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Introduction:

Muircroft Housing Association aims to meet all its statutory and contractual obligations,
provide a responsive and effective service to tenants, and ensure that repairs and
maintenance is of a high standard and represents good value for money.

As a registered housing provider, Muircroft is regulated by the Regulator of Social
Housing and will meet the requirements of the Safety and Quality Standard Safety and
Quality Standard - GOV.UK .

Safety and Quality Standard - Consumer standards 1 April
2024

Registered providers must have an accurate, up to date and evidenced understanding
of the condition of their homes that reliably informs their provision of good quality, well
maintained and safe homes for tenants (see the glossary of terms for a definition).

Registered providers must ensure that tenants’ homes meet the standard set out in
section five of the Government’s Decent Homes Guidance and continue to maintain
their homes to at least this standard unless exempted by the regulator.

When acting as landlords, registered providers must take all reasonable steps to
ensure the health and safety of tenants in their homes and associated communal
areas.

Registered providers must provide an effective, efficient and timely repairs,
maintenance and planned improvements service for the homes and communal areas
for which they are responsible.

Registered providers must assist tenants seeking housing adaptations to access
appropriate services.
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https://www.gov.uk/government/publications/safety-and-quality-standard
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https://www.gov.uk/guidance/regulating-the-standards-glossary-of-terms

Specific expectations

e Registered providers must have an accurate record at an individual property level
of the condition of their homes, based on a physical assessment of all homes and
keep this up to date.

e Registered providers must use data from across their records on stock condition
to inform their provision of good quality, well maintained and safe homes for tenants
including:

a) compliance with health and safety legal requirements
b) compliance with the Decent Homes Standard
c) delivery of repairs, maintenance and planned improvements to homes, and

d) allocating homes that are designed or adapted to meet specific needs
appropriately.

e Registered providers must identify and meet all legal requirements that relate to
the health and safety of tenants in their homes and communal areas.

e Registered providers must ensure that all required actions arising from legally
required health and safety assessments are carried out within appropriate
timescales.

e Registered providers must ensure that the safety of tenants is considered in the
design and delivery of landlord services and take reasonable steps to mitigate any
identified risks to tenants.

e Registered providers must enable repairs and maintenance issues to be reported
easily.

e Registered providers must set timescales for the completion of repairs,
maintenance and planned improvements, clearly communicate them to tenants
and take appropriate steps to deliver to them.

e Registered providers must keep tenants informed about repairs, maintenance and
planned improvements to their homes with clear and timely communication.
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e Registered providers must understand and fulfil their maintenance responsibilities
in respect of communal areas.

e Registered providers must ensure that the delivery of repairs, maintenance and
planned improvements to homes and communal areas is informed by the needs of
tenants and provides value for money, in addition to the requirement at 2.1.2.

e Registered providers must clearly communicate to tenants and relevant
organisations how they will assist tenants seeking housing adaptations services.

e Registered providers must co-operate with tenants, appropriate local authority
departments and other relevant organisations so that a housing adaptations
service is available to tenants where appropriate.

This policy sets out our approach to property maintenance. Where alternative detailed
policies take precedence, these are noted and the reader should refer to those polices
for greater detail.
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Areas of responsibility:
Key areas of responsibility for the implementation of the Association’s Repairs and
Maintenance Policy are detailed below:

e Responsibility for ensuring that this policy complies with regulatory and legislative
requirements and meets the Association’s Business Plan and budget objectives.

e Responsible for monitoring long-term asset mangement plans and ensuring the
Association maintains up to stock condition data to help inform its decisions.

e Responsibility for ensuring that this policy is applied to ensure compliance with
regulatory and legislative requirements and meets the Association’s Business Plan
and budget objectives.

e Responsibility for operational delivery of the policy and for the management,
supervision, and training of the responsible staff.

e Responsibility for reporting performance information to the Board on repairs and
maintenance issues, including actions taken to achieve performance in line with
targets.

e Responsible for setting and monitoring budgets with the Maintenance Manager to
ensure the efficient use of the Associations’ finances to maintain and improve our
homes.

e Responsible for ensuring adherence with financial guidelines and compliance with
procurement legislation.

e Responsible for profiling long term asset management liabilities, ensuring funds
are available as set by the Board.

e Responsibility for operational delivery of the policy and for the management,
supervision and delivery of works.

e Responsible for contractor compliance and the health and safetty of site works.

e Responsible for delivering value for money solutions.

