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1. Key Objectives

The key objectives are:

1. To achieve a high quality service that provides good quality repairs, satisfies tenants aspirations and that offers excellent customer service in order to protect the value of North West Leicestershire District Councils housing stock;

2. To protect the reputation of the Council and to become the highest performing provider of affordable housing in the East Midlands.

2. Key Policy Standards

2.1 Principles


· Maintain the Councils’ properties in good condition
· Respond to requests for repairs promptly
· Carry out repairs efficiently and to a high standard
· Instigate a programme of improvements to bring all properties up to a good standard with the benefit of modern facilities
· Comply with its statutory and contractual obligations to tenants and leaseholders 
· Extend the useful life of all its properties and reduce long term maintenance costs
· Provide a flexible, convenient and customer oriented service that gives priority to the safety, comfort and convenience of tenants
· Take into account the views of tenants in the preparation of its programmes for improvement and repairs to minimise inconvenience to them when work is carried out
· Provide advice to tenants wishing to carry out alterations themselves
· Grant tenants a right to repair
2.2 Environmental Impact

North West Leicestershire Homes will have regard to the impact of its housing on the environment by:

· Monitoring the energy efficiency of the housing stock

· Improving wherever practicable the energy efficiency of the housing stock through cost effective use of the repair and maintenance programme in order to improve comfort for tenants, lower energy costs and reduce CO2 emissions

· Choosing, whenever practical, low maintenance and energy efficient materials

· Assessing the visual or other environmental impact of its programmes

· Giving sensitive consideration to the needs of elderly and disabled tenants and those with special needs

2.3 Responsibilities of the Council


The Council is responsible for maintenance, repair and replacement of items in the following categories:

a) Keep the following in good repair and repair any damage that 

has not been caused by you or your family, visitors or others (including children)

· Drains, gutters and pipes on the outside of the property

· The roof

· External and internal walls and doors and internal floors

· Windowsills, window catches, sash cords and window frames, including necessary external painting and decorating

· Chimneys, chimney stacks and flues (but not including sweeping)

· Front paths, steps or other access routes

· Built in garages and stores

· Drains and sewers, which are not the responsibility of another person or body

· Sanitary fittings in the property, such as baths, basins and WC’s

b) Maintain any installation provided by the Council for heating rooms, water heating and for supplying water, gas and electricity (excluding meters).  The Council will also arrange for gas appliances owned by them to be serviced once a year and take all actions necessary to enable access to be gained.

c) Take reasonable care to keep any shared entrance halls, 

stairways, lifts, passageways and any other shared parts (including electric lighting) in good repair.

d) Inspect and redecorate the outside of the property and any 

shared areas.

2.4 Right to Repair



The Right to Repair gives 20 common repairs and sets a prescribed period in which they must be completed. These repairs are called 
qualifying repairs.


If a qualifying repair is not completed within its prescribed period, you have the right to ask the Council to get a second contractor to complete 
the repair. If the repair is then not completed within a second 
prescribed period, you may be entitled to compensation of £10, plus £2 a day for every day that the repair remains unfinished. The most compensation you can get is £50.


The prescribed period starts from the first working day after you report the repair, if you report it on a weekday. Otherwise it is the second working day after it is reported.


The Council will lengthen the prescribed period if there are exceptional circumstances beyond our control. For example, if a water company has cut the water supply, the Council may not be able to restore that 
supply or be able to undertake other works that require water. If the problem is difficult to identify the Council would need to do an 
inspection so that the repair work can be accurately ordered.


The repair must be one of the 20 problems listed below. It must be the Councils responsibility; that is, it must not be due to the tenants failing to fulfil their duties or not acting in a tenant-like manner.
	Problem
	Prescribed period (working days)

	Total loss of electric power
	1

	Partial loss of electric power
	3

	Unsafe power or lighting socket, or electrical fitting 
	1

	Total loss of water supply
	1

	Partial loss of water supply
	3

	Total or partial loss of gas supply 
	1

	Blocked flue to open fire or boiler
	1

	Total or partial loss of space heating or hot water between 1 November and 30 April
	1

	Total or partial loss of space heating or hot water between 1 May and 31 October 
	3

	Blocked or leaking foul drain, soil stack, or (where there is no other working toilet in the home) toilet pan 
	1

	Toilet not flushing (where there is no other working toilet in the home) 
	1

	Blocked sink, bath or basin
	3

	Tap which cannot be turned 
	3

	Leaking water or heating pipe, tank or cistern
	1

	Leaking roof 
	7

	Insecure outside window, door or lock 
	1

	Loose or detached banister or handrail 
	3

	Rotten timber flooring or stair tread
	3

	Door entry phone not working
	7

	Mechanical extractor fan in kitchen or bathroom not working 
	7

	
	


2.5 Responsibility of the Tenant


The tenant is responsible for the maintenance, repair or replacement of the following categories:

· Aerials and television points (where not communal aerials)

· Door and window catches, locks and keys

· Replacement of tap washers, plugs and chains to baths and sinks

· Toilet seats, ball valve adjustment, chains and handles

· Smoke detector batteries 

· Internal consumable parts of solid fuel fires

· Chimney sweeping (except as part of an annual service by the landlord)

· Effects of condensation caused by lifestyle and frost precautions 

A tenant may request a heating system drain down to prevent frost damage causing water leaks during a period of absence in cold weather. The Council will provide a cost for the drain down and subsequent re-fill which must be paid in full prior to the work commencing.

