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1.0 
Introduction

1.1
Mid Suffolk District Council (MSDC) is responsible for most repairs to their housing stock. The Council’s main repairing obligations are outlined in its tenancy agreement or in the Landlord and Tenant Act 1985, which makes sure that certain repairing obligations are written into every tenancy agreement.  Some repairs are the responsibility of the tenant; these are also set out in the tenancy agreement. 

1.2
The Council’s repairs service comprises a significant part of the day-to-day work undertaken by the Housing Maintenance and Improvements department. It is therefore important that we provide clear information to staff and tenants involved in the repairs process. In doing so the Council must ensure that it meets the legal obligations placed upon it, following best practice wherever possible. 

1.3
This policy will outline Mid Suffolk District Council’s position with regard to day-to-day responsive repairs, planned preventative maintenance and planned improvements. The repairs policy will describe the activities and responsibilities involved in delivering a repairs service. The policy will act as guidance for all housing repair and maintenance issues and will be available to staff carrying out the housing landlord role, tenants and prospective tenants.  The policy will enable all stakeholders to refer to guidance on the standard of service that can be expected. 

1.4
Although previous information exists for repairs to MSDC Council properties, the Council has so far lacked a single robust document acting as a central document detailing all of this information. Therefore, this policy will pull together information already available from various locations into one document for easy reference for tenants and staff.

1.5
The policy will work alongside the Housing Recharges Policy.

2.0
Maintenance and improvements definitions 

2.1
Responsive repair
2.2
A repair is defined as a component that has failed to do what it is designed to do. A responsive repair is a day-to-day repair identified by tenants or staff that needs to be carried out in order to avoid unacceptable property degradation or inconvenience to occupants.

2.3
Planned preventative maintenance
2.4
Planned preventative maintenance includes regular cyclic maintenance and servicing of key building components and installations.

2.5
Planned improvements
2.6
Planned improvements are longer term, non-urgent planned replacement and improvements of building components due to their age and condition. 

3.0
Policy statement

3.1 The Council aims to provide a maintenance and improvements service to its tenants that is effective and customer centred whilst supporting continual improvements to the quality of life inside the home by achieving the Councils Decent Homes Standard. The Council will maintain its housing stock by responding to repair needs and prioritising those repair jobs according to needs and circumstance e.g. the greater the inconvenience to the tenant the higher the priority.  Planned preventative maintenance will be completed with emphasis on work that is the Council’s statutory duty to complete in a timely way e.g. gas safety checks that must be completed in each twelve-month period. Planned improvements will be carried out on building components that need upgrading because of the age and condition of those components.

4.0 Aims and objectives

4.1
The repairs policy shares objectives that are stated as priorities in the Council’s Strategic Plan 2007-2011. These are as follows:

Priority 1) Affordable and decent housing - ensure all Council homes meet the required   

standard by 2010

Priority 3) Safer and cohesive communities - improve access to services for minority, disadvantaged and vulnerable groups
Priority 6) Community engagement - establish area forums and involve local people

4.2
The Council’s vision as stated in the Strategic Plan 2007-2011 is ‘To deliver local access to high quality, value for money services.’
4.3
The aims of this policy are as follows:

· To establish the Council’s responsibilities to tenants, staff and contractors and provide clear information about the maintenance and improvements service

· Ensure that tenants and stakeholders are involved and consulted on key aspects of the maintenance and improvements service
· To establish the tenant’s responsibilities for internal decoration and certain minor repairs and general standards of upkeep within the tenancy

· Establish clear links between the repairs policy, the Strategic Plan priorities, the service plan and the tenancy agreement

· To ensure clear information is provided outlining the procedures that tenants should follow in accessing the service generally.

· To make a distinction between the various aspects of the service e.g. the responsive repair service, planned preventative maintenance and the planned improvements service

· To maintain a flexible approach that enables service delivery to be targeted according to need

· Provide a fair service that also reflects the Council’s commitment to equality and diversity in access to the service
· To achieve consistency wherever possible in service delivery

· Provide an efficient, prompt and cost effective repairs service that tenants, staff and contractors easily understand
· To make the best use of resources and staff time

· To enable to Council to monitor the performance of the repairs service effectively

5.0 
Policy detail

5.1
The following sections focus on the main details of the Council’s repairs service.

6.0
The Council’s responsibilities

6.1
Many of the Council’s responsibilities are mentioned in the tenancy agreement. The extracts below clearly show the responsibilities that the Council’s has under the tenancy agreement in relation to repairs.


Section 4; Extract 4.1; 


We must repair: 

· The structure and outside of your home (including drains, gutters and external 

     pipes
· Installations in your home that supply electricity, gas, water and drainage

· Any heating and water equipment that we have provided

· Kitchen and bathroom fittings that we have provided

· Common parts, lighting, lifts, sheds (only if provided by us) and stairs

· We will paint the outside of your home at regular intervals

· We must do repairs in a reasonable time. When you report a repair we will tell  

     you when the work will be done by. This will depend on how urgent it is.

· We must clear up after carrying out a repair and we will leave the decoration

     as close as possible to how it was before we did the work. 

· We must give or send you written confirmation of your request for a repair, 

     unless it is carried out in an emergency.

Section 7; Extract 7.1

There are some circumstances in which the Council has the legal right to take possession of your home. We can move you if:

· Property needs to be empty for major building repair or for complete     redevelopment or because it has to be demolished. You will be offered a suitable alternative home. You will usually get compensation or help with moving costs (or both) depending on your circumstances. Your move could be permanent or temporary. If you agree to a temporary move we have the right to take possession of your temporary home when the work is finished. 