Responsible for ordering repairs works and monitoring the condition of our property to
maintain a quality product that meets our health and safety obligations.
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Responsive repairs:

A responsive repair is a repair reported by or on behalf of a tenant. A responsive repair
is something that is already present but needs repairing or replacing, depending on
what is necessary.

When a repair is reported a job will be raised and categorised into one of the following
areas:

Responsive | Response Definition
Repair time
Priority
One 24 hours Emergency repairs are those which, if not addressed
Emeraenc quickly, will create significant risk to life, or cause
gency considerable damage to the property. Repairs include an
uncontrollable leak/flooding, Major electrical faults/loss of
electricity, no heating in winter months (Oct to March), Gas
leak, blocked main drains, Fire damage.
Two 7 calendar | These repairs are those which if not attended to quickly will
Urgent days cause significant inconvenience to the tenant or significant
damage to the building, for example a toilet that doesn't
flush or no hot water, minor electrical faults, minor plumbing
leaks or defects, Roof leaks, Hot water faults, Heating faults
(April to Sept).
Three 28 These are faults which do not cause serious discomfort,
Routine calendar inconvenience or nuisance to the tenant or cause long term
days deterioration to the building. These repairs will be
completed within 28 days. Repairs include minor plumbing,
repairs to doors & windows, extractor fan failure, fences &
gates, blocked or broken guttering and minor day to day
repairs.
Four Initial Out of hours emergencies occur during the following hours:
Out of Hours \r;itsr?i?]nzsf e OQutside of our core opening hours of 9.00am -
Emergency hours 1.00pm Monday to Friday
e During the weekend or bank holiday.
Careline will organise a contractor from our supplied list.
We will make sure your home is safe and secure within 24
hours. Any follow-up work will be reported to the Scheme
Manager the next working day, who will contact you to
ascertain the details of the emergency.
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Repairs to our homes and communal areas:

Emergency repairs can be reported 24 hours a day, throughout the year through
the scheme-based staff or our Careline intercom system.

All repairs will be recorded on our repairs ordering system by scheme-based staff
on the first working day that the request is received, ensuring that information is
gathered on the repair so that an appropriate category of either emergency, urgent
or routine can be allocated at that stage.

Repair requests should give as clear a description as possible of the nature of the
defect and fix required.

All repairs categorised as emergency and urgent will be reported to the
Maintenance Manager at the time of recording the service request.

The Maintenance Manager will review the reported repairs and either decide that
he will complete the work or inform the scheme-based staff that a contractor is
required. His assessment may require further review of the repair and a visit to the
flat arranged directly with the tenant or via scheme-based staff. It may be
appropriate at this time that the repair is deemed to be more appropriate and cost
effective to be dealt with there and then. The target to complete routine repairs will
be to do so within 28 working days of the initial report being made.

If the contractor that is required is already booked to carry out other work the
Maintenance Manager, in this instance, will contact them and see if they can
organise for the work to be done at the same time. This will ensure that we keep
budget control and maintain our objective of ensuring value for money.

In the event of the Maintenance Manager informing scheme-based staff that a
contractor is required, they will ensure that the specification details are passed on
so that the job can be described as reliably as possible to avoid needing a second
visit, to bring the correct parts for example, as much as is possible.

The staff member will liaise with the tenant and make appropriate arrangements
with the contractor, including supplying the contactor with tenant details to arrange
directly.

