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1.0 
Introduction

1.1
This document sets out the policy for Mid Suffolk District Council’s (MSDC) recharging process for both staff and tenants. Recharging relates to both former tenants (in the form of void property recharges) and current tenants (in the form of repair recharges) for work carried out to MSDC’s properties. The purpose of this policy is to provide a consistent, transparent and well communicated approach to recharging. It aims to encourage good tenant relations and discourage negative tenant behaviour and avoid damage to property. This document will ensure all housing stock is maintained and kept in good working order, whilst addressing the problems associated with money that is owed to MSDC resulting from recharges. It aims to provide a more robust approach to recharging, minimising tenant debts in this area and increasing funds within the Housing Revenue Account.
1.2
A definition of a recharge

1.3
A recharge in terms of this policy means ‘an amount owed to the Council by a current or former tenant, to cover the costs of void property and repairs work that has been carried out to property owned by the Council but that is the responsibility of the tenant’.

.

2.0
Policy statement

2.1
The purpose of this policy is to identify a consistent approach to recharging for costs that are the responsibility of the tenant, due to damage or neglect during the period of their tenancy. This policy will describe what we as a Council classify as a rechargeable repair, and it will outline the distinction between recharges that are the responsibility of the tenant and those costs that the landlord is responsible for. Mid Suffolk District Council tenants’ responsibilities are outlined in their tenancy agreement as well as in the Landlord and Tenant Act 1985/1987 and 1988. The policy will also outline staff responsibilities. Furthermore, the policy will provide an outline of the processes involved in recharging for the cost of repairs that MSDC has incurred, where the repairs are the responsibility of the tenant. 

3.0 Aims

3.1
The aims of this policy are as follows:

· To identify what a rechargeable repair is 

· To take action against tenant recharge debts that is appropriate, targeted,  monitored and recorded

· To provide guidance to tenants and staff regarding their responsibilities

· To ensure that MSDC staff are aware of the recharging process 

· To maintain transparency in our recharging process

· To help develop a robust and consistent method of recharging

· To identify a method of effectively and consistently monitoring recharges

4.0
Objectives

4.1
Within the Council’s Strategic Plan 2007-2011, one of the priorities is Affordable and Decent Housing - ensure all council homes meet the required standard by 2010. This priority means that MSDC need to maintain the condition of its housing stock.

4.2 
Within the Council’s Strategic Plan it also states that the Council wishes to maximise resources available to reinvest in housing stock and provide quality services by recovery of monies owed by tenants and former tenants. Therefore, when necessary, the Council will make every attempt to recover costs incurred as a result of rechargeable work to its properties. This will include taking specific cases to County Court as it is the Council’s responsibility to fairly and impartially recover costs of repairs needed as a result of damage or neglect.

4.3
Because of tighter spending controls from central government MSDC has to be careful with the spending on its services. We have planned ahead carefully and are working with other partners to be more cost effective. Therefore a robust policy approaching recharging will ensure cost effectiveness is improved. 

4.4
The main objectives of this policy are as follows:

· To maintain our properties and meet the Decent Homes Standard

· To maximise income from debt recovery, therefore reducing money owed to the Council through recharges

· To remain cost effective

· To maintain our gold standard customer service ensuring a high quality of life for the whole community

· To monitor recharges effectively and regularly

5.0 
Policy detail

5.1
What costs are rechargeable?

5.2 A rechargeable cost can arise in many situations. The following are examples (not an exhaustive list) where a rechargeable cost can arise:

1) Repairs undertaken in an emergency on behalf of the tenant e.g. lock replacement due to fault of tenant such as lost or misplaced keys

2) Repairs needed due to damage or neglect caused during the tenancy

3) Repairs for which the tenant is responsible, that the Council agrees to carry out. This will apply in circumstances such as health and safety reasons where there are health and safety concerns and to prevent further damage, for example to carry out corrective work after a tenant has carried out poor quality or potentially dangerous alterations e.g. rewiring

4) Rectifying any alterations a tenant has made without the Council’s permission, or which were not completed to an acceptable standard

5) Repairs to void properties that are necessary because of damage, neglect or poor workmanship by the former tenant or where non-standard alterations have been carried out

6) Recharging for items that are missing once a tenancy has ended

7) Costs of cleaning and clearing the property and garden if left in an unsatisfactory condition

6.0 Exceptions

6.1
Mid Suffolk District Council will assess each case individually depending upon circumstances. When assessing each case, account should be taken of:

1) Whether a tenant has been a victim of domestic violence or anti-social 

behaviour and has a crime reference number

2) Whether the tenant has reported an incident to the police and has been 

given a crime reference number (i.e. break in)

3) Whether a tenant’s vulnerability because of factors such as age, disability etc make it unreasonable for them to pay

4)
Where a tenant has died and there are insufficient funds in his or her estate to pay the recharge costs

7.0
Responsibilities

7.1
Mid Suffolk District Council’s responsibilities
7.2
It is the responsibility of staff dealing with rechargeable repairs to follow a consistent approach detailed in this policy to maximise debt recovery to the Council, to reduce the number of recharges owed to the Council, and to maintain high housing standards and a safe domestic environment.

