’ scheme. 
 

13.2 Therefore, if a qualifying repair cannot be completed within an agreed 
timescale, the tenant has the right to request a second contractor to complete 
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the work.  Where the second contractor also fails to complete the work within 
the agreed time Tenant Services will pay compensation to the tenant. 
 

Qualifying Repairs 
13.3 Repairs that qualify for the Right to Repair are repairs to a tenant’s home 

which do not cost more than £250 and which, if not carried out within a 
specified period, are likely to jeopardise the health, safety or security of the 
tenant or their household. 
 

13.4 The Right to Repair does not apply in the following circumstances: 
 
• The tenant has said that they no longer want the qualifying repair carried 

out 
• Where the tenant has failed to provide details for the contractor to gain 

access to their home 
• Access for an inspection or for the repair to be carried out has not been 

made available 
• Where the contractor needs to order special parts to complete the repair 
• When severe weather conditions prevent the contractor from completing 

the repair 
• Under circumstances of an exceptional nature, which prevent the work 

being done, it would be unreasonable to expect the contractor to respond 
within the prescribed period. For example, where the contractor needs to 
order special parts to complete the repair or when inclement weather 
dictates that work cannot commence or be completed. 
 

13.5 Tenants will be given information about which repairs are covered by the 
Right to Repair and how long Tenant Services has to complete them.  The 
timescale for completing different repairs will vary depending upon the 
urgency of the repair needed.  The list of qualifying repairs and timescales is 
set out below: 
 
Repair Needed Timescale 
Total loss of electric power 48 hrs 
Partial loss of electric power 48 hrs 
Unsafe power, lighting socket or electrical fitting 3 hrs 
Total loss of water supply 3 hrs 
Partial loss of water supply 15 working 

days 
Total or partial loss of gas supply 3 hrs 
Blocked flue to open fire or boiler 3 hrs 
Total or partial loss of room or water heating (1 
October to 31 March – Winter) 3 / 48 hrs 

Total of partial loss of room or water heating (1 April 
to 30 September – Summer) 

15 working 
days 

Blocked or leaking foul drain, soil stack, or WC pan – 3 hrs 
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where only one toilet in property 
WC not flushing – where only one toilet in property 48 hrs 
Blocked sink, bath or wash hand basin 48 hrs 
Tap which cannot be turned (subject to diagnosis) 15 working 

days 
Leak from water, or heating pipe tank or cistern 48 hrs 
Leaking roof 48 hrs 
Insecure external window, door or lock 3 hrs 
Loose or detached banister or hand rail 15 working 

days 
Rotten timber flooring or stair tread 15 working 

days 
Door entry phone not working 48 hrs 
Mechanical extractor fan in bathroom or kitchen – 
where no window 

15 working 
days 

 
 
14 Rechargeable Repairs 

 
14.1 Sometimes, circumstances will arise when it is necessary to charge existing 

tenants for repair work that Tenant Services has had to carry out because 
they fall outside of the Council’s responsibilities.  In such cases, tenants will 
be advised that the cost of the repair is rechargeable to them and advised of 
the repayment options available to them, including payment in instalments. 
 

14.2 Rechargeable repairs are those which: 
 
• Have become necessary due to neglect, carelessness or misuse or 

deliberate action on the part of the tenant or any other individual 
knowingly allowed into the property 

• Are considered to be beyond normal wear and tear 
 

14.3 If a repair has been identified as rechargeable the tenant will be notified in 
writing, advising of the approximate value of the recharge, except in cases 
where emergency repairs are necessary.   
 

14.4 Where a tenant wishes to have the work carried out themselves they may do 
so by applying and gaining landlord’s permission but it will have to be to an 
acceptable standard.  Tenant Services reserves the right to undertake any 
work itself and may recharge the tenant for the full cost of carrying out the 
repair. 
 

14.5 Tenant Services will ensure that there is a consistent approach to 
rechargeable repairs and to recovering costs.  
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15 Tenant Responsibilities 
 

15.1 Some repairs are the responsibility of the tenant and not the Council.  Repairs 
for which tenants are responsible will be provided within the Tenant Handbook 
and are those set out in the tenancy agreement.  The tenant will also be 
responsible for the repair or replacement of any item installed by them in a 
property and for any damage caused by neglect, carelessness or deliberate 
action on the part of the tenant, their family, friends or anyone visiting them. 

 
 
16 Achieving Value for Money 

 
16.1 Tenant Services is committed to ensuring its repair and maintenance services 

offer excellent value for money and will therefore ensure that a range of 
mechanisms are in place to demonstrate value. 
 