It is important that our repair's ordering system is updated at each stage to ensure
good communication between all relevant staff and that once a job is completed
the job is recorded as closed. This will trigger a tenant satisfaction survey to be
issued.
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Health and safety and repairs:

For reasons of health and safety the following repairs will be undertaken by the
Association, and if deemed to be the responsibility of the tenant will be recharged back
to them.

Loss of entire supply of electricity, water, or gas (loss of part supply), e.g., no lights,
drinking water.

Loss of entire heating provision in cold weather.

Loss of hot water facilities where the tenant’s health necessitates regular bathing.
All serious plumbing or gas leaks where the fabric is in danger of damage.
Serious roof leaks and other structural failures.

Securing of the property following an incident of harassment, fire, police activity,
etc or if the property becomes void.

Blocked drains.

Landlord responsibility repairs:

Muircroft as the landlord will generally be responsible for the following repairs:

Repairing of the building structure.

Drains, gutters, and external pipes (except where the drains are the responsibility
of the water authority, when Muircroft will report the defects to that authority).

The roof.

Outside walls, outside doors, windowsills, window catches and window frames
(including painting and decorating outside).

Flues.

Walkways, hallways, steps, or other means of access, including disabled access
which we have provided or for which we have accepted responsibility.

External and internal plaster work.

Garages, outbuildings, and stores that form part of your property.

Boundary walls, gates and fences, if they exist at the start of the tenancy or are
later erected by the Association.

Repairing and maintaining any equipment provided for heating, hot water and
sanitation including basins, sinks, baths, showers, toilets, (not including lose or
broken toilet seats), and waste pipes, installed by the Association.

Electric wiring including sockets, light fittings, and switches; but excluding plugs,
bulbs, and fluorescent tubes.

Water heaters and central-heating systems (if they are fitted by us) and gas pipes.
Assisting in decorations, where appropriate and reasonable, following repairs we
have carried out to your home.

Repair any lifts and equipment in common parts, (except equipment purchased by
tenants).
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e Clean any outside communal areas shared with other tenants.

e Clean any shared internal areas, including but not limited to entrance halls,
stairways, stair lifts, passageways, lighting, and other amenities provided for
common use.

e Clean any shared facilities such as — kitchen, lounge, toilets, bathrooms, and
foyers.

e Where the Association provides communal items, for example white goods and
furniture, and they are included as a service charge item, the Association will
maintain and include in a cyclical programme for renewal. Fair wear and tear are
included in this, however wilful and accidental damage are not.

e Portable Appliance Testing of Muircroft’s electrical items and safety equipment
annually.

e We will not be responsible for maintaining any equipment fitted or replaced by the
tenant or fitted by a former tenant and left in the property at the incoming tenant’s
request.

Compensation:

If any part of a home is uninhabitable, due to a lack of repair caused by Muircroft, then
the tenant may be entitled to a proportionate reduction in their rent for the period their
home is affected.

If a tenant needs to vacate their home, Muircroft will pay reasonable removal costs.

If an essential service which Muircroft is contracted to provide, for example, heating
and hot water, is unavailable for an extended period of time, compensation may also
be payable.

Compensation amounts are set out in our Compensation Policy.
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Tenant responsibility repairs and decorations:

The tenant is responsible for keeping the inside of their property in good and clean
condition and to decorate all internal parts of the premises as frequently as is
necessary to keep them in good decorative order.

The tenant is responsible for repairing and maintaining the following items, other than
because of usual wear and tear (to be determined not unreasonably by Muircroft):

e Internal decorations.

¢ Internal door handles, unless through wear and tear.

e Gratings, plugs and chains to sink, bath, wash hand basin.

e Toilet seats.

¢ Cleaning and replacement of shower heads.

e Curtain battens, hat and coat hooks and rails.

e Internal cupboards door catches, handles and hinges, unless through wear and
tear.

e Electrical faults arising from the use of faulty appliances.

e Any appliance (other than gas flued appliances), structure or installation which was
not supplied by us.

e Electrical plugs (not socket outlets), fuses, light bulbs that you have fitted.

e Smoke detectors (which have not been installed by us) in every case.