6.2
Other responsibilities the Council has
· We will make good any disturbed surfaces and decoration, or allocate vouchers for the purchase of decorating materials that will enable tenants to redecorate themselves
· We will ask you if you were satisfied with repair work when it has been completed and we will take action after listening to any comments that you make

6.3
Common areas

6.4
The law imposes requirements on landlords to keep certain parts of properties in repair and proper working order. These requirements apply to the Council’s tenancy agreement. The Council’s tenancy agreement defines common areas as communal areas owned by the Council, but not let exclusively to tenants or their neighbours. Examples include: stairways and landings in blocks of flats, communal lounges, laundry rooms and corridors in sheltered accommodation and parking and access areas.

6.5
The government states that:

· Councils should ensure that shared areas are properly maintained. These requirements apply whether or not they are mentioned in the tenancy agreement. 

     repair but responsibility for repairs is between the Council and tenants.


· The Council has a legal obligation to keep the structure of the house in good  

     repair but responsibility for repairs is between the Council and tenants.


6.6
Staff responsibilities

6.7
Customer Services Direct public access help desk are responsible for the initial reporting of repairs and passing the information to the Housing Maintenance and Improvements department.

6.8
Mid Suffolk District Council employ its own staff to complete most day to day repairs. Various private contractors are engaged to undertake specialist tasks such as Gas installation maintenance.

6.9
The Head of Housing Maintenance and Improvements holds overall responsibility for responsive repairs, planned preventative maintenance and the planned improvements service.

7.0
Repairs for which tenants are responsible

7.1
The tenant is responsible for the following repairs:
· All decorating and decorative order inside the property

· All portable electrical appliances, plugs, and door bells (other than beacons or door entry systems /bells fitted by the council.) 

· Replacing batteries that power accessories i.e. smoke detectors
· Pull chains to w/c cisterns

· Coat hooks

· Curtain and window blinds, rails and fittings

· All wooden sheds 

· Ash pans for open fires

· All internal door locks and furniture

· All carpets and carpet thresholds

· All laminated floor coverings

· Toilet seats and lids

· Glass replacement

· Sink and bath plugs and chains

· Any maintenance to fixtures and fittings that the tenant has fitted in that tenancy

· Gas cookers and electric cookers, connections and other appliances you have fitted

· Gas leaks on your own appliances

· Fuses, lamps or bulbs

· Keeping grates, grids, waste pipes  and gullies clean and clear 

· All damage caused by tenants and their visitors

· Door locks and door furniture inside your home

· Replacement locks after keys have been lost
· All television and telephone/IT connections

· Aerials of any sort (unless provided by the council as communal aerials).

7.2
Most tenant responsibilities are mentioned in the tenancy agreement. The extracts below show the responsibilities that the tenant has under the tenancy agreement in relation to repairs.


Section 7; Extract 7.2
· You must report any faults or damage immediately

· You or anyone living with you or visiting your home must not tamper with gas  

            or electricity supplies or with the meters
· You must pay for repair or replacement if damage is caused deliberately or by your own neglect (not reporting a leaking pipe for example)

Section 11; Extract 11.1
Before you leave the property you must:

· Arrange to repair any damage that has been caused during your tenancy  

either deliberately or carelessly. This includes the replacement of fixtures and fittings removed by you or others during your tenancy

· Allow us access to the property to assess repairs that may need doing before   

           it can be re-let and to show the property to prospective tenants.

7.3
Tenants’ rights

7.4
The Council’s tenancy agreement makes one reference to tenants’ rights with regard to repairs. This is as follows:

Section 4; Extract 4.3
You have the right to get repairs done on time. In some cases you have a legal ‘right to repair’ under the Housing Act 1985 Section 96. You may be able to get compensation if certain repairs are not done on time. (This does not apply to introductory tenancies). 

8.0
Repair responsibilities for shared properties

8.1
In some cases repairs are needed to components that are jointly owned by the Council and private property owners. Examples include shared chimneystacks, shared garden paths, and drains etc. The Council will contact the tenant prior to work commencing, advising them of the nature of the work and it will make arrangements with the private owners for the payment of shared costs. 

9.0
Legal context

9.1
Right to repair scheme

9.2
The Right to Repair legislation is of particular importance for tenants so this is explained briefly below. 

9.3
The Right to Repair Scheme is a scheme for Council tenants that aims to ensure small urgent defects which might affect health, safety or security are repaired quickly.

9.4
Subject to regulations, secure tenants whose landlords are local housing authorities are entitled to have qualifying repairs carried out at their landlords expenses and are entitled to receive compensation from the landlord if qualifying repairs are not carried out within a set time period. A repair must remedy a defect mentioned in column 1 of the schedule (Housing Act 1985) and does not cost more than £250 and meets the description of a qualifying repair in Section 96 (6) of the Housing Act 1985). 

9.5
To get repairs done under this scheme you should contact the Council telling them the repairs that you need done using the contact methods in section 7.2. 

9.6
For more information regarding the Right to Repair Scheme please see Appendix 2, or alternatively contact the Council using the methods explained in section 10.2 of this policy.

9.7
Tenant Services Authority
9.8
The Tenant Services Authority, part of the Housing and Regeneration Act (2008) is a new watchdog for social housing tenants which allows them to have new powers to step in and penalise landlords who are not giving a good service such as not getting repairs done. The Tenant Services Authority will regulate Registered Social Landlords from 2009 with its work expected to be extended to council tenants within two years. 
9.9
Gas safety

9.10 Under Gas Safety (installation and use) Regulations 1994 landlords are responsible in certain circumstances for making sure that gas installation and appliances are maintained in good order and checked for safety at least every 12 months. A record of checks must be kept and a copy must be given to tenants. 

