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LFSA POLICY & PROCEDURE GUIDE

REPAIRS & MAINTENANCE

1.
Introduction
1.1 LFSA’s main activity is the management of Social Housing.

1.2 LFSA does not own any property; all homes are managed by LFSA on behalf of various RSL’s (Registered Social Landlords).  In order to ensure the safety, security and comfort of all tenants, LFSA aims to maintain all the properties it manages to the highest possible standards and in accordance with Management Agreements between LFSA and its partner RSL’s.

1.3 LFSA endeavours to keep full records of building specifications, fixtures and fittings etc, for all of the homes under management, subject to this information having been provided by the RSL at completion or handover of the property.

1.4 Property maintenance falls into four separate categories:  Day-to-Day repairs, Periodic Planned Maintenance, Cyclical Maintenance and Improvements.  LFSA is only responsible for Day-to-Day repairs but will liaise with the appropriate RSL concerning other categories of maintenance.  In certain circumstances, with the mutual agreement of the RSL concerned, LFSA may agree to undertake or organise other areas of maintenance not specifically the responsibility of LFSA under the various Management Agreements.

1.5 Day to Day repairs covers all routine maintenance, as set out in Section 2 below.

1.6 Periodic Planned Maintenance will mainly involve works to the outside of the properties and will, in most cases, be the responsibility of the owner RSL.  (see Section 3 Below).

1.7
Cyclical Maintenance will entail the redecoration of communal areas and to the outside of properties.  In certain circumstances other repairs may also be required.  These works are the retained responsibility of the owner RSL, however, LFSA will liaise with RSL concerned and keep tenants informed of what works are to be carried out and when.  LFSA may, in certain circumstances, carry out some or all of these works in consultation and with the agreement of the owner RSL.
1.8 Improvements will involve major works designed to extend the useful life of the properties, fixtures & fittings etc and will be the retained responsibility of the owner RSL.  LFSA does have the right to request a programme of such works although this would be a matter of negotiation between LFSA and the RSL concerned.  Tenants also have the right, in certain circumstances, to carry out improvement works, (see Section 4 below).

2 Day-to Day Repairs

2.1 In the majority of cases such repairs will be the responsibility of LFSA.  However, certain minor items are the responsibility of the tenant.  It is not possible to give an exhaustive list but a summary of the most likely kind of repair and who is responsible for it is given in Appendix 1.

2.2 Where a tenant is vacating a property, LFSA expects that the property will be left in a suitable condition for re-letting.  However, any repairs that are the tenant’s responsibility must be carried out before the tenant leaves.

2.3 LFSA will inspect any property that is being vacated not less than three weeks before the outgoing tenant is due to leave.  If the inspection reveals any repairs are required which are the tenant’s responsibility, the tenant will be requested to have them carried out.  Alternatively, LFSA will carry out such repairs, if requested and will invoice the tenant for the full cost.  Any repairs, which are LFSA’s responsibility, will be carried out prior to the property being re-let.

2.4 The property will be inspected again once the tenant has vacated.  If any repairs are outstanding LFSA will carry these out.  If any such repairs would have been the responsibility of the outgoing tenant, they will be invoiced for the full cost.  In the case of Mutual Exchanges permission for the exchange will not be given until all the works that are the tenants responsibility have been carried out to LFSA’s satisfaction.

2.5 LFSA will carry out gas and electrical safety checks on all empty properties prior to re-letting.

2.6 Internal decoration is the responsibility of the incoming tenant.  However, in cases of serious deterioration, or where the tenant is elderly or disabled for example, LFSA may agree to carry out decorations, provide materials or a decoration allowance.  This will be decided on an individual basis.

Repair Categories and Target Response Times for Repairs.

2.7 LFSA has five different repair categories:

· Emergency

· Urgent

· Short Term

· Medium Term

· Long Term or Pending

2.8 Emergency repairs cover any problem that is an immediate threat to the health, life or safety of tenants or members of the general public.  Where a household contains one or more members with a registered disability, we will consider a greater range of problems to be emergencies.  Similarly, we will take account of other special circumstances, for example where a member of the household is ill, elderly, a baby or a young child.

2.9 LFSA aims to carry out Emergency Repairs within 24 hours.  We expect to succeed in meeting this target in at least 95% of cases.

2.10 Urgent Repairs will be problems causing serious discomfort to the occupants or are likely to cause serious damage to the property.

2.11
LFSA aims to carry out Urgent Repairs within 7 days.  We expect to succeed in meeting this target in at least 90% of cases.
2.12 Short Term & Medium Term Repairs will be any problem that does not cause serious discomfort, inconvenience or damage to property.
2.13 LFSA aims to carry out any Short or Medium Term Repairs within 14-28 days.  We expect to succeed in meeting this target in at least 90% of cases.
2.14 Long Term or Pending Repairs will be any problem that has no bearing on the tenants safety or comfort and will usually be of a minor nature.  This category may also include cases where particular fixtures & fittings have to be tracked down or ordered, but where their absence has no immediate detrimental effect on the tenant concerned.
2.15 LFSA aims to carry out all Long Term or Pending Repairs within a maximum period of 40 days and would expect to meet this target in at least 95% of cases.
Monitoring and Reporting

2.16 In order to ensure that LFSA is meeting its meeting its maintenance targets and is providing a service which satisfies tenants, we will monitor our performance on a regular basis.