¢ Replacement of broken or cracked glass (whether accidentally or otherwise) if
caused by you, members of your family or any visitors to the property.

e Renewal of fluorescent strip light tubes (which can be purchased through the
Association).

e Flexible pipe / hose connections for washing machines.

e Rectifying damages to your home/neighbours because of a leak from your
appliances.

e Unblocking waste pipes from toilets, bath, basin, sinks etc.

e Installation and testing of your own electrical appliances. This must be conducted
by a qualified electrician.

e Easing of internal doors to accommodate new flooring or carpet.

e Erecting and removing shelves.

e Cleaning windows internally.

e For the costs incurred in gaining access to your home in cases where you have
locked yourself out or lost your keys etc.

e Door bells

e Any repair arising out of a break-in or vandalism (except in cases where the
incident has been reported to the police and a crime reference number has been
obtained).
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e Wilful or accidental damage to the property or common parts of the building caused
by the tenant or visitors to their home.

e Neglect of the property by the tenant.

e Any repair or costs incurred which does not fall within the responsibility of the
landlord.

e Tenants undertaking a repair must ensure it is completed to a standard acceptable
to the Association.

e Putlaminated or wood coverings in flats without the permission of the Association.
If consent is given, the Association will ask that the works be carried out by a
competent professional floor fitter and with necessary extra insulation underlay.

e Use aertex or other heavy wall and ceiling finishes.
e Drive nails or screws into the walls unless the walls have first been plugged.

e Drive nails or screws into the walls in the vicinity of any electric cables or water/gas
pipes etc.

Tenant responsibilities carried out by Muircroft:

There may be times, at the discretion of the association, when repairs are carried out
for a tenant, which are the tenant’s responsibility. If this happens, it will be confirmed
with the tenant prior to any work being carried out.

There will normally be a charge for the work. This charge covers the cost of the works
and any administration costs.

Tenants will be invoiced after the work is carried out and will be expected to settle their
invoice within 28 days of the work.
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Planned maintenance and major works:

Muircroft is committed to keeping our homes maintained so that they meet the Decent
Homes Standard. We will prioritise work on properties that for any reason fall below
this standard.

We will undertake stock condition surveys which will be used in conjunction with an
asset management strategy to:

e Ensure that our properties meet the decent home standard.

e Provide a good service to tenants and maintain a high standard of accommodation.
e Preserve the association’s assets and protect our investments.

e Set achievable and affordable targets for future property investment.

e Improve control over maintenance expenditure.

We will regularly monitor we are meeting the above category timescales and report
our performance to our tenants and Board.

Our contractors will make an appointment with tenants in order that the works are
undertaken at a time that is convenient for them. We use different methods to collect
data from and about you including.

Cyclical maintenance:

This is work that needs to be done on a regular cycle, and includes the following:

e External decoration.

e Checking and clearing of gutters, gullies, and down pipes.
e Internal decorations of communal areas.

e Lift servicing.

e (Gas servicing.

e Fire protection equipment servicing.

e PAT Testing

/_——\_/
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Empty homes (Voids):

Where a notice to end a tenancy notice is received, Muircroft will arrange to inspect
the property within the calendar month termination period, to carry out an inspection
of works required, so that contractors can be booked, and major repairs work can be
planned. During this inspection, any tenant responsibility repair or damage identified,
must be confirmed and agreed with the out-going tenant, including the estimated cost.
A forward address will be requested, and the tenant informed that they will be required
to pay the cost.

Where a property is abandoned, an inspection must be arranged as soon as
practicable following vacation. All tenant responsibility repairs, and damage must be
recorded and costed, and a copy forwarded to the Finance and Business Manager for
follow up action.