16.2 The mechanisms used will include: 
 

• Benchmarking against peers 
• Market testing against other providers 
• Reviewing internal cost and performance data 
• Internal business reviews 
 

 
17 Confidentiality 

 
17.1 Under the Data Protection Act 1998 and the Human Rights Act 1998, all 

personal and sensitive organisational information, however received, is 
treated as confidential. This includes: 

 
• Anything of a personal nature that is not a matter of public record about 

a tenant, client, applicant, staff or committee member 
• Sensitive organisational information 

 
17.2 Officers will ensure that they only involve other agencies and share 

information with the consent of the tenant concerned, unless: 
 

• The Council is required to by law 
• The information is necessary for the protection of children 

 
 

18 Equality & Diversity 
 

18.1 Tenant Services is committed to respecting the differing needs of its tenants 
in the delivery of its repair and maintenance services and acts within the 
Council’s equality and diversity policies.  In particular, Tenant Services will: 
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• Have a clear understanding of its tenant community with clear regularly 

updated service user profiles 
• Ensure it has a thorough knowledge and understanding of the different 

needs of particular groups, such as disabled people, older people and 
people from minority cultural backgrounds 

• Tailor repair and maintenance services to respond to the particular 
needs of vulnerable tenants, such as people in order age groups or 
people with a disability, prioritising work as appropriate. 

 
18.2 Tenant Services will ensure all its contractors and partners share the same 

commitment to equality and diversity issues. 
 
 
19 Tenant Involvement 

 
19.1 Tenant Services has established and developing tenant involvement 

mechanisms in place as part of its commitment to ensuring that tenants 
actively shape and influence the services it delivers.  In relation to repairs and 
maintenance, the Repairs & Maintenance Working Group: 
 

• Have a voice and input to the repairs and maintenance service  
• Question and discuss issues in relation to the service  
• Receive and scrutinise performance reports, including voids and 

customer satisfaction 
• Actively promote repairs and maintenance  
• Monitor and scrutinise the Local Standards and Service Improvement 

Plan  
• Ensure value money for tenants and Tenant Services is achieved  
• Respond to any changes in national or local policy and governance, in 

relation to repairs and maintenance  
• Be involved in the development of specifications for programmes of 

work  
• Monitor and scrutinise all contracts and programmes of work  
• Be involved in contract selection and monitoring  
 

19.2 The RMWG works closely with the Asset Management Team to ensure that 
these objectives are met.  Tenants from the group are represented at the 
Voids Operational Meetings as well as the Repairs Operational meetings.  
They are also involved in strategic matters such as policy/strategy 
development as well as interviewing new members of staff.  The RMWG is 
also actively involved in target setting, the annual programme for reviewing 
and agreeing targets and areas for improvement.  
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20 Customer Service Standards 
 

20.1 Tenant Services is committed to driving forward the development of higher 
standards of customer service in the delivery of its repairs and maintenance 
services.  To this aim, a service standard will be published which provides for: 
 

• All work repairs work undertaken is completed to a high standard 
• All operatives to wear readily identifiable uniforms and carry 

identification 
• Assisting tenants with special needs and treating vulnerable tenants as 

a priority 
• Ensuring wherever possible tenants are not left overnight without 

essential facilities 
• Leaving all properties clean and tidy following any repair, improvement 

or servicing work 
• Monitoring levels of tenant satisfaction to develop and improve repair 

and maintenance standards 
 

20.2 We recognise that our contractors will play a key role in delivering the high 
standards of customer service we seek.  Therefore, we have developed a 
Code of Conduct for Contractors which sets out the standards and 
behaviours we require and will work contractors to help them meet our 
expectations. (see Appendix 7) 
 

 
21 Effectively Managing Health & Safety 

 
21.1 Tenant Services will ensure all works and the way in which they are carried 

out comply with all relevant health & safety laws and regulations, as well as 
the Council’s Health & Safety Policies. 

 
 

22 Monitoring & Evaluation 
 
22.1 Tenant Services will evaluate and measure its performance and benchmark 

itself against other social housing providers through the use of Performance 
Indicators. These indicators will include: 
 

• Contractors’ job completion data 
• Number/proportion of repairs within each priority category 
• Tenants’ satisfaction with repairs service 
• Tenants’ satisfaction with contractor performance 
• Appointments made and kept 
• Right First Time 
• Gas compliancy 
• Complaints monitoring 
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• Void turnaround 
• Tenant satisfaction with planned maintenance programme 
• Aids & adaptations turnaround time 
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	Frequency
	Work Programme
	Annually
	Gas servicing & safety check
	Annually
	Smoke detector testing
	Weekly/quarterly/half yearly (as applicable for installed equipment)
	Fire Detection, intruder alarm, door entry, warden call & equipment in flatblock schemes
	Monthly/half yearly/annually
	Emergency lighting in flatblock schemes
	10 year programme
	Periodic electrical inspection
	5 year cycle
	Periodic electrical inspection on communal areas
	7 year cycle
	External painting programme
	7 year cycle
	Internal communal decoration programme
	Weekly/monthly/quarterly/half yearly/annually
	Legionella testing monthly on sheltered schemes & HFUs
	Frequency
	Work Programme
	20 years
	Kitchen replacements
	30 years
	Bathroom replacements
	20 years
	Boiler replacements
	25 years
	Windows/doors
	30 years
	Electrical re-wires
	30 years
	External rainwater goods
	30 years
	Soffit and fascia replacements