2.17 LFSA’s Finance Sub and Management Committees receive regular reports on the number of repairs, category of repairs and achievement of target timescales.

2.18 If these reports indicate unsatisfactory performance, LFSA will investigate the reason(s) for this and attempt to remedy any problems.

2.19 Every tenant using the Maintenance Service is given the opportunity to return a satisfaction slip on which they can comment on the way their repair has been dealt with.  Information provided on these slips is reported to the LFSA management Committee.

2.20 LFSA will provide a Performance Report at the A.G.M.

Insurance Repairs

2.21 Some repairs are covered by the landlord’s insurance policy.  LFSA will claim against this where possible.

2.22 The landlord’s property insurance does not cover tenants contents and belongings, fixtures or fittings.  Tenants should ensure that they have their own contents insurance.

Right to Repair

2.23 The Assured Tenants’ Charter issued by the Housing Corporation sets out certain rights to compensation for tenants whose landlord fails to carry out emergency or urgent repairs within the agreed time limits.  As the landlord’s agent, LFSA is responsible for both ensuring that the time limits for repairs are achieved, as well as administering the compensation scheme where there has been a failure to achieve these targets.

The scheme will work as follows:

· If the repair is not carried out within the agreed time limit, the tenant must inform LFSA of this.  The time limit will then start again.

· LFSA will issue a second instruction to the contractor.

· If the repair is not carried out within the time limit for the second time, the tenant will be entitled to compensation of £10 plus £2 per day thereafter up to a maximum of £50, for every day the repair remains outstanding.

· The right to compensation will not apply if the tenant fails to provide access to the property, or if the repair is not a qualifying repair.

3. Planned Maintenance

Gas Safety

3.1
LFSA is legally obliged to carry out annual gas safety checks on behalf the landlord on all appliances and installations provided by the landlord.  The contractor used must be Corgi registered.  Once the check is complete the tenant will be provided with a copy of the appropriate safety certificate.

Tenants will be given adequate notice of the date and time of the check and will be expected to provide access to the property.  LFSA will take legal measures to allow forced entry to a property, in order to carry out a safety check, where access has been withheld or denied and where a safety check is overdue.

Gas Service

3.2 LFSA will carry out an annual service of all installations and appliances supplied by the landlord.  Normally this will be carried out at the same time as the annual safety check.

External Decorations and Decoration of Common Parts

3.3 LFSA is not responsible for external decorations.  LFSA will liaise with the landlord and tenants when external decorations are due.  LFSA has different arrangements with the various landlords concerning decorations to common parts but will keep tenants informed about when and who will carry out the decorations.  LFSA, if responsible for any such decorations, will carry them out in accordance with the relevant landlord’s published timescales, which in most cases will be every six years.

3.4 Tenants will be given at least one months notice of any such works and will be required to provide access to the contractor where necessary.

3.5 Tenants will be given a satisfaction slip on which they can comment upon the contractor’s performance, if they have been instructed by LFSA.

4. Home Improvements

4.1 Tenants may, if they wish, carry out alterations or improvements to their homes at their own expense.  However, any such alterations or improvements must be approved by LFSA and the appropriate landlord.  We may impose certain conditions to our agreement.  Structural works will normally have to be supervised by a qualified building surveyor.  In addition, the tenant will be required to obtain any necessary planning or building regulations consent.

4.2 In certain, very limited, circumstances, tenants may be entitled to compensation for works carried out at their own expense if they subsequently vacate the property.  This will be in accordance with the landlord’s policy and LFSA will obtain the details upon request.

4.3 Where tenants have carried out alterations or improvements to their homes, they will be expected to maintain these by themselves.

4.4 In certain circumstances, LFSA or the landlord may wish, or be obliged to carry out major of repair or replacement to the properties, for example, to replace central heating systems or fitted kitchens.  Where this becomes necessary, tenants will be consulted and wherever possible well in advance of the works taking place.

4.5 Where improvements are necessary on health or safety grounds, or to prevent deterioration of the property, the tenant will not be entitled to refuse them.  However, where improvements are more cosmetic in nature the tenant may, if they wish, turn down the improvement.

5. Consultation and Contractors
5.1 LFSA approved contractors will carry out all repairs.  When using external contractors, LFSA will endeavour to employ local contractors and, wherever possible, will attempt to include ethnic minority contractors in any tendering process.

5.2 Contractors performance will be monitored to ensure that they are performing satisfactorily, based up on inspections, together with information supplied on tenants information slips.  Any contractor which fails to perform satisfactorily not be used by LFSA again, LFSA will also make representations to the landlord concerning their performance if they were taken from the landlords approved contractor list.

Agreed by LFSA Management Committee, 10th July 06
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