At the end of the notice period the flat will be inspected by the Housing Support Officer
to ensure that it is empty and by the Maintenance Manager to inspect for any
outstanding work required.

The Association will apply its Empty Homes standard to determining which works are
required before the property can be re-let.

e Sound and secure. Open and close freely without rubbing on frame. Letter plate
in working condition.

e Where the integrity of an existing fire door set has been compromised and is
beyond minor repair the door set will be replaced with a tested certified door set
fire door to the required building specification.

e Clearly visible property number fixed to the door/letterbox. All meter cupboard
doors to be in good working order.

¢ Window keys (one per room) or change handles to non-locking type.
Weather-tight and draught proof.

e Open and close freely, handles work correctly.

¢ Where trickle vents present, in good working order and clean condition.

e Restrictors installed and working for first floor and above (except fanlights).

e Windows on ground and first floor can be considered as an additional means of
escape in the event of a fire, restrictors can be in place, but these must be
openable in the event of a fire.

e Window boards free from damage and in good decorative order.

e Keys to be provided for all window locks at ground floor level.

e Defective gaskets/rubber seals to be replaced.
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Replace defective/cracked/broken glass.
Replacement of condensed UPVC glazed units.

Drains, overflows and gullies are to function correctly.
Defective drainage materials/goods/systems to be repaired or replaced.

All internal doors to be in good working order.

Securely hung to lining with hinges in good condition.

Open and close securely without catching on frame.

Doors requiring extensive repairs to be replaced on a like for like basis.
Door furniture to be in working order and free from damage.
Bathroom/toilet privacy lock to be in good working order.

Kitchens to be fitted with a suitable nonslip vinyl floor covering.
Mechanical ventilation to be tested and cleaned.
Any window blinds to be cleaned or renewed.

Free from excessive damage or fair wear & tear.

Securely fitted to walls and worktops.

Doors open and close correctly, ironmongery in good working order.

Drawers open and close correctly Pull handles presented secure.

Shelves present and securely supported where applicable.

Base unit have securely fitted plinths.

A cooker space for standard 600mm wide.

Wherever possible provide a fridge freezer and washing machine space 600mm
by 600mm if space is available (property size dependant).

The sink unit and drainer must be fitted to suitable base unit complete with plug
fixed to the sink with a chain.

Sink unit must be clean and free from marks and stains. It must be free from
blockages and function effectively.

Sink unit to have a splashback of tiles/laminate sheet commensurate in size with
sink area.

All mastic to be clean and fit for purpose.
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Free from excessive damage and/or fair wear & tear.

Securely fixed to base units.

End caps and joint strips present and in good condition, free from sharp areas.
Sealant to tiles in good condition free from mould.

Sink securely fixed to worktop and sealed.

Damaged worktops to be replaced.

When a home becomes empty the condition of the kitchen and bathroom will be
checked to ensure it meets the Decent Homes Standard and re-let quality
expectations.

If our asset management plan shows that major components are due to be
renewed within the next 10 years, the Association may decide to replace these
components early. This decision will be based on the kitchen condition and
affordability considerations.

Securely fixed.

Clean, free from damage, chips, and significant staining.

Sealant in good condition intact and mould free.

Plug and chain fitted.

The hot and cold taps will work correctly without leaking / dripping.

Shower will function correctly.

Shower will drain effectively.

All showers must have shower rail

Shower hose/spray in good condition free from limescale

Securely fixed to floor / wall.

Free from damage, surface deterioration and stains.

Free from leaks and drips.

Cistern flush working correctly.

Flush handle securely fixed.

Service pipe and overflow will be free from leaks/blockages.
Toilet to be replaced if in poor condition.
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Sound and well bonded.

Areas free from chipped or damaged tiles.
Grout in good condition free from mould.
Sealant to be in good condition free from mould

Concrete floors free from large holes and any screeding to have a good even
finish and be crack free.

Slip resistant vinyl sheet flooring to be well bonded to floor.

No gaps visible around base units or sanitary ware.

