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Maintenance Policy

The Association has a responsibility to maintain the external and internal structure of the properties including fittings and services, to provide tenants with a suitable warm and safe living environment.

The Association is responsible for recording, implementing and monitoring repairs undertaken to the housing stock, completing checks to monitor quality of contractors work and performance whilst ensuring value for money.

· The Association is responsible for the majority of repairs to the housing stock, the following list identifies the repairs:-

· Repairs to main structure and fabric including – roof, walls, doors, windows gutter and drains.


· Repair to services including – electrical, gas, central heating and plumbing.


· Fixtures and fittings including sanitary goods, kitchen units, floor and wall tiles, switches and sockets, internal doors and softwood goods.

The following list identifies the repairs tenants are responsible for:-

· Anything that that does not belong to or was not supplied by LSHA;


· Replacing light bulbs, fuses, tap washers, batteries in battery operated smoke detectors;
· Replacing WC seats, chains, handles or pulls

· Shower heads and attachments, sower screens, or curtains;

· Replacing internal door handles, bolts and catches;

· Lost keys and any replacement locks due to lost keys for window and doors

· Internal decoration;


· Cracked or broken glass to windows and doors caused by a tenant or their family or visitors;


· Any damage caused to the property by a tenant or their family or visitors, including drains, toilets and wash hand basins and kitchen sinks blocked by misuse;


· T V aerials and satellite dishes – (unless communal)

UNDERTAKING REPAIRS

1. Reporting a need for Repair

When reporting a repair the tenant should always give the following details:

· address.

· What is wrong and in what part of your home.
· When someone will be at home or where the key may be                       obtained, so that access is available for the operative when he calls.
· Contact details.
In busy periods, it may not be possible to call when you prefer, so you should give two or three choices, or give a telephone number at which you may be contacted to arrange access and the options of morning or afternoon appointment will be offered to you.  A copy of the works order and tenant satisfaction questionnaire will be sent to you to complete and return to LSHA to give feedback on the repair. 
A Tenant Can Report the Need for Repairs by:-

· Writing to LSHA’s office at 7a St Agnes Place, using My Tenancy login, at www.lsha.org.uk giving as much information as possible and access times.

· Telephoning or calling into the office during working hours.  The office is open Monday to Friday 9.30am. to 5.00pm.  
· Emailing LSHA using the info@lsha.org.uk email address. Plesae do not use this for urgent or emergeny repairs

· Details of out-of-hour emergency contact are on our website or out-of-hours voicemail message.

· Contacting the Housing Officer by phone, email or letter
2. Emergency Repairs  -  Outside Office Hours

For an emergency repair outside office hours e.g. major burst pipe or leak, total loss of electrical power or dangerous structural damage a tenant can contact LSHA’s emergency answering service who will arrange for any work to be carried out.  The number can be obtained by calling the office after 5.00pm on the ansaphone message; checking LSHA’s website or the tenants handbook.
Gas leaks should always be reported direct to the National Grid
So what happens when someone dials the National Gas Emergency Service?

Making the call

Dial 0800 111 999, your call will be routed to the call centre.

It doesn't matter what time of day or night you ring - they have trained operators working round-the-clock waiting to take your call.

3. Repairs Priorities 

The Association sets targets for repairs to be carried.  We aim to respond to:-

Routine Repairs
- Within 28 days e.g. general joinery and plumbing work.
Urgent Repairs
-Within 7 days e.g. where an essential facility is lost or 
further damage may result, such as loss of heating, serious roof leaks, blocked drains.

Emergency Repairs
-Within 24 hours e.g. where there is immediate danger to health or safety, such as gas leaks, serious water leaks, and dangerous structural damage.

4. Tenants Home Improvements

Tenants have a right to make alterations to their homes. Tenants must seek approval prior to commencing any work; submitting in writing outlined details for the proposed works, including when necessary sketches, material details, and dimensions. The tenant is responsible for ensuring any improvements comply with local planning and building control requirements.
Permission will not be unreasonably withheld and reasons for refusal shall be fully explained in writing. 
Should a home be under-going a planned improvement or general repair, and the tenant wishes to change the material or fitting proposed for the work, LSHA will seek to accommodate all reasonable tenant requests. Any changes must be agreed by LSHA before instructing the contractor of the variation. 
 
5. Compensation

The tenant has a right of compensation for certain improvements should they end their tenancy, they must obtain three estimates from reputable contractors, and only proceed with the works once the Association has seen and approved one of the estimates with them. Any improvement requires the written approval of LSHA.

The amount of compensation calculation is based upon the original cost of the improvement discounted by the number of years since completion and its life expectancy.  Tenants can waive the right to compensation and do not need to provide three estimates;. They do however still require written approval.  

6. Complaints
LSHA hopes that tenants are satisfied with the service it provides.  If not, the tenant should contact their Housing Officer who will try to resolve the problem.  The tenant should always receive a reply or acknowledgement to their written complaint within 15 working days. For more details please see LSHA’s complaints policy. 

7. Right to Repair

If LSHA fails to carry out a repair for which it is responsible in a reasonable period of time, tenant’s do have the right to carry out the work themselves and ask for the cost of the repair/s back from the Association under the ‘Right to Repair Regulations 1994’. 

8. Review Period


The Operations Manager is responsible for ensuring that this policy is reviewed every three years or sooner to ensure that LSHA complies with current legislation and best practice.