9.11 In fulfilling this requirement it is essential that tenants provide access to the Councils heating maintenance contractor within the 12 month period since the last safety inspection. Failure to grant reasonable access will result in a court injunction being served on the tenant in order that the safety check can take place. Only CORGI registered engineers can carryout work on gas installations and appliances. 

9.12
Decent Homes Standard

9.13
Central Government’s Decent Homes Standard means that each council home has a set of complex criteria applied to the components that make it up. In short, the age and condition of those components dictate if the property is decent or not. Where components are old and in poor condition they are replaced under the Council’s planned improvements program. A decent home is one which is wind and weather tight, can be kept warm and has modern facilities. It reflects what social landlords spend their money on. To set a national target common definition of decent is needed so social landlords can work towards the same goal.

9.14
A decent home meets the following criteria:
1. It meets the current statutory minimum standard for housing.


  Dwellings below this standard are those defined as unfit under section 604 of the Housing Act 1985 (as amended by the 1989 Local Government and Housing Act).

2. It is in a reasonable state of repair

9.15
Dwellings which fail to meet this criterion are those where either:
1.   One or more of the key building components are old and, because of their  

      condition, need replacing or major repair; or

2.   Two or more of the other building components are old and, because of their 

      condition need replacing or major repair.

3.   It has reasonably modern facilities and services

9.16
Dwellings which fail to meet this criterion are those which lack three or more of the following:
· A reasonably modern kitchen (20 years old or less)

· A kitchen with adequate space and layout

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

· An appropriately located bathroom and WC

· Adequate insulation against external noise (where external noise is a problem)

· Adequate size and layout of common areas for blocks of flats

· It provides a reasonable degree of thermal comfort

9.17
The above criterion requires dwellings to have both effective insulation and efficient heating.

9.18
General principles of application
9.19
In applying the decent homes standard, social landlords should bear in mind the following:

· It is a minimum standard that all social housing should meet by 2010 and which can be measured consistently across all social housing stock in the UK.

· It is a standard that triggers action, not one to which work is necessarily carried out

· Landlords are not expected to make a home decent if it is against a tenant’s wishes as work can be undertaken when the dwelling is next empty

· Landlords are not expected to carry out only that work which contributes to making homes decent. e.g. building components may fail early; these should be dealt with, typically on a responsive basis

· Environmental and security works which are not included in the decent homes standard may be considered high priority in some areas

10.0
The Repairs Service and Reporting a Repair
10.1
First of all tenants need to inform the Council that a repair is needed. The person reporting the repair must explain as clearly and simply as possible what the problems are and should have the following information ready:


1)   Tenants name


2)   Tenants address


3)   Tenants telephone number


4)   Details of fault/repair


5)   Access details


Tenants are encouraged to make the helpdesk staff aware of any circumstances that are likely to influence the response that the council provides i.e. special circumstances concerning disability of occupants etc.

10.2
Repairs can be reported to the Council in a number of ways:

· Customer Services Direct (CSD) public access helpdesk during office hours: 8:30am-6:00pm Monday to Friday, 9:00am-1:00pm Saturday on 08456 001 135

· Email: customerservice@csduk.com
· Fax: 01449 677695

· Request in writing to: Head of Housing Maintenance and Improvements, Mid Suffolk District Council Offices, 131 High Street, Needham Market, Suffolk, IP6 8DL

· Visit Mid Suffolk District Council Offices, 131 High Street, Needham Market, Suffolk, IP6 8DL during office hours: 8:30am-5:30pm Monday to Friday

· Visit one of the Council’s Service Centres during office hours:


1) Stowmarket Service Centre, 54 Ipswich Street. Stowmarket, IP14 1AD; 8:30am -5:00pm Monday to Friday


2) Eye Service Centre, 6 Cross Street, Eye, IP23 7AB; 9:00am-5:00pm Monday to Friday

· Visit ‘One-Ipswich’ Customer Service Centre, Ipswich Town Hall, King Street, Ipswich IP1 1DA during office hours: 9:00am- 5:00pm Monday, Tuesday, Thursday and Friday, 10:00am-5:30pm Wednesday where we have office staff

· Visit Lowestoft Customer Service Centre, Navigator, Lowestoft Library, Clapham Road South, Lowestoft, NR32 1DR during office hours: 9:00am-5:30pm Monday to Friday and 9:00am-1:00pm Saturday where we have office staff

11.0
The repairs process

11.1 Once a repair has been reported to the Council, the CSD helpdesk will raise a job order wherever possible. Sometimes an inspection is necessary before a job order can be raised, if this is the case then an inspection order will be raised.  A convenient appointment (morning or afternoon) can be arranged with the tenant. The inspection will result in advice being given to the tenant or the raising of a job order.

11.2 Tenants will be informed of the decision following a repair request and or inspection. If it is decided that repair is needed, a works order will be raised and the repair works will be given a priority rating according to clearly defined standards that the Council has for repair requests. Judgement for this will be based upon individual needs.

11.3
Maintenance and Improvements issues that will normally always require pre-inspection are:
· It is not clear who is responsible

· Measurements need to be taken

· Those where we need to identify the source of the problem

· Where specialist materials/equipment are needed

· The repair results from damage that is not normal wear and tear

· Dampness within the property

· Heat management queries

· Ventilation queries

· Insulation queries

· Chimney faults

· Joinery replacement

· Sub standard kitchen design

· Sub standard bathroom design

· Work to party walls is envisaged

· Cracked walls and ceilings

· Security Upgrade requests

· Boundary queries

· Paths and walkways
· Disabled persons adaptations
· Tenants alterations
· Any reoccurring problem
· Quality of work carried out is an issue
· Any repair issue resulting from solicitors letters, Citizens Advice Bureau (CAB) etc
· Damage following fire or flooding
· Drainage queries where blockages are not the problem
· Vehicle damage or other insurance related repair issue
· Work is the result of damage caused by tenants or others
11.4
An inspector may visit after work is done to:
(a) Ensure it has been completed

 
(b) Check it has also been completed to an acceptable standard.