Water resistant, non-slip vinyl flooring with skirting to be securely fixed and
sealed in bathrooms / Toilets / Wet Rooms.

If new vinyl required, non-slip vinyl in neutral colours to be installed.

All walls and ceilings and woodwork to be decorated.

Kitchen and bathrooms to be decorated.

If mould is present, then extractor fans to be checked and replaced if necessary
and antimould paint to be used.

All surfaces will be even, sound and free of major cracks.

Any protruding screws and/or nails will be removed the area made good

In position and securely fixed.

Free from nails/screws protruding Renew if missing or required and attempt to
match existing.

Skirting not applicable if flooring has casting upstands.

Minor adaptations (e.g. grab rails) to be left in-situ unless obstructive to everyday
use of the facilities.

Handrails outside of wet room/bathroom, or in poor condition to be removed
unless specified by an OT.

Removal of wet room seat if in poor condition and not specified by an OT.
Removed seats will not be replaced by Muircroft Housing. Tenants can purchase
their own standalone seat if needed.
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Adequate provision of access must be provided and maintained to all main utility
services and supplies e.g., easy access to main cold water stop cock, un-restricted and
easy access to gas emergency control valve and meter point.

Tenants will be given a Meter box key on induction from Housing Manager/HSO.

To be free flowing and clear of blockages.

Pipes to be securely fixed to surfaces/sanitary ware.
Free from leaks.

Spigot waste connector for washing machine capped off.

Fully operational.

Free from excessive corrosion.

Free from leaks and drips.

Isolation valves present.

Stop cocks accessible and in good working condition.

Consumer unit with adequate RCD protection.

Replace any non-standard fittings i.e., metal lights and switches replaced back to
standard white accessories.

Remove ‘DIY’ wiring the previous resident has installed.

Inspect operation and clean any nicotine damaged accessories or replace if
necessary.

Fluorescent strip and vapour proof bulkhead light fittings renewed with an LED
equivalent.

Extractor fans in kitchen and bathroom tested.

NICEIC test to be carried out and safety certificate supplied.

All works to be completed by qualified operatives on behalf of the assigned
contract, to the latest legislation and building regulations.
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Check all existing smoke, heat and CO2 detectors are in place. HSO to check
these are working before Tenancy starts.

Smoke detectors situated in the hallway of all flats. The flats that have Heat
detectors installed will be situated in the kitchen.

Flats with Gas boilers will have a CO2 detector in the kitchen near the boiler.
All new detectors fitted will have their dates noted and recorded, located on the
components file.

Heating and hot water services checked that they are working correctly.

Remove all dust, dirt and cobwebs from ceiling and walls.

Clean all windowsills, window frames, and internal glass (outside glass on ground
floor windows/doors only).

Wipe down all internal and external doors and frames.

Door handles and door furniture clean with no marks on paintwork, varnish or
glass.

Any ledges should be free of dust, dirt and debris.

Sweep out and wipe down all built-in cupboards.

Wipe down all skirting boards.

Vacuum all hard floors then mop/clean vinyl flooring ensuring any paint spills
from decoration works are removed where possible.

Must be free of dust and debris on all floor area, edges, thresholds, behind doors
and on all accessible surfaces.

Vacuum (clean where necessary) any carpets left.

Vacuum all vent/grilles to remove any dust and lint build up.

Vacuum behind radiators.

Wipe down all radiators, light switches/fittings, plug sockets and extractor fans to
leave free of dust, marks and stains.

All surfaces are to be left dust, smear, residue and odour free.

Electrical sockets, light switches, extractor fans to be clean.

Kitchen units to be clean inside and out.

Bathroom fittings to be thoroughly cleaned.

Windows and window frames to be cleaned inside.

All internal woodwork to be wiped down and clean.

Radiators to be cleaned front and back (insofar as they are accessible/visible).
Any surface mould growth to be wiped away using fungicidal containing product
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Clean top, inside and outside of all kitchen cupboards/units/drawers including
handles & hinges.