7.3
Mid Suffolk District Council is committed to ensuring that its existing housing is maintained to acceptable standards and to those that meet the Decent Homes Standard. According to the Government, ‘A decent home is one in which is wind and weather tight, warm and has modern facilities’.

7.4
The following two extracts from the Council’s tenancy agreement shows the responsibilities the Council has relating to recharges:

	Tenancy Section
	Detail

	4.1
	We must do repairs in a reasonable time

	11.2
	The Council will charge you for certain repairs and other work which has been done after your tenancy has ended. 


7.5
Tenant’s responsibilities

7.6
The tenancy agreement sets out the responsibilities of the tenant that relate to repairs, alterations, improvements and maintenance of the property. The following extracts illustrate tenants’ responsibilities:

	Tenancy Section
	Detail

	4.2
	You must report any faults, repairs or damage to the property immediately by contacting the Council (0845 600 1135)


	Tenancy Section
	Detail

	4.2
	You must pay for repair or replacement if you or anyone living with you or visiting your home causes damage deliberately. You must also pay for repair or replacement if damage is caused by your own neglect. An administration fee will be added to the costs of work in these cases

	4.4
	If you make an improvement or alteration to your home without our written agreement we may tell you to return the property to how it was before. If you don’t, we will do the work and you will be charged

	7.2
	You must pay for repair or replacement if damage is caused deliberately or by your own neglect (not reporting a leaking pipe for example)

	11.1
	Handing your property back to the Council- Before you leave the property you must: Arrange to repair any damage which has been caused during your tenancy either deliberately or carelessly


7.7
It is necessary for Council staff to have access to the property in order to carry out rechargeable works. Under the terms of the tenancy agreement (section 4.2) tenants must allow Council staff, contractors or people sent by the Council into the home at reasonable times when given 24 hours notice. 

7.8
Members of the public who cause damage to any property owned by MSDC will be held responsible for their actions via a complaint to the Police.

8.0
The process for void property recharges and repair recharges

8.1
Void property recharges

8.2
Whenever possible a pre-termination inspection will be carried out to identify work which the outgoing tenant is required to do prior to the end of their tenancy. 

8.3
For Officers information: Refer to procedures for void property pre-termination inspections
8.4
A Voids Officer must visit the property within seven working days of the notice to terminate the tenancy. The Officer must fill in a void inspection sheet and confirm with the tenant what work they are expected to carry out prior to the end of their tenancy, and the condition in which the Council expects the property to be returned in. 

8.5
Following the end of the tenancy, the Voids Officer will inspect the property within two working days of receipt of the keys and identify and photograph any rechargeable work. 

8.6
Repair recharges

8.7
Any Officer visiting on MSDC’s behalf can identify rechargeable repair works; however, recharges will not be confirmed until a member of the Housing Repairs and Maintenance department, or its agents or contractors has inspected the property.

8.8
Void property and repair recharges

8.9
Following the reporting of a void property or repair recharge, the Housing Voids Assistant for the Housing Services department and the Housing Services Officer for the Housing Repairs and Maintenance department are responsible for sending an acknowledgement letter to tenants. This letter informs tenants that they are going to be recharged for repairs to the property relating to their tenancy/previous tenancy. Exact amounts owed are not detailed in this initial letter.

8.10
The Housing Repairs and Maintenance department are responsible for inputting total recharge cost estimates into the Housing Information system called IBS after an inspection, and when total actual costs are known. This enables the Housing Voids Assistant for the Housing Services department and the Housing Services Officer for the Housing Repairs and Maintenance department are able to extract this information to create invoices using the Council’s Oracle finance system.

8.11
The Housing Services department has full responsibility for raising invoices for void property recharges using Oracle. This role is fulfilled by the Housing Voids Assistant. There will be no recharge made if the total cost of the void property work carried out is less than £50.

8.12
The Housing Repairs and Maintenance department has full responsibility for raising invoices for responsive repair recharges using Oracle. This role is fulfilled by the Housing Services Officer for the Housing Repairs and Maintenance department. There will be a recharge made for all repair work carried out.

8.13
For Officers information: Refer to procedure for raising invoices using Oracle
8.14
The Finance Department of Customer Services Direct are responsible for issuing letters chasing unpaid debts relating to void property and repair rechargeable works. If a debt is not paid within 21 days of invoice date, within 14 days a reminder letter will be sent. If a debt is still not cleared within 14 days from the date of the first reminder was issued, and no communication has been received, another letter will be sent outlining that the debt may be pursued via County Court action or maybe sold to a debt collection agency. 

8.15
The Finance department of Customer Services Direct are responsible for regularly reviewing bills on hold; if no communication is made by the tenant with the Council about bills on hold, recovery will start again within 14 days of the CSD bill-raising department being made aware. 

8.16
Customer Services Direct must inform the Housing Voids Assistant for the Housing Services department and the Housing Services Officer for the  Housing Repairs and Maintenance department if debt is not cleared, and no communication has been received within a further 14 days.  Customer Services Direct has 5 working days to inform the above Officers.

8.17
For Officers information: Refer to procedure for dealing with debts referred back to Officers by CSD after attempted debt recovery.

8.18
The Finance Department of Customer Services Direct must ensure that money owed to the Council is collected efficiently and consistently in line with the Council’s Corporate Debt Policy.

8.19
The Housing Options Manager and the Head of Housing Maintenance and Improvements will be able to use the Oracle finance system, to monitor recharges financial information to see totals raised in debts for a period and outstanding debts.

9.0
Repair requests
9.1
All repair requests must go through CSD using the following number 0845 600 1135. If Customer Services Direct receive a repair request and suspect that it may be due to neglect or deliberate damage then they should contact the Housing Maintenance and Improvements section and speak to a Works Supervisor or Repairs Manager, or CSD may raise a ticket and then notify the Housing Maintenance and Improvements section.  

9.2
If necessary, a property inspection will be carried out by a Housing Maintenance Officer, who following the inspection will inform the tenant whether the repair is rechargeable or not. 

9.3
If the repair is rechargeable, a provisional cost for the repair should be discussed at the time of the initial inspection/reporting.

9.4
If appropriate tenants will be given the chance to carry out the repairs themselves or to choose their own competent contractor to do them. If this is the case then the standard of work must meet the Council’s reasonable standards. Following completion of the work a Housing Maintenance Officer will inspect the property. If the work is completed below this standard then a Housing Maintenance Officer will advise the tenant on what they need to do. The Council may correct alterations carried out by tenants and will recharge the tenant for the cost of this work. 

9.5
If the tenant wishes MSDC to carry out the repairs, then tenants must be given an initial estimate for the cost of the work to be completed. A time scale should be agreed and following completion of the work the tenant will be invoiced in the same way as other rechargeable works are invoiced.

10.0
How costs are calculated

10.1
Initially, rechargeable costs are calculated based upon an estimated amount for the works. This may be communicated verbally to the tenant in the first instance. A 10% administration fee will be added to the total cost of all void property and repair recharges. VAT will be added to repair recharges only.

10.2
Following an inspection by an Officer from the Housing Maintenance and Repairs department, total recharge costs will be finalised and input into the Council’s IBS housing management system. Tenants are expected to pay the total actual amount for the rechargeable works once the work has been carried out and they receive their invoice.

11.0
Ways to appeal
11.1
The tenant or former tenant will be advised of their right to appeal against the recharge costs if they feel they are unreasonable. Appeals will be considered by the Head of Housing Services and the Head of Housing Maintenance and Improvements. A recharges appeals form can be obtained by contacting the Housing Voids Assistant for void property recharges on 01449 724750, or the Housing Services Officer for repair recharges on 01449 724737.

12.0
Ways to pay
12.1
There are six ways to pay recharge costs:

1) Payment by cheque or postal order, by post: Mid Suffolk District Council, Council Offices, 131 High Street, Needham Market, Ipswich, Suffolk, IP6 8DL

2) Payment by cash, cheque, debit or credit card at the Customer Services Direct Service Centres, in person

3) Payment by debit or credit card, by phone (0845 6 066 067)

4) Payment by debit or credit card, via the website (www.csduk.com/payments)

5) Payment at a bank

6) Payment at a Post Office

12.2
If you don’t pay
12.3
All statements providing tenants with details of the amount of recharges they owe are available upon request from CSD Finance (0845 606 6067).

12.4
Mid Suffolk District Council is aware that many of its tenants are on low incomes and may from time to time have difficulties in making payments for the full cost of the recharge straight away. If this is the case then the tenant should contact CSD Finance to discuss this as soon as possible. It may be possible to set up a reasonable and affordable repayment plan. A starting point for payment by instalments will normally be monthly payments of at least 20% of the outstanding debt. Tenants will however be expected to start payments as soon as the work has been completed. Where circumstances mean this is not realistic for the tenant, a repayment period usually of a maximum of 12 months will be sought. If this is still not possible the tenant can discuss with CSD on whether a longer payment plan is acceptable. 

12.5
If tenants do not pay within the specified time; miss payments despite a number of reminders; make no effort to make payments, or have come to no agreement with the Council, then the Council will use the most appropriate and effective method of debt recovery in order to maximise income. 

12.6
The methods of debt recovery that will be used for former tenants who have debts over £100 that are still owed to the Council for void property recharges are: 

1) A designated Officer will visit the tenant; 2) A designated Officer will contact the tenant via telephone; 3) The debt will be written off, and, 4) Debts may be sold to a debt collection agency; 5) County Court proceedings may be commenced.
12.7 
The methods of debt recovery that will be used for former and current tenants who have debts over £100 that are still owed to the Council for repair recharges are: 1) A designated Officer will visit the tenant; 2) A designated Officer will contact the tenant via telephone; 3) The debt will be written off, and, 4) Debts may be sold to a debt collection agency; 5) County Court proceedings may be commenced.

12.8
Details of the above methods of debt recovery are available in the Council’s ‘Corporate Debt Recovery Policy’, a copy of which can be obtained by calling 0845 606 6067.

12.9
For Officers information: Procedure notes for the raising and collection of sundry debts should be consulted for procedures regarding the writing off of debts. 

13.0
Implementation, monitoring and review

13.1
This policy was agreed on 27.01.2009 by the Council’s Community Policy Panel, and will take effect from this date. The responsibility of this policy lies with the Housing Options Manager for Mid Suffolk District Council. For any queries, please contact the Housing Options Manager on 01449 724758.

13.2
Monitoring of void property recharges

13.3
Performance information relating to void property recharges is available to the Housing Options Manager on the Oracle finance system. This should be checked on a quarterly basis. 

13.4
For Officers information: Refer to procedure for extracting information from Oracle.

13.5
Performance information relating to void property recharges will be communicated in a quarterly benchmarking report for Housing Services via the Council’s website: www.midsuffolk.gov.uk. This will be available to staff and the public.

13.6
The Housing Options Manager will monitor and review void property recharges every 12 months using information provided by Oracle. 

13.7
Every 12 months all void property recharges still owed to the Council will be reviewed by the Housing Options Manager who may suggest writing off some debts under authorisation of the Head of Housing Services. Debts may then be sold to debt collection agencies.

13.8
Monitoring of repair recharges

13.9
Performance information relating to repair recharges is available to the Head of Housing Maintenance and Improvements on the finance system used by the Council called Oracle. This should be checked on a quarterly basis.

13.10
For Officers information: Refer to procedure for extracting information from Oracle.

13.11
Every 12 months all repair recharges still owed to the Council will be reviewed by the Head of Housing Maintenance and Improvements who will suggest writing off some debts. Debts may then be sold to debt collection agencies.

13.12
Review
13.13
A full review of this policy will be take place 3 years from the date of implementation.

14.0 
Equality and diversity

14.1
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.

15.0   
Equality Impact Assessment
15.1
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 Housing Policy Officer on 01449 724773. 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.

16.0
Human Rights

16.1
The Council will respect all individual human rights at all times and will always act in accordance with the provisions of the European Convention of Human Rights.

17.0
Other policies that apply

· Corporate Debt Policy

· Repairs Policy

· Estate Management Policy

· Anti-Social Behaviour Policy

· Eviction Policy
18.0
Communication

18.1
All changes to this policy will be communicated to all relevant individuals.

19.0    Further Information

19.1
For any further information please contact the Housing Options Manager by calling 01449 724758 or alternatively for Minicom call: 01449 724626

19.2 
You can also write to the Housing Options Manager at the following address: Housing Services, Mid Suffolk District Council Offices, 131 High Street, Needham Market, Ipswich, Suffolk, IP6 8DL.
20.0
Complaints

20.1 
If you feel you have reason to complain please contact Mid Suffolk District Council to access a copy of the complaints procedure by calling: 0845 606 6174, or writing to: Complaints, Council Offices, High Street, Needham Market, Ipswich IP6 8DL.

20.2 
Please contact Mid Suffolk District Council for a copy of the Service Standards.

21.0 
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22.0     Glossary of terms

	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

	Tenancy Agreement
	The legal agreement between a landlord and a tenant

	Strategic Plan 2007-2011
	The Council’s plan to outline our aims, values and priorities for the next four years

	Recharge
	A cost that is owed by a tenant or former tenant to the Council for repairs work/void property work to one of its properties

	Void property
	An empty property
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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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