The tenant will also be responsible for the repair or replacement of any item in a property damaged due to neglect, carelessness or deliberate action on the part of the tenant, their family, visitors or others, other than fair wear and tear.  The Council reserves the right to recharge the tenant for any repair resulting from the above.

The Council may pursue recovery of any cost from either an ongoing tenancy or outgoing tenants.

Where safety or specialist work is concerned ( e.g. repairs to PVC windows) the Council reserves the right to carry out the work itself and recharge the tenant.

The tenant must not unreasonably prevent access to their property and must tell the Council when a repair needs to be done and allow access in order to qualify for the compensation scheme.
2.6 Response Maintenance

2.6.1 Priority Categories

The Council has introduced an appointment system where access is required in conjunction with tenants. Whilst routine repairs will always be carried out by appointment, and urgent repairs will normally be carried out by appointment, emergency repairs, by their nature, will not normally be carried out by appointment.

Priority Categories are confirmed as:

Emergency Repairs (Category A)


· Response within 24 hours

· An emergency repair is a response to a defect that is life threatening, will cause injury, is a major threat to a tenants security, or will cause more than minor damage to the property. It is also defined as a response to anything that will seriously inconvenience a tenant. Because of the nature of such repairs, they may be temporary.

Urgent Repairs (Category B)

· Response within seven calendar days
· An urgent repair is a response to a defect that is causing inconvenience to a tenant, may cause minor injury, is a minor threat to a tenants security or will cause minor damage to the property. An urgent repair may well be temporary in nature, but may be completed within the time period allocate
Routine Repairs ( Category C)

· Response within 28 calendar days.

· A routine repair is a response to a defect that has occurred to a property, and may well be major in nature, but does not prevent the tenant from enjoying their home, will not cause injury to the tenant and will not cause the property to deteriorate. Routine repairs will nearly always be full repairs rather than temporary. 

Certain repairs may need to be inspected before an order can be placed to determine the nature and extent of the work and its priority. 

2.6.2 Ordering Repairs

Tenants may report repairs by any of the following means:

· By telephone

· Fax

· In person

· In writing

· Internet

Outside normal working hours, a telephone number will be provided for requesting emergency repairs.

Details of contact points and telephone number will be supplied to individual tenants and included in the Tenants Handbook.

A repair request confirmation slip will be sent to tenants to confirm their repair requests.  Reply slips will also be provided for tenants to comment or make complaints about the service provided.  All complaints will be investigated in accordance with the Complaints Procedure.

2.7 Empty Properties (Voids)

See separate Service Policy Statement on Empty Property Management.

2.8 Cyclical Maintenance

The Council has a programme of cyclical maintenance in respect of:

· Internal common parts decorations 

· Gas appliance servicing 

· Solid fuel servicing 

· Lift maintenance

· Legionella monitoring 

· Communal fire alarm installation and fire fighting equipment

The Council arranges for the proper maintenance and management of landscaped areas, including grass cutting.

2.9 Planned Maintenance

Planned maintenance is work carried out on a pre-planned basis to maintain the general condition of property and fittings provided by the Council.  

In addition to responding to tenants wishes the Council will develop its programme of planned maintenance to minimise future maintenance costs and reduce the need for responsive repairs.

The servicing of all lifts, central heating systems and other equipment requiring similar regular maintenance will be carried out on an annual basis, or more frequently if required by manufacturers’ instructions or good practice.

Tenants will be kept informed and consulted about planned maintenance programmes.   They will be given at least 28 days notice of any such works which are likely to cause them significant disruption.

2.10 Improvements

In addition to response and planned maintenance the Council will continue to improve the facilities and amenities available to tenants in conjunction with a tenant’s focus group.  

The Council will take account of tenants’ wishes and whenever practical provide a choice when any improvement works are to be carried out.

2.11 Adaptations 

As part of its commitment to community care, the Council will consider 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 they will liaise with Social Services and Occupational Therapy.

The Council will maintain all adaptations which it has installed or supported and will replace these at the end of their economic life provided they are still required.

Typically, adaptations may include:

· Grab rails, door alterations, ramps, handrails, stair lifts, etc

· Low access baths, provision of showers, lever taps, w.c. adjustments

· Alterations to kitchen units, raising electrical sockets and lowering switches

2.12 Tenders and Contracts

All work will be carried out according to the standing orders of the Council.

3. Key Targets and Performance Indicators

The Council will monitor and improve performance by use of the following means:

· Benchmarking against similar organisations

· Regular audit of the service

· Implementation of best practice as identified by the Audit Commission and others