Clean all worktops, tiles, sink/drainer.

Wet Rooms — hoover before mopping.

Shower tray, wall tiles, walls, shower fitments and immediate surrounding area to
be free of dirt, algae, mould and scale.

Shower doors and cubicle sides, door seals, shower curtains, benches/seat,
immediate floor area to be free of dirt, scale, algae and mould.

All drains and outlets to be free of debris, dirt and scale.

Bath and wash basin interior surfaces and fittings to be free of dirt, stains,
grease, scale and soap scum.

Underside and all associated pedestals and pipe work will be free of dirt, dust
and grease.

Mirror(s) free of finger marks and smears.

Shower head to be free of limescale.

Securely fixed to surface.

Remove and make good if in poor condition, damaged or non-standard.

Nails, screws, picture hooks etc. to be removed and filled.

Toilet roll holders, mirrors or other accessories in good condition.

‘Built in” wardrobes provided as part of the original design are to remain and
should be in working order.

All DIY, shelving, to be assessed. If in good condition, may be left.

If carpets retained, then this will be an agreement between the incoming and
outgoing tenants. If no agreement, carpets to be removed by outgoing tenant.
Muircroft Housing Association will take no responsibility for carpets left or gifted.

All window keys and services keys.

Spare door keys.

Relevant manuals.

Details of stopcock location/ Details of service media meter location.
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Health and safety compliance:

Muircroft will ensure that it meets all its legislative and regulatory requirements to
ensure the safety of occupants in their homes. We will have policies and procedures
in place for the five key areas for property health and safety compliance:

Gas safety checks and servicing.
Fire safety risk management.
Electrical Safety checks.
Asbestos management.
Legionella management.
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Contractors and suppliers:

We will maintain an approved list of contractors who will carry out repairs and
maintenance for Muircroft. For a contractor to be accepted onto this list they must be
able to demonstrate.

They have adequate public and employer’s liability insurance.

They are good employers with a high awareness of all relevant health and safety.
Their employees are appropriately qualified and registered in line with industry
requirement.

They can demonstrate a high-quality standard of work.

Where feasible and with due consideration of procurement rules, Muircroft will
prioritise local maintenance contractors and suppliers.

The Maintenance Manager will ensure that the Muircroft process is followed for any
contractor to be accepted on the Muircroft approved list.

A history of reliability in dealings with the Association or recommendation from
other responsible body.

Competence and professional certification for gas and electrical contractors.
Response times in accordance with the Association’s definitions of emergency,
urgent or routine.

Quality of workmanship.

Adequacy of insurance.

Professional attitude when dealing with staff and sensitive approach to tenants.
Value for money.

Contractor performance and value for money:

Muircroft will constantly monitor the performance of all our contractors. Monitoring will
be carried out by:

Post inspection of completed repairs.

Tenant feedback and satisfaction surveys

The Maintenance Manager and other relevant staff shall have periodic meetings to
discuss contractor issues such as invoices, quality of work, response times, etc.
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All orders for work shall be placed in accordance with the Association’s financial
regulations. The prices of contractors used regularly for small jobs of work will be
tested from time to time.

The Maintenance Manager shall check a representative sample of each type of work
undertaken on a regular basis.

The Board and Chief Executive shall regularly check a random sample of completed
jobs whilst processing invoices and at internal control inspections.

All orders for work shall be placed in accordance with the Association’s financial
regulations.

The Maintenance Manager and/or HSO will consult with contractors to ensure that
work is carried out to the required standard.

Contractors will be expected to invoice within 2 weeks of work being completed. It will
not be acceptable for contractors to batch up invoices over an unacceptable period as
this makes it difficult for Muircroft to verify the work carried out and causes
unnecessary pressure on Muircroft’s financial procedures.

The Finance and Business Manager will check all invoices adhere to Muircroft's
financial procedures prior to authorising them.

