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Eldonian Community Based Housing Association



Policy and Procedures


REPAIRS AND MAINTENANCE

1.0
Introduction

Eldonian CBHA recognises that the maintenance of its properties is one of the most important services it provides for its tenants.  Therefore, the Association places a high priority in providing an effective and efficient repairs and maintenance service.

The Association’s policy can be summarised as follows:

· To ensure that all statutory and contractual obligations are met.

· To provide a responsive and effective service to tenants at the best price possible.

· To maintain the capital assets of the Association by keeping the housing stock in a good state of repair.

· Ensure that houses are warm and comfortable, and in good and safe repair.

· Minimise the proportion of expenditure on day to day repairs, and maximise that spent on planned maintenance.

· Achieve high standards of customer care.

· Minimise re-let times and void periods.

· Consult tenants and involve them, wherever practicable, in decisions about the service, standards, repairs to their homes and estates, and service monitoring.

· Make a cohesive contract and tendering strategy to secure the best contractors and value for money.

· Monitor the performance of staff and contractors, taking into account tenant feedback.

2.0
Compliance
The Association is committed to ensuring that its buildings and all repairs and maintenance undertaken meet any necessary legal and contractual obligations.  It will comply with the law and ensure that, as far as is reasonably practicable, all contractors observe their obligations under the law when providing their services to the Association.

These legal and contractual obligations will include those under:

· the Landlord and Tenant Act 1 985

· the Housing Act 1985 (part vi) – Section 604 (as amended by the 1989 Local Government and Housing Act

· the Public Health Act 1936

· the Defective Premises Act 1972

· the Health and Safety at Work Act 1 974

· the COSHH Regulations

· the Building Regulations

· the Gas Safety (Installation & Use) Regulations 1994

· the Construction Design & Management Regulations 1995

· the Decent Homes Standard (ODPM and Housing Corporation 2003).

In respect of specific contracts it will be the Association’s policy to bring to the attention of the main contractor the need for compliance with the above (and any other) relevant legislation.

All electrical contractors must comply with:

· Health & Safety at Work Act 1974

· Electricity at Work Regulations 1989

· lEE Wiring Regulations 16th Edition

· Provision and Use of Works Equipment Regulations 1992.

3.0
Managing Maintenance

In managing the maintenance function, the Association will ensure that its properties are well maintained by:

· employing staff with an appropriate level of competence

· devoting adequate resources and funds

· prioritising all repairs as follows:

Category 1 - Emergency (24 Hours).

Repairs needing immediate action to avoid danger to the life or safety of tenants, contractors, or members of the public.  Repairs required to overcome a danger to 
health or serious damage to buildings if such repairs are not effected within 24 hours.

Category 2 - Urgent (5 Days)-  

Repairs which materially affect the comfort and convenience of tenants and/or which would be damaging to the fabric of the building if not attended to within 5 working days.  Also those repairs or redecorations to rooms available for re​letting.

Category 3 – Routine (21 Days).

Reactive repairs which do not fall into the above categories and where a short delay may be permitted without serious risk of deterioration. These repairs should be implemented within 28 days of discovery or notification.

Category 4 – Other (No set time limit for completion)

The Association will monitor its performance in effecting repairs in line with the identified priority, and the Board informed.

The proportion of total expenditure on the different priorities of repair work will be calculated and the Board informed.

The Association will keep full records on the maintenance history of each property from hand over of new schemes.  This will form a valuable management tool for proper maintenance and will contain all relevant information such as:

· drawings

· schedules

· ‘as built’ records

· information about the construction and materials used

· sources of materials/components.

All smoke detectors and Co2 detectors will be serviced and tested annually, as recommended by the manufacturer or as laid down by statute.

Annual Gas Fire and Boiler Service

The association has a duty to ensure that all properties receive a gas safety check annually.

Once a successful contractor has been appointed then the procedure is as follows:

1. All tenants are informed that the gas safety checks are due and asked to contact the contractor to gain access.

2. The contractor should then programme works, which should not exceed 8 weeks.

3. The association will meet on a weekly basis to assess progress and agree additional works.

4. The contractor will advise the association of problems with access.

5. The association will write to the tenants when the contractor hass been unable to gain access on 3 separate occasions.

6. Follow up letter 2 weeks after the first, third letter 2 weeks after that, final letter to threaten court action. If no response start court action.

7. Obtain possession, gain entry and carry out safety checks.

8. Monitor annual service and report back to Board. 

4.0
Reporting of Repairs

Tenants are advised to forward requests for repairs to the Association’s office, giving as much detail as possible so that an order can be raised and a category of urgency allocated.

Classification of Urgency

The Repairs and Maintenance Officer should classify the repair as ‘Emergency, Urgent, Essential, Routine or Other in accordance with the policy document and the schedule below.

He/she should err on the side of caution in determining the urgency with which the repair should be dealt.

Category 1 – Emergency

DEFINITION:
Repairs required to avoid an immediate danger to personal safety or health or serious damage to the building.

RESPONSE TIME:
24 hours to remove source of danger.  Completion of associated works will normally be within 3 days.


    EXAMPLES OF EMERGENCY REPAIRS:

· GAS LEAKS

· ELECTRICAL FAULTS - No electricity, no lights (excluding when power has been disconnected for non-payment), dangerous or exposed wires, water penetration to electrics after roof leaks or bursts.

· CENTRAL HEATING
 - Where no other form of heating in household.

· DANGEROUS STRUCTURES - Walls, chimneystacks, impact damage/storm damage make safe only.

· 
BLOCKED DRAINAGE - Main drains including toilets.

· 
BURST PIPES/PLUMBING LEAKS (internal only) - Bursts to cylinder, radiators, tanks where you are unable to contain leak by switching off valves or stop taps, or where there is potential damage to property.

· ROOF LEAKS - If the leak is severe or if the electrics are affected.

· SECURITY WORKS - After vandalism or break-ins, where the tenant is unable to make secure.

· 
GAIN ACCESS - Only if tenant agrees to pay the cost.

Category 2 – Urgent

DEFINITION:
Repairs required to avoid substantial inconvenience to tenants or deterioration of the building.

RESPONSE TIME:
Within 5 days.
EXAMPLES OF URGENT REPAIRS

· HEATING - Faulty central heating boilers — pilot light out (if tenant is unable to re-light), no hot water, faults to thermostatic valves, pumps or gas fires, faulty switch, radiators or flues. Storage heating - faults to thermostat, switches or fires.  Minor leaks to radiators or pipe work.

· PLUMBING - Minor leaks to plumbing installations including cisterns, WCs, cylinders, tanks, baths and sinks.  Overflow discharging.  Leaks to internal and external waste pipes.  Faulty taps (not washer), faulty flushes, and bath sealants causing leaks.

· ELECTRICAL - Faulty sockets, sockets overheating or causing shocks.  Faulty immersion heaters.  Burnt out or broken bulb holders. Faulty communal time switches, lamp replacement in communal hall and stair areas.  External security lighting to flats or sheltered housing.  Faults to flat door bells, where fitted.

· JOINERY - Insecure external doors, faulty locks. Rain water coming through doors and windows.  Window fasteners.  Re-glazing after break-ins, or vandalism.  Dangerous floorboards, decking or staircase, loose banister, stair treads, hand rails.

· ROOF - Leak to main roof.  Storm damage to roofs and stacks.

· GENERAL - Initial inspection of complaints about rot, damp, condensation, DPC breakdowns.

Multi-occupied or sheltered schemes

· External security lighting

· Faults on appliances provided by Eldonian CBHA e.g. faulty cookers, fridges, washing machines or dryers

Category 3 – Day to Day

DEFINITION:
All other statutory repairs

RESPONSE TIME:
Within 21 days.


   EXAMPLES OF DAY TO DAY REPAIRS

· GAS AND ELECTRIC - Any modification or replacement parts to gas or electrical installations e.g. replacement gas fire radiants

· PLUMBING AND HEATING - Replacing or refixing loose broken fixtures and fittings, which are not leaking e.g. refixing panels to baths.  Replacing cracked or missing splashbacks, bedding wash basin on pedestal, re-screwing WC to floors. Broken or missing grid covers.

· JOINERY - Minor joinery works to include repairs to kitchen units, replacing worktops. Easing and adjusting internal doors.  Faulty door handles.  Repairs to window boards, skirting and architraves.  Repairs to rear yard gates.

· GENERAL - Defective floor tiles, floorboards and ceramic splash backs.  All decoration after repairs or remedial works. Leaks to gutters and rainwater goods.  Repairs to external finishes if causing damp to interior eg. rendering/pointing.

Category 4 – Other, Including Programmed and Planned

DEFINITION:
These are repairs, which are part of a cyclical or modernisation programme.  These repairs are programmed annually.  

RESPONSE TIME:
Completion will be within the contract period.
EXAMPLES OF OTHER INCLUDING PLANNED OR PROGRAMMED REPAIRS

· ANNUALLY -
Servicing central heating boilers, gas water heaters and gas fires.

5.0
SELECTION AND APPOINTMENT OF CONTRACTORS

Selection

All contractors will be required to complete an application form for inclusion on the Association’s Approved Contractors List (see Appendix 1).

The Association will review the Approved List on an annual basis, and will report to the Board taking into account the following criteria:

a) Past performance

b) Financial health and status (references where appropriate)

c) Organisational capacity including staff and vehicles

d) Tax status (current tax exemption certificate)

e) Liability and other insurance (current employee liability, public liability and trades liability insurance)

f) Current work load

g) Experience of comparable work

h) Technical competence

i) Commitment to customer services and equal opportunities.

The Association will ensure that there are sufficient contractors for each trade to cover the areas in which the Association operates.

With reference to (h) above, only contractors who are members of the National Inspection Council for Electrical Installation Contracting (NICEIC) or who are members of the Institute of Electrical Engineers (lEE) will be appointed to undertake all but minor electrical works.  An appropriate completion certificate will be obtained from the contractor where recommended by the NICEIC or lEE before the contractor receives payment.

Only contractors who are CORGI registered will be appointed to undertake gas installations or maintenance works and appropriate records will be obtained for the Association’s Gas Maintenance File in order that the Association may comply with the Gas Safety (Installation & Use) Regulations 1994.

Appointment

When appointing a contractor, consideration should be given not only to the nature of the repair required but also to the geographical location in which the repair is required, in order that travelling time and the associated expense may be minimised.

When appointing a contractor on a day to day basis to undertake repair and maintenance work, an official works order will be issued on every occasion.

Works up to an estimated value of £1000 (exclusive of VAT) may be ordered on a day works basis without quotation.

Where the estimated value of works exceeds £1000 (exclusive of VAT), but is below £5000 (exclusive of VAT), 2 independent estimates will be required.

Where the estimated value of works exceeds £5000 (exclusive of VAT), the contract will normally be put out to competitive tender. At least 3 contractors must be invited to bid, and a JCT contract will be drawn up and used.  However the Board may decide after a pricing exercise to award the contract where for example they are trying to stimulate local employment i.e. as part of a Sustainable Communities – Building for the Future project.

Only when work over £1000 (exclusive of VAT) has to be undertaken in an EMERGENCY or is VERY URGENT (Priority A), should single tender procedures be permitted.

Where works are put out to competitive tender, the Association will operate a fair and competitive procedure in accordance with the National Joint Consultative Committee (NJCC) guidelines.

Competitive Tenders must be opened in the presence of the tender sub committee, which will be selected by the Board annually.  A senior member of staff must also attend all tender openings. 

Duties of the Housing Officer in Selection of Contractors

The office should maintain a file of all completed application forms from contractors appointed to the Approved List.

The Board should review the Approved list in line with the stated policy criteria annually‘

Ordering of repairs

The office should select a contractor from the approved list to undertake the repair.

OFFICIAL ORDERS MUST BE PLACED FOR ALL REPAIR AND MAINTENANCE WORK.  Telephone instructions may be given for jobs classified as urgent or above with a confirmation order being issued within two working days.

If the contractor is appointed by telephone, he should be informed of the urgency classification and therefore provided with a deadline for completion of the works (or implementation of temporary measures if applicable).

Copies of all works orders should be filed as necessary to maintain a repair history for each property.

Works orders should be dispatched as per appendix.

In the event of a contractor advising the Association that further works are required which were not originally foreseen, a further repair order should be issued and cross-referenced to the original order.

Authorisation Levels For Ordering Repairs (Inclusive Of Vat)




Up to £3,000 (VAT inc.) -
Director of Housing/Finance Manager


Up to £5000 (VAT inc.)  -
Chair after competitive quotations



£5000 and above
     -
By tender or by full Board approval

In the event of any absence of the above personnel, the authority level should be delegated upwards.

The lowest quotation/tender should normally be accepted, subject to avoiding placement of a disproportionate amount of work with one contractor.

6.0
PLANNING MAINTENANCE

The Association is committed to planning for the future maintenance of its housing stock.  It will therefore employ a competent professional agent to conduct condition surveys and technical inspections of all the properties at least once every 10 years and to report his/her findings to the Board.  This will include an assessment of the current condition of the properties, a programme of remedial work to be undertaken and staged over a 5 year period, and incorporating an estimate of costs at current prices.

Cyclical Maintenance

Carry out planned programmes of preventative cyclical maintenance to all major building components in accordance with the guidance below:

i) Complete external redecoration - to be undertaken at least every 5 years and costed to include all necessary repairs prior to painting.

ii) Preventative maintenance - to include replacement of fittings, rewiring, furniture replacement and all other such things to minimise the need for responsive maintenance.

Energy Efficiency

The Association recognises the need for improving the energy efficiency of its housing stock and for reducing energy costs wherever practicable.  It will seek the best return for the least outlay, and the implementation of improvements will be governed largely by the length of the ‘payback period.

Duties of the Director of Housing in Planning Maintenance

Cyclical Maintenance

Specification

A list of properties, which are due for redecoration in the coming year, should be drawn up by the Association’s Director of Housing annually.  Consideration should be given to including those properties or parts of properties, which have received exceptional wear and tear in the programme.

The Director of Housing should carry out a full inspection of the properties to be included in the programme, and prepare a detailed specification for all pre-painting repairs and for the redecoration works.  Assistance may be sought from paint manufacturer’s representatives when required when drawing up specifications.

Whenever practicable, tenants should be involved in the selection of colour schemes.  For example, this may include offering to the tenants a pre-determined choice for front door colour (where painted and not stained) wall colour in communal areas, and individual living accommodation.

A report should be compiled for the Board detailing the proposed programme for their consideration.

Tendering

The work should be put out to competitive tender in accordance with the Association’s prescribed procedures. The Director of Housing should usually tender both internal and external works on a per scheme basis.

Supervision

The Association’s Housing Officer is responsible for supervising and controlling the programme.   He/she should inspect the works in progress, taking into consideration the following stages:

· pre-painting repairs

· burning off and preparation

· undercoating

· top coating

Contract Administration
The Director of Housing is responsible for administering the contract.  All contract administration should be carried out in accordance with the recognised procedures recommended in the form of contract.

Energy Efficiency
When replacing energy components the Director of Housing should investigate the options for more energy efficient solutions.   The choice of replacement will be determined by:

· practicality/suitability

· cost & payback period (up to 5 years in normal circumstances)

· environmental considerations

There is now competition in the supply of energy to larger users and therefore quotations should be obtained from at least 3 suppliers whenever a supply contract comes up for renewal.  The lowest quotation ought usually to be accepted.

7.0
USE OF CONTRACTORS AND CONSULTANTS

The Association will seek to ensure that all contractors and consultants work to high standards and offer good value for money.

The performance and cost-effectiveness of contractors will be monitored by:

i) calculating the number of works orders completed within a specific time

ii) assessing feedback from tenants

iii) reviewing the hourly rates charged

iv) exercising judgement in the examination of invoices (e.g. comparing charges for broadly similar tasks).

The Association will avoid over reliance on particular contractors for day work by limiting the proportion of work given to any one individual contractor to not more than 50% of the total number of contracts annually.

When appointed to the Approved List, contractors will be provided with a copy of the Association’s Code of Conduct for Contractors (see Appendix 2) which will inform them of the standards of courtesy and customer care which will be expected of them when undertaking work for the Association.

The Association is committed to providing a prompt payments procedure for contractors.  Payments will be made in accordance with normal commercial practices after the receipt of a complete and correct invoice subject to satisfactory completion of the work.

Duties of the Housing Officer in the Use of Contractors and Consultants

The Housing Officer is responsible for progressing and ‘chasing’ the maintenance contractors to help ensure that category response times for repairs are met.

All invoices in respect of repairs and maintenance work should be passed to the Director of Housing who has the responsibility for authorising payment.  The Director of Housing should authorise these promptly, inspecting when necessary (see 8.0 Inspections and Prevention of Fraud) in order that the invoice may be settled within the target time.

8.0
INSPECTIONS AND PREVENTION OF FRAUD

The Association will ensure that proper systems are in place to minimise the risk of fraud, and will inspect samples of all repair jobs to ensure value for money, probity and quality control.

There will be formal systems to:

i) Pre-inspect a specified sample (usually 10%) of maintenance jobs to ensure that they are needed.

ii) Pre-inspect all cases where the job is unusual, or is required as a result of damage, or where the property is the subject of a high number of repair requests.

iii) Undertake regular spot-checks to ensure that jobs in progress are being carried out properly, competently and to schedule.

iv) Post-inspect, by an officer of the Association:

· all works of cyclical, programmed or major repair

· all works where the repair has cost in excess of £500

· 10%
 of repairs of a more routine nature.

The Association will monitor its performance on an annual basis in effecting these inspections in line with the percentage specified and will inform the Board accordingly.

All repair and maintenance invoices should be passed to the Director of Housing for authorisation.

Inspection Duties

All works of cyclical and programmed repair and all routine works costing in excess of £500 should be inspected.

The Director of Housing will prepare a written report quarterly to the Board illustrating the Association’s performance in inspecting repairs as outlined above.

9.0
HEALTH & SAFETY POLICY

The Association aims to provide and maintain safe and healthy accommodation for all its tenants.

It will provide information and training to staff to ensure that this aim can be achieved.

The Association will keep the policy up to date and will review it from time to time in the light of changes in circumstances in the law.

The overall responsibility for health and safety lies with the senior management team, and ultimately with the Director of Housing.  However, it is necessary for tenants to co-operate with the Association to achieve healthy and safe properties.

Duties of the Association in Matters of Health and Safety

Where a member of staff believes a person’s action to be endangering the health and safety of others, that person should be requested to refrain from continuing in the dangerous manner.

If the person refuses to heed the instruction, then consideration ought to be given to seeking police assistance if the circumstances are felt to warrant it.

10.0
MAINTENANCE ON RELET

The Association will only relet property once it has established that it conforms to a list of criteria defining a lettable standard.

In order that it may be of a lettable standard, a property must:

a) be structurally sound

b) have a safe electricity and gas supply

c) be free from infestation

d) have a fully operable heating and hot water system

e) have a pure drinking water supply

f) have adequate sanitation and drainage

g) be free from damp

h) be in a reasonable state of decoration

Properties will be inspected within 3 working days of the Association being notified that a property is vacant.

In the case of properties not meeting lettability criteria, cleaning, redecorating and repairs will be implemented within 7-14 working days of inspection.

The Association will do everything reasonably practicable to ensure that the property is secure whilst it is waiting to be relet.

The Association should inspect the vacant accommodation as soon as practicable upon termination or abandonment.

Duties of the Association in relation to Maintenance on Relet

They should inspect the accommodation against the ‘lettable standard’ list in the Association’s policy.  This will include undertaking the Health and Safety Check in accordance with the practice notes under the Health & Safety Policy.  A copy of the inspection sheet should be submitted to the Housing Officer stating that it is an inspection on relet.

11.0 DECENT HOMES STANDARD (2003)

The government has set targets to ensure that all social housing meets standards of decency by 2010. 

A decent home is one that is wind and weather tight, warm and has modern facilities.  A decent home must therefore meet the following criteria:

i. It must meet the current minimum standard for housing as defined in Section 604 of the Housing Act 1985 (as amended by the Local Government and Housing Act)

ii. It must be in a reasonable state of repair

iii. It has reasonably modern facilities and facilities

Dwellings that fail to meet this criterion are those which lack 3 or more of the following:

· A reasonably modern kitchen (20 years old or less)

· A kitchen with adequate space & layout

· A reasonably modern bathroom (30 years old or less)

· An appropriately located bathroom and w.c

· Adequate insulation

iv. It must provide a reasonable degree of thermal comfort.

All Association properties meet current Decent Homes Standard.  However, the Association via it’s Stock Condition Survey and Planned Maintenance Programme should ensure that these standards are maintained, and if possible, improved upon in future years. 

Approved by the Board 1st July 2004
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