11.5
The Service aims to carry out these ‘post inspections’ on approximately 10% of repair jobs carried out.

11.6
When a tenant applies for a repair under the tenant’s right to repair scheme
· If  the landlord feels it necessary to conduct an inspection of the house then the landlord should do so

· If the landlord is satisfied the repair is not a qualifying repair, it shall notify the tenant

· If the landlord is satisfied the repair is a qualifying repair the landlord shall issue an acknowledgement slip with a satisfaction survey on the reverse to the tenant. The contractor will also be informed. The acknowledgement slip will provide the following details: name, address and telephone number of the contractor, arrangements made with the contractor (Date and time), what the repair is and when the repair should be done by

11.7
The main drivers for establishing priorities for repair works under the planned improvements program are:

· Age and condition of building components determined during stock condition surveys

· Feedback from the responsive repair team
· Consultation with the tenant forum executive
12.0
Priority Ratings for Repair Jobs (how long it will take for repairs to be completed)

12.1
Each repair request has a priority rating allocated to it in order that tenants in most need have their jobs completed within a reasonable time.

12.2
The council should be given a reasonable opportunity to get things done.
For more routine maintenance problems it may be reasonable to allow a period of days or weeks for the council to organise repairs.

12.3
The council gives a priority rating to each repair request that indicates the maximum time you might have to wait before your repair request is completed. 

12.4
Repair priorities 

Priority E = Emergency

Response- 4 hour target Investigate and make safe. Restore, or provide alternative facilities within the following 24-hour period.

This priority is allocated when the repairs needed constitute a danger, health hazard or result in an occupant's inability to secure premises. Repair needs seriously affect living conditions.

If the works are very urgent, for example serious water leaks, loss of electrical supply, blocked drains, hot water and central heating breakdowns, the council will aim to respond on the day the complaint is made. It is not always possible to complete emergency repairs on the same day; but we aim to investigate immediately and make safe within a target of 4 hours. We will do our best to restore, or provide alternative facilities within the following 24-hour period

Examples of repairs for which the Council aims to provide an emergency response:

· Total loss of electric power

· Electrical faults that constitute either a risk of shock or fire

· Total loss of water supply

· Major leaks to water supply that cannot be controlled by a stop-tap

· Dangerous structural faults

· Leaks to internal gas services

· Total/partial loss of space or water heating between 1st November and 30th April (inclusive)

· Protective works and works to make buildings safe after storm, fire or flood

· Blocked flues on heating appliances

· Blocked drains or overflowing sewers

· Entrance doors and ground floor/balcony windows where the property is insecure

· Major defects to w/c cisterns / pans where only one w/c is available

· Fume spillage from appliances or flues

· Oil leaks on supply tanks or pipes

Where a request for an emergency visit has been made tenants must ensure access is available if needed. If the Council responds and find no one at home tenants may be billed for the cost of the emergency call.

Priority U = Urgent

Response - 3 working days (excludes weekends) maximum response time for completion of the works.

This priority is allocated when the repairs needed constitute a potential threat to health. Repair needs significantly affect living conditions.

Examples of repairs that require an urgent response;

· Electrical faults on lighting and power circuits

· Minor bursts to external water supply

· Minor leaks to internal water supply

· Faulty traps, valves and sanitary appliances that leak

· Loose or detached banister or handrail

· Rotten timber flooring or stair treads

· Minor roof leaks and defects

· Total/partial loss of space or water heating between 1st May and 31st October (inclusive)

Priority 1 = Essential

Response - 5 Working Days (excludes weekends) maximum response time and completion of works.
This priority is allocated when the repairs needed constitute a severe inconvenience to the occupant. Examples of repairs that require a priority one response;

· Minor water leaks on internal service pipes or sanitary appliances

· Faulty taps or valves

· Non-urgent minor roof leaks and defects 

Priority 2 = Non-urgent 

Response - 14 Working Days (excludes weekends) maximum response time and completion of the works

This priority is allocated when the repairs needed constitute an inconvenience to the occupant.

Priority 4 = Extended non-urgent

Response - 28 Working Days (excludes weekends) maximum response time and completion of works.

This priority is allocated when the work required is necessary but is routine in nature.

Priority 6 = Routine

Response - 42 Working Days (excludes weekends) maximum response time and completion of works.

This priority is allocated when the work required is necessary but routine in nature.

Priority 12 = Extended Routine 
Response - 84 Working Days (excludes weekends) maximum response time and completion of works.

This priority is allocated when the work required is necessary and routine in nature.


12.5
By making an appointment your can arrange a repair request to be attended to on certain days to suit you. These appointments are generally limited to A.M or P.M slots.

12.6
If it is necessary for the contractor to have access to the house or flat in order to carry out the repair, try to make clear arrangements of how access is to be made and how the council can contact you including a telephone number. A tenant has to allow reasonable access and the council in turn should give reasonable notice of when access is required.

12.7 
Following prioritisation of a repairs job, an acknowledgement slip with a satisfaction survey on the reverse will be sent to the tenant, along with a pre-paid envelope. The contractor will also be informed. The aim of the acknowledgement slip is to confirm what the tenant has asked the Council to do. 

12.8
The acknowledgement slip will detail: 

1)   Tenants name

2)   Tenants address

3)   Telephone number of the contractor that will do the work

4)   Arrangements made with the contractor (Date and time)

5)   Confirmation of the repair that has been reported 

6)   The target date when the council aims to complete the repair by

13.0      Access for repair works

13.1 Council staff and any other person authorised by Mid Suffolk District Council may at some time need to get the tenants home. For example, access may be needed to inspect the state of a repair or to carry out repairs to the home or an adjoining property.

13.2
Under the tenancy agreement tenants must allow them access. We will give advance notice whenever we can. Access also includes tenants providing working space for work to take place, moving furniture and lifting carpets to allow repairs to be done. Carpeting and laminate flooring that is supplied and fitted by tenants are their responsibility. If they have to be lifted to carry out a repair the Council will avoid unnecessary damage but cannot be held responsible for the unavoidable disturbance that may take place.
13.3
Tenants are responsible for making sure furniture, flooring finishes and carpets are moved out of the way, ready for the work to be done and for the refitting of those items after work is completed. 

13.4
Where repair work to pipe-work or electrical services under the floor is required the Council is not liable for disturbance and damage caused to floor finishes or carpets caused in the process of the repair.
13.5
Tenants are responsible for ensuring that loft spaces are kept clear, these should not be used for storing personal belongings. Loft areas contain layers of insulation quilt which cover the ceiling joists. Tenants should not enter loft spaces unless there is urgent need, when tenants do enter loft spaces they should restrict movement to the areas that are boarded on top of the ceiling joists. Loft areas are not designed for storage of goods and chattels and hence the Council accepts no liability for any damage caused. 

13.6
The contractor will be told about the access arrangements that have been made with the tenant when the repair was reported. Should the tenant not be at home when the contractor calls the contractor will leave a card informing the tenant that they called while the tenant was not at home. Tenants are invited to make contact with us again with an alternative date and/or time, and necessary contact details when access will be available. Unless a tenant makes new access arrangements, the job may be cancelled.

13.7
Door Step Security is an issue that the Council takes very seriously. All staff and contractors carry official ID cards that include their photographs. Tenants should not allow anyone into their home unless they are satisfied they are genuine council workers or contractors. If in doubt tenants should shut them out. This can be checked by phoning the repairs helpdesk.

14.0
Quality of repair works

14.1
Tenants will have received an acknowledgment letter and a satisfaction survey for tenants to tell us about the performance of the contractor, who carried out the repair, and if necessary, any follow up work that may be needed. Tenants should return this after the work has been completed. By receiving a response to the surveys, the Council will be able to monitor the quality of service we provide and it allows us to make improvements to that service. The Council encourages tenants to return the satisfaction questionnaire and all feedback is dealt with impartially. 

15.0
Planned maintenance and servicing 
15.1
The Council will carry out an annual safety check and servicing of gas heating installations, oil heating installations, electric warm air heating installations and some other heating installations. These checks are essential and statutory, the council and its preferred heating maintenance contractor work strenuously to ensure that a safety check is carried out on all gas appliances within each 12 month period. It is essential that tenant make every effort to grant access for 


such checks. The planned maintenance program also includes the regular painting of timber and masonry components fitted externally to council homes. The painting cycle is normally a five yearly cycle, however a program of removal of timber components is ongoing and this will ultimately result in painting activities largely only being undertaken on masonry finishes only.

15.2
Planned improvements
15.3
In order to meet the Council’s Decent Homes Standard, certain key building components will be replaced if they are of a certain age and are in poor condition. The component lifetimes and disrepair criterion are laid down in the government guidance document. The decent homes program has been implemented first in parishes where the government has indicated that deprivation is at variance with average depravation in the region. The Head of Housing Maintenance and Improvements has consulted with the Tenants’ Forum Executive in order to define the work that the Tenant Forum believes is a priority for tenants. Many good ideas and initiatives have come forward as a result of this close working with the Tenant Forum. 

15.4
The Head of Housing Maintenance and Improvements has also consulted with tenants on the choices and options that tenants are given when replacement and improvement works take place. Choices on offer to tenants include:

15.5
For kitchen modernisations

15.6
Mechanisms for establishing which properties are upgraded

· Programme to follow heating and/or window replacement

· Kitchen to be over 20 years old

· Kitchen condition rating held on records indicates need

· Kitchen fails decent homes standard i.e. modern facilities/min standards

· Prioritise oldest properties first.

15.7
Actions in preparation for delivery of kitchen upgrades
· Tenants will receive a visit from a surveyor who will discuss the proposed alterations and provide photographs of the types of kitchen improvements on offer and provide samples of kitchen units and the colour ranges on offer.

· The surveyor will explain his role and the assistance and preparatory advice packages that are available

· Provide advice on clearance of kitchen.

· Provide loan baby belling cooker for duration of work if needed

· Give guidance on Health and Safety issues during work

· Give guidance on issues relating to children and pets

· Give guidance on protection of valuables during the works.

· Accept that illness or holidays will require flexible approach.

· Tenant consultant processes for kitchen modernisations have been established and a pre agreed range of choices has been made available to tenants, answering any day to day queries on what is involved in the project and allaying any tenant concerns

· The tenant will be provided with the surveyor’s name and telephone number in order     that they have one point of contact for issues that might arise throughout the works.

15.8
Choices available
· Choice of wall tiles (6 colours)

· Choice of unit fascias (6 colours)

· Choice of worktop colours (6 colours)

· Choice of sheet floor covering colour (6 colours)

· Fit lever taps to sink unit as standard

· Improve position and number of 13 amp electrical socket outlets.

· Consult on position of wall cupboards

· Consult on position of own appliances (white goods)

· Consult on colour of walls where painted areas need redecorating

· Tenants are to sign an agreed layout plan for the kitchen that includes the choices made by the tenant.

15.9
What is involved?
· The kitchen will be surveyed prior to the work starting with adequate notice  

      being given

· The tenant will be expected to arrange to clear the kitchen area and storage cupboards of all portable items before work is started

· The duration of the work will be kept to a minimum depending on the nature of works, generally we aim for less than 10 days.

· The tenant will be informed about which contractor will do the work and a preliminary introductory meeting will take place between the surveyor, contractor and tenant

· The kitchen will be modernised and electrical and gas installation work will be inspected and certified safe, all making good will be completed before the handover

15.10
For bathroom modernisations

15.11
Mechanisms for establishing which properties are upgraded

· Programme to follow heating and/or window replacement

· Bathrooms over 30 years old

· Property condition indicates need

· Fails decent homes standard i.e. modern facilities/min standards

· Prioritise oldest properties first

15.12
Mechanisms in preparation for delivery of upgrade
· Tenants will receive a visit from a surveyor who will discuss the proposed alterations and provide photographs of the types of bathroom improvements on offer and provide samples of components where choice is offered. Sanitary ware that will in all cases be white.

· The surveyor will explain his role and the assistance and preparatory advice packages that are available.

· Provide advice on clearance of the bathroom

· Give guidance on Health and Safety issues during work

· Give guidance on issues relating to children and pets

· Give guidance on protection of valuables during the works.

· Accept that disability, illness or holidays will require flexible approach

· Establish a tenant consultant for each project and these to offer a pre agreed range of choices available to tenants, answering any day to day queries on what is involved in the project and allaying any tenant concerns.

15.13
Choices available
· Choice of wall tiles (6)

· Choice of sheet or tiled flooring colour (6)

· Choice of colour of walls where painted (6)

· All taps to be lever quarter turn taps

·  Fit appropriately controlled and sized mechanical extract fan

15.14
What is involved?

· Tenants to sign an agreed layout plan for the bathroom that includes the choices made by the tenant

· The bathroom will be surveyed prior to the work starting with adequate notice being given

· The tenant will be expected to arrange to clear the bathroom area of all portable items before work is started

· The duration of the work will be kept to a minimum
· The tenant will be informed concerning which contractor will do the work and a preliminary introductory meeting will take place between the surveyor, contractor and tenant

· The bathroom will be modernised and electrical and gas installation work will be inspected and certified safe, all making good will be completed before the handover

· The surveyor will provide an advise package at time of installation on condensation control measures

15.15
External door replacements
15.16
The Council will replace both the front and rear external doors according to need. Other external doors to outhouses will also be replaced. The front and rear doors will meet the secure by design standard and shall have double glazed panels as standard.

15.17
The tenant will be offered a choice of 3 designs that have been agreed with the Tenant Forum Executive.

15.18
Window replacements
15.19 Widows will be replaced with double glazed PVCU windows according to need incorporating draught striping and window locks. Window locks will be the ‘push on-push off’ type lock that does not require a key to open them. 

15.20 Heating replacement

15.21 Heating system replacement generally takes place on a 15-year cycle. The Council will aim to replace the heating appliance and controls with the most effective and efficient systems available at the time. Building Control regulations will apply. 

15.22 It is the council’s policy to avoid the need for water storage in loft spaces if this can be practically achieved.

15.23 The council will actively consider the fitting of renewable energy systems wherever these are a practical alternative to the previously fitted heating system.

15.24 The Council has also consulted with the tenant forum on the move away from fossil fuelled heating systems. The Council will not consider the fitting of solid fuel systems in its stock by agreement with the Tenant Forum and it is currently phasing out warm air systems and electric storage heating.  

15.25 The Council has to balance the costs of installation with operational affordability when arriving at the preferred heating solution for a project. Currently where gas supplies are unavailable renewable energy solutions will be the councils preferred solution before any other fossil fuel system is considered. Increased Government funding is gradually enabling wider consideration and choices of renewable energy solutions to take place. 

15.26 For all other planned improvement works building components are replaced according to need, priority and available funding.

16.0
Help for vulnerable tenants

16.1
In circumstances where a tenant is vulnerable we will try to schedule repairs faster than normal and offer extra assistance e.g. where tenants are wheelchair users or have special bathing needs. All cases will be considered on an individual basis.

16.2
Examples of vulnerable tenants include:


1)   People with mobility difficulties 


2)   People with sensory difficulties


3)   People with mental health problems


4)   People who have learning difficulties 


5)   People who are elderly and/or infirm

16.3
When a repair is reported the person reporting the repair needs to let the Council know that the tenant is vulnerable and may need repairs completed faster than the published response times because of their circumstances. The councils repair service makes every effort to accommodate such requests.

17.0
Rechargeable works

17.1
Mid Suffolk District Council can look at charging tenants for the cost of repair works resulting from damage caused by occupants or visitors. One section in the tenancy agreement refers to recharging tenants for repairs:


Section 11; Extract 11.2


The Council will charge you for certain repairs and other work which has to be done during your tenancy after your tenancy has ended. These include:

· Damage caused during your tenancy

· Repairs for which you as a tenant are responsible

· Fixtures and fittings that are missing 

· Cleaning the property and clearing the garden area if left in an unsatisfactory  

                and unmanageable condition

· Rectifying any alterations you have made without our permission and which 

                were not done to an acceptable standard


Any items left in the property after tenants have returned the keys will be disposed of and tenants will be charged for the cost of this disposal. The Council will pursue outstanding debts through the County Court.

.

17.2 Where repairs are needed because of vandalism, the Council will only carry out the repairs if the tenant has reported the incident to the Police. The police will issue the tenant with an incident number. The tenant must provide the council with the police incident number when reporting the repair. If damage has been caused by neglect or recklessness on behalf of occupants then the cost of that repair work carried out will be recharged to the tenant in full.

17.3 If Customer Services Direct (CSD) receive a repair request and suspect that it may be due to neglect or deliberate damage then they should contact the Head of Housing for Maintenance and Improvements. A property inspection will then be carried out. Following an inspection the Council will inform the tenant whether the repair is rechargeable or not. If the repair is rechargeable, a provisional cost for the repair should be discussed at the time of the initial inspection. 

17.4
Further information about the recharging process is contained within the Council’s Housing Recharges Policy. The Recharges Policy is available on the Council’s website: www.midsuffolk.gov.uk or can be accessed by contacting the Housing Policy Officer (Housing Services) at the Council by calling 01449 724773, or by visiting the council offices.

18.0
Right to buy

18.1
If a tenant applies to buy their council house, repair rights reduce accordingly. The Council will not carry out any major repairs or improvements to the property. If the Council carry out major repairs to the property this may affect the valuation given during the application to purchase the property. The Council still legally own the property however until it is transferred and therefore must keep the structure and exterior of the property weather tight, completing emergency and urgent repairs. Emergency repairs will still be carried out. Tenants still have a limited right to repair until the property is purchased. The Council is still obliged to carryout all qualifying repairs under the Right to Repair Scheme. 

18.2
The Council has a legal obligation to carry out an annual gas service/safety checks until the date the property in sold.

18.3
Once the property has been sold the repair responsibilities become those of the new owner. The new owner will be responsible for repair costs to any components that are shared with other private owners and the Council. For example drains, shared access paths, un-adopted access roads. 

19.0
Alterations carried out by tenants

19.1 Tenants that wish to carry out alteration work should write to the Head of Housing Services seeking approval to carry out an alteration and setting out their intentions and providing where necessary a sketch or drawing of the alterations proposed.

19.2
The Head of Housing Services is unlikely to refuse permission to tenants who wish to carry out alteration works. However, in order to ensure that alteration works achieve a recognised industry standard, then it will be inspected prior to commencement. Furthermore, the tenant will be expected to take advice from the surveyor on technical aspects of the work undertaken. All work must be undertaken by competent persons. The work will inspect on completion to ensure it is safe and that standards of work and materials are acceptable.

20.0
Resident involvement

20.1
Mid Suffolk District Council encourage resident involvement with its housing services.  Specifically for housing repairs there are many ways in which tenants can become involved. These are as follows:

· The Council’s Tenants’ Forum can be used as a way for council tenants in Mid Suffolk to have a say in the way the Council deals with housing repairs. There are meetings that take place at the Council offices that consist of housing staff, elected members and Mid Suffolk District Council tenants

· Housing Progress Meetings take place at the Council. This group consists of different members of staff at the council as well as members of the Tenants’ Forum. Various housing issues are discussed at these meetings, in particular housing repairs

· Policies at the Council affect tenants as well as staff. It is critical then, that the Council involved Mid Suffolk tenants and other service users in policy development and implementation. Tenants can have a say during consultation periods about new policies being introduced. 

20.2
For more ways of how to become involved or for more information/copy of the policy tenants can contact the Resident Involvement Officer at the Council on 01449 724753 or by emailing Dawn.Geeson@midsuffolk.gov.uk. The policy is also available on the Council’s website www.midsuffolk.gov.uk or tenants can visit the council offices to get hold of a copy or request further information. 

21.0
 Implementation, monitoring and review

21.1
The implementation of this guidance was agreed on 27.01.2009 and will be take effect from this date. The responsibility of this policy lies with the Head of Housing Maintenance and Improvements. For any queries, please contact the Head of Housing Maintenance and Improvements on 01449 724742.
21.2 
Monitoring of this policy and the repairs service will take place using a variety of methods:
1)  Measuring customer satisfaction through the use of satisfaction surveys. Customer Services Direct collects comments periodically which are then separated into repair areas. Comments about work that has been carried are then sent to the area supervisors. The satisfaction slip is used by tenants to tell the Council about a contractor’s performance and if necessary any follow up work that may be required. To ensure that the repairs service offers value for money and is continually improved the Housing Maintenance and Improvements department will monitor:

· Satisfaction survey returns (where improvement is needed take action)

· Quality of work carried out

· Expenditure across a range of similar jobs

· Job completion target times
· National Performance Indicators
2)  The housing repair team runs weekly reports on outstanding jobs and jobs that are about to become overdue and are overdue when compared with the target date to ensure that these are dealt with.

3) The Head of Housing Maintenance and Improvements will report to Management Board on a quarterly basis in order to monitor the delivery of the service plan, National performance Indicators, key measures from the previously applied Best Value performance Indicators and local performance indicators as well as other targets set.

4) The number and types of vulnerable tenants who required extra help or assistance with the repairs service

21.3
The Council aims to make sure that a high quality service is delivered every time a repair is reported. However, mistakes do happen, and we are equally committed to resolving complaints and problems promptly, as we become aware of them.

21.4
Mid Suffolk District Council will monitor this policy 12 months from its date of implementation. This will take place by December 2009.

21.5
A full review of this policy will be take place 3 years from the date of implementation. 
22.0 
Equality and diversity

22.1
We are committed to giving an equal service to all.  This means we will not treat individuals any differently because of: sex, colour, race, nationality, ethnic group, regional or national origin, age, marital status, disability, political or religious belief or sexuality.  It also means our work will focus on individual groups within our community who may be disadvantaged and therefore require help the most. We also look to ensure that we have robust policies in place that reflect our wish to promote good race relations and our commitment to the Key Lines of Enquiries set by the Audit Commission. A translation service is available for people whose first language is not English so that the service can be accessed equally. Language Line provides all corporate translation services. They can be contacted on 08456 066 067.

23.0 
Equality Impact Assessment
23.1
The Council are required to carry out an Equality Impact Assessment (EIA) of this policy to comply with equalities legislation. A copy of the EIA for this policy is available separately either on the website: www.midsuffolk.gov.uk or by contacting the Head of Housing Maintenance and Improvements on 01449 724742. An EIA is about thinking through how this policy may impact, either positively or negatively, on different sections of the community. The purpose of the assessment is to help ensure the Council promotes equality and good relations between groups in the community.

24.0 
Other policies that apply

· Housing Recharges Policy

· Resident Involvement Policy

· Estate Management Policy

· Eviction Policy

· Anti-Social Behaviour Policy

25.0 
Communication

25.1
All changes to this policy, the guidelines used, the policy framework and the policy register will be communicated to all relevant individuals.

26.0
Complaints

26.1
As part of Mid Suffolk District Council’s Gold Standard for customer care, the Council’s aim is to treat a person as an individual, to let them know what can be done to resolve repair issues and sometimes why we cannot meet their expectations. We have published service standards that set out what people can expect from the Council. Please contact Mid Suffolk District Council to for a copy of the Service Standards.

26.2
If a tenant is not satisfied in the way in which their repair has been dealt with, or in the way in which the work has been carried out, in the first case contact should be made with the Head of Housing Maintenance and Improvements. The complaint will be investigated and every effort will be made to redress the issue to the satisfaction of the tenant. If the complainant is not satisfied with the outcome a formal complaint could be made under the Council’s complaints procedure.

26.3
If you feel you have reason to make a formal complaint please contact Mid Suffolk District Council to access a copy of the complaints procedure. Call 0845 606 6174 or write to: Complaints, Council Offices, High Street, Needham Market, Ipswich IP6 8DL

26.4
Tenants can also inform the Tenants’ Forum of any issues they wish to be brought forward in meetings that they attend.


27.0
Further information

27.1
For any further information please contact the relevant department by calling 01449 724500 or alternatively for Minicom call: (01449) 724626

27.2 
You can also write to the Head of Housing Maintenance and Improvements at the following address: 

Head of Housing Maintenanance and Improvements, Mid Suffolk District Council Offices, 131 High Street, Needham Market, Ipswich, IP6 8DL.

28.0 
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29.0 
     Glossary of Terms 

	BVPIs
	Best Value Performance Indicators

	CAB
	Citizens Advice Bureau

	CSD
	Customer Services Direct

	Decent Homes Standard
	A decent home is one in which is wind and weather tight, warm and has modern facilities. A Standard set by the Government for Councils to meet by 2010

	MSDC
	Mid Suffolk District Council

	Strategic Plan
	The Council’s plan to outline our aims, values and priorities for the next four years

	Service Plan
	The council’s aims and objective for the current year with regard to the Housing Maintenance and Improvements  service

	Tenancy
	The right to occupy a property under agreed terms and conditions

	Tenancy Agreement
	The legal agreement between a landlord and a tenant
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Appendix 2: Right to Repair Scheme

As part of the Citizens Charter Scheme, a Right to Repair scheme was introduced for council tenants from April 1994  

The Council is responsible for repairs to its   housing stock. The Council’s main repairing obligations are set out in tenancy agreements or in section 11 of the Landlord and Tenant Act 1985. In Mid Suffolk District Council’s case, the Right to Repair is mentioned in Section 4; Extract 4.3 ‘You have the right to get repairs done on time. In some cases you have a legal ‘Right to Repair’ under the Housing Act 1985 Section 96. You may be able to get compensation if certain repairs are not done on time. (This does not apply to introductory tenancies). 

Some repairs are the responsibility of the tenant- this is normally set out in the tenancy agreement. If not, more information surrounding this is mentioned in the Landlord and Tenants’ Act 1985. 

Under this scheme, repairs must be carried out by the Council in legislatively prescribed timescales and at no cost to the tenant. Only certain types of repair, called qualifying repairs are covered by this regulation. There are also some exceptions to this scheme. 

Repair times vary depending on the type of repair. 

Provisions of regulation do not apply if the tenant informs the landlord that he no longer wants the repair carried out or if with reasonable opportunity the tenant fails to provide details for access arrangements with a contractor or if access to inspect the property for the repair fails.

Compensation

Each tenant is given the right, if a first contractor does not complete a qualifying repair within specified time limits, to request the Council appoint a second contractor to carry out the repairs. The tenant is given a right to compensation from the Council if the repairs are not carried out within a specified time limit, after he/she has asked for a second contractor to be appointed. If the second contactor doesn’t do your repair by the target date a sum of £10 will be paid, with a further £2 payable for every additional day that completion of the repair is delayed. The maximum compensation payable under this scheme is £50. The Council will pay compensation unless you already owe the Council money. 

There may be a good reason why the repair hasn’t been done on time i.e. you didn’t keep your appointment to let the contractor in. In cases such as this the Council won’t have to pay any compensation. 

Please note: Do not get anyone else to do the repair without first getting our agreement first; otherwise we will not pay the bill.

Disputes will be determined by the County Court.
Appendix 3: Diversity Statement
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� Consultation should be carried out in accordance with the Suffolk Compact Guidelines. All relevant signatories of the Compact should be consulted on for not less than 3 full months.


� Please note if a person/organisation has been consulted but no response was received please record outcome as consulted. If a response is received please record outcome as the date a response was received.
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