Muircroft will endeavour to pay invoices within 28 days of receipt of the invoice.
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Access to our premises and key management:

Contractors are given tenants contact details so that a convenient appointment can be
arranged between both parties.

It is the responsibility of individual tenants to ensure someone is present to give
contractors access to their flats when a prearranged appointment has been made for
a routine repair.

If the work is needed to be completed out of hours and is planned by a staff member
then they will ensure the contractor has the correct keys and codes to carry out the
work.

Repairs budget:

The Board will approve the repairs and maintenance budget every year for each of the
different categories of repairs.

The Board delegates the expenditure of this budget to the Chief Executive Officer as
per the Financial Regulations Spending Authority.

Minor repairs by their nature will be generally of such an amount that we will place an
order with the relevant approved contractor. But where larger amounts need to be
spent, we will follow the procedures as detailed in the Financial Regulations Spending
Authority.

Value for money:

Muircroft Housing Association is committed to providing value for money services.
Value for money is about obtaining the maximum benefit from goods and services
acquired and provided, within available resources. It involves economy, efficiency and
effectiveness which can be defined as:

e Economy - careful use of resources to save expense, time, or effort.

e Efficiency - delivering the same level of service for less cost, time, or effort.

o Effectiveness - delivering a better service or getting a better return for the same
amount of expense, time, or effort.

The Board does not consider value for money just as a matter of cutting the costs of
services or supplies but a balance between cost, efficiency and quality where this can
be measured against service delivery, added value, tenant expectation and
satisfaction.

The board shall articulate and deliver a comprehensive and strategic approach to
achieving value for money in meeting the association’s objectives.
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Asbestos management

Please refer to our separate Asbestos Policy.

Legionella management:

Please refer to our separate Legionella Policy.

Tenant satisfaction:

We monitor customer satisfaction with our tenants by recording comments on the
repair spreadsheet after a repair is completed and through our Tenant Satisfaction
Surveys.

The feedback is used to help us make informed decisions regarding service
improvement to assess if something could have been done differently or more
effectively.

Tenant consultation and engagement:

We will obtain feedback from our customers in the following ways:

e An opportunity to complete a satisfaction survey after completion of a repair.
¢ Inspect and obtain feedback from customers for a minimum 5% of repairs to ensure
they have been completed to the highest standards.

Our communication with tenants will always be clear, appropriate, easily understood,
and accessible. We will ensure the service is supported by appropriate training for staff
to:

¢ Run an effective and reliable responsive repairs service.

e Continuously improve performance.

e Give the highest levels of tenants’ satisfaction.

e Provide a service that gives value for money.

e Engage openly and responsively with tenants about repairs to their home.

Complaints management:

Please refer to our separate Complaints Policy.

I\/Ium

Housing Association Ltd



Policy history:

Created by Helen Barber, Jacqui | June 2015
Willbourne and
Spencer Gough

Approved by Board of management | 21st July 2015

Review due Scheduled but Feb/March 2023
deferred.

This review Duncan Clark, Chief March 2025
Executive Officer and
Spencer Gough,
Maintenance
Manager.

Next review 2027

due

Mum

Housing Association Ltd




	Introduction:
	Safety and Quality Standard - Consumer standards 1 April 2024
	Specific expectations
	Areas of responsibility:
	Responsive repairs:
	Repairs to our homes and communal areas:
	Health and safety and repairs:
	Landlord responsibility repairs:
	Compensation:
	Tenant responsibility repairs and decorations:
	Tenant responsibilities carried out by Muircroft:
	Planned maintenance and major works:
	Cyclical maintenance:
	Empty homes (Voids):
	Health and safety compliance:
	Contractors and suppliers:
	Contractor performance and value for money:
	Invoicing:
	Access to our premises and key management:
	Repairs budget:
	Value for money:
	Asbestos management
	Legionella management:
	Tenant satisfaction:
	Tenant consultation and engagement:
	Complaints management:
	Policy history:

