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. . : . TOLLCROSS
Our policies provide a framework to underpin our vision and values, housing association limited

to help us achieve our strategic objectives.

Our Vision By providing quality homes and services, we will create stronger
Local people, local control. communities and a better quality of life for our customers.
Our Values
- Focused on the needs of our customers and communities. - Open and accountable.
- Supportive of our staff and Committee members. - Inclusive and respectful.
- Responsible, efficient, and innovative. - Fair and trustworthy.

Strategic Direction

Consolidation and improvement: Applicable to our core business as a landlord & property manager.
Growth: Through the new build opportunities, we are taking forward.

Partnerships: Where this can help to address shared goals and increase capacity and value.

Resilience: A key priority across all parts of our business.

Strategic Objectives
Services: Deliver quality, value for money services that meet customers’ needs
Homes & neighbourhoods: Provide quality homes and neighbourhoods.

Assets: Manage our assets well, by spending wisely.

Communities: Work with local partners to provide or enable services and activities that benefit local
people and our communities as a whole

Our people: Offer a great workplace environment that produces a positive staff culture and highly
engaged staff.

Leadership & Financial: Maintain good governance and a strong financial business plan, to ensure
we have the capacity to achieve our goals.

Our Equalities and Human Rights Commitment

We understand that people perform better when they can be themselves and we are committed to
making the Association an environment where employees, customers, and stakeholders can be
open and supported. We promote equality, diversity, and inclusion in all our policies and procedures
to ensure that everyone is treated equally and that they are treated fairly on in relation to the
protected characteristics as outlined in the Equality Act 2010.

Privacy Statement

As data controller we will collect and process personal data relating to you. We will only collect
personal information when we need this. The type of information we need from you will vary
depending on our relationship with you. When we ask you for information, we will make it clear why
we need it. We will also make it clear when you do not have to provide us with information and any
consequences of not providing this. We are committed to being transparent about how we collect
and use your data, and to meeting our data protection obligations with you. Further information
about this commitment can be found within our full Privacy Statements.

Policy Scope & Review

For the purpose of this policy the term Association will include all members of the Tollcross Housing
Association Limited. Therefore, all employees, governing body members, volunteers, customers
and other relevant stakeholders will be expected to adhere to this policy and/or procedure. All
policies and procedures are reviewed every 3 years in line with best practice and current legislation.
The Association reserves the right to make additions or alterations to this policy and procedure from
time to time. Any timescales set out in this policy may be extended where required.
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3.1.

3.2.

3.3

Introduction

The Association aims to deliver a repairs and maintenance service that is customer driven,
responsive, flexible, efficient, cost effective and of the highest quality.

Adequate systems are needed to estimate, monitor and provide effective repairs at both
reactive and planned levels and to ensure there is the financial ability to meet these
commitments. Properties, no matter how they are constructed, will deteriorate without such
systems, thus affecting the ability of the Association to use the housing stock optimally.

This policy, therefore, has the primary aim of maximising the lettable life of the dwellings
within the constraints of the financial resources available to the Association.

Policy Objectives
The purpose of the Policy is:

- To identify the needs of our tenants and service users in order to deliver a customer
focused Repairs and Maintenance Service.

- To establish and set out responsibilities for repairs, repairs reporting arrangements,
repair categorisation and timescales for completion.

- To establish procedures for budgeting, cost estimating and monitoring.

- To establish authorisation levels for work instruction and payment.

- To ensure effective document management, record keeping, quality inspections and
Committee reporting.

- To identify component life cycles and a long-term strategy for planned maintenance
that is appropriate for the housing stock.

- To ensure flexible and convenient contact and works arrangements are offered to our
customers.

Responsibilities for Repairs and Maintenance

Repairs responsibilities generally fall within these broad areas:

Tenant responsibility

Landlord (Association) responsibility

Shared responsibility

Other agencies responsibility

In most circumstances, repairs will either fall within (a) or (b). On occasion, a

repair will fall within (c) where repairs are to common areas or items with joint ownership e.g.
closes, mutual walls or other common areas, where agreement is required with other
owners, (d) where the fault affects a gas supply, a public road or footpath or where the work
involves other utility companies.

Tenant Repair Responsibilities

3.3.1 Tenants have a responsibility to report repairs to the Association, to ensure that
their property is kept in good order.
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3.4

3.5

4.1

4.2

3.3.2

3.3.3

3.3.4

Tenants have a responsibility to co-operate with the Association to provide access
for repairs and maintenance works. Access arrangements will be made wherever
possible to suit the tenant’s availability, with tenants offered morning/ afternoon
arrangements, with school runs taken account of.

Tenants are requested to report to the Association any broken access arrangements
made by Contractors.

Tenant and landlord responsibilities are as set out in Section 5 of the Tenancy
Agreement.

Association Repair Responsibilities

3.4.1

3.4.2

3.4.3

The Association’s repair responsibilities include the provision of properly managed
maintenance services that ensure the properties and grounds are maintained to a
decent standard that enable tenants to live in a safe and appropriate environment.

The Association shall provide a responsive repairs and maintenance service focused
on tenant's needs and will seek feedback to determine and address tenant
aspirations.

To achieve this, an on-going satisfaction survey will be carried out in relation to
maintenance services to continuously gauge the views of our tenants. The results
of the survey will be monitored and reported regularly to the Operations Sub-
Committee.

Factored Owner Responsibilities

3.5.1

3.5.2

3.5.3

The Association will act in the capacity of landlord where it owns all properties in a
close. The Association will act as factor in those closes where we own the majority
of properties or where there are a majority of owners who have voted for the
Association to act as factor.

Owner occupiers will be fully responsible for all work to the interior of their homes in
addition to the external doors and windows. The Association will hold no
responsibility for any remedial work within the owner’s home.

Owners will be expected to report all defects at the common parts of the building to
the Association, and for paying their appropriate share of the repair costs, as set out
in the title deeds for the building. The owners will also be responsible for paying their
share of the common insurance policy premium for the building and for liaising
directly with the identified insurance brokers for any claims pertaining to their home.

Definition of Repairs and Maintenance Works

The repairs and maintenance of properties falls within 3 main headings:

- Reactive Repairs (see Section 5 below)
- Cyclical Maintenance (see Section 6 below)
- Planned Maintenance (see Section 7 below)

While there are operational overlaps between all three, the key purposes of each are
explained below.
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5.

5.1

5.2

5.3

54

Reactive Repairs

Reactive repairs (also called Response or Day to Day) are minor works undertaken in an
intermittent basis e.g.in response to tenant reports of broken windows, burst pipes, missing
roof tiles etc., for which a job order will be issued. The order will identify the category of
repair and state the timescale to complete the repair (shown at section 5.4 to 5.7 below).
Whilst the causes of these faults may vary, their defining characteristics are that they occur
in a random fashion and must be dealt with as and when they arise.

An annual budgetary provision will be made for repair works based on historic costs plus
projections for any anticipated minor works.

Methods of Reporting Reactive Repairs

5.3.1  The Association intends to maximise the opportunity and methods available to
tenants and service users to report repairs during and out with office hours.

These include:

During Office Hours

- Calling at our office at 868 Tollcross Road or at the Advice Centre at 84 Braidfauld
Street.

- Telephoning our offices on 0141 763 1317 Ext. 1 for repairs.

- E-mailing info@tollcross-ha.org.uk or repairs@tollcross-ha.org.uk

- Using the Report a Repair facility on our website www.tollcross-ha.org.uk or App

- Reporting directly to our staff at Helenslea Sheltered Housing Complex and at
Orchard Court Sheltered Housing Complex.

- Out with Office Hours

- Telephoning our offices on 0141 763 1317 (calls transferred to call handler)

- Telephoning our out of hours number 0345 604 4686

- Using the Report a Repair facility on our website www.tollcross-ha.org.uk
(message actioned the next working day).

The following are the classification for reactive repair works dealt with by the Association,
showing the target timescale in which the repair must be completed.

(i) Emergency repairs: made safe within 6 hours.

(i) Emergency repair works falls under the broad definition of those repairs which, if left
unattended, would cause danger to life or limb or constitute a general safety hazard or have
the potential to cause more severe damage to the property or services. Examples of
emergency repairs include gas leaks, burst water pipes, complete power failures,
boiler/heating failure (seasonal), loss of water supplies and roof damage with falling debris.
Response times for emergency repairs shall be to make safe within 6 hours, with any follow
up non-emergency repairs instructed separately. Examples of Repairs Categories are shown
at Appendix A.

(iii) The Association will ensure that staff are trained to properly identify an emergency situation
and be able to respond effectively to it.

(iv) The Association shall ensure that any emergency situation and emergency repairs that
are required are clearly identified and communicated to tenants and contractors.
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5.5

5.6

5.7

6.1

(v) The Association shall ensure that the wellbeing of the tenant is uppermost in the process.
For example, any tenant whose heating cannot be restored will be left with an alternative form
of heating.

(vi) For emergency repairs reported out with working hours, the Association will provide all
tenants with an emergency repairs phone number (see 5.3.1 above) through which all calls
received will be directed to an emergency number. The Association will appoint an out of
hours emergency service provider who will assess the matter reported and will, where
appropriate, instruct an appointed contractor to attend and deal with the fault. The tenant will
be made fully aware of the intentions of the Association’s representative during the call. A full
report on the matter will be received and assessed by the Association on the next working
day, who will then contact the tenant to ensure that they have received a satisfactory service
and that they are safe and well.

(i) Urgent repairs: to be completed within 3 working days.

(i) Those repairs which, if left unattended, would unacceptably infringe or interfere with the
normal occupancy and use of the property by its occupant and/or cause an adverse effect on
the fabric of the building. Examples include defective heating systems (follow on repairs),
ventilation systems or power failure to electrical sockets.

(i) Normal repairs; to be completed within 5 working days.

(i) Covers all remaining types of repairs which are non-urgent and can wait a short time before
being dealt with. Examples include damage to kitchen units or damage to plasterwork.

(i) Right to Repair: complete within either 24 hours, 3 days or 7 days

(i) Covers a number of small, defined qualifying repairs which was implemented as part of the
Housing Act (Scotland) Act 2001. Where these qualifying repairs are not completed within the
given timescale, tenants shall be provided with an alternative details / contractor to contact.
Compensation shall be payable to the tenant for the inconvenience of non-completion. The
list of qualifying repairs and target timescales is shown at Appendix B.

(iii) The Association will advertise the Right to Repair scheme on an annual basis and will
include reporting on the scheme as part of the quarterly reporting to Committee.

Cyclical Works

Pre-programmed works that are instructed on a planned, periodic basis to ensure the proper
functioning of a component or installation, or to extend or protect a component or installation
that is subject to cumulative wear. Examples of cyclical works are:

(i) Gas Servicing: an inspection of all gas fuelled appliances which require to be inspected and

certified within a 12-month period. The Association will also instruct an independent 10% audit
of all certificated appliances to ensure compliance with legislative requirements.

(i) Electrical testing: a 5 yearly check and certification of fixed domestic and common area
electrical circuits.

(iii) Gutter Cleaning: 2 yearly cleaning to all tenemental and housing properties.
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6.2

7.1

7.2

7.3

7.4

7.5

7.6

7.7

7.8

7.9

8.1

(iv) Painterwork: the stock will be divided into 5 areas to allow a 7 year cycle of redecoration
to common areas e.g. closes and external timbers. Residents and owners will be offered a
choice of colours for the close redecoration.

(v) Door entry system servicing: periodic inspection to ensure that locking mechanisms are
operating effectively, and that timeclocks are correctly set to allow access for postal deliveries.

(vi) Roof inspections: Inspections are carried out every two years to identify and carry out
remedial works following inclement winter weather, with follow up repair work where
necessary.

An annual budgetary provision will be made to carry out cyclical works, based on an identified
programme of works for the year.

Major Works

Major Work activities (also called planned maintenance or capital investment work) that
address the expiry, failure or obsolescence of major components on a programmed basis
e.g. the replacement of roofs, kitchen unit renewal, full property rewire etc.

Independent stock condition surveys will be commissioned on an agreed frequency, which will
be used to produce a 30-year programme of works and expenditure, which will be incorporated
into Business Plan projections. The stock survey will require to consider whether the housing
properties comply with the Scottish Housing Quality Standard (SHQS) and subsequent
regulatory requirements.

Energy efficiency (EESSH) measures will be a key objective for the Association in helping to
address the Scottish Government’s national target of reducing the impact of fuel poverty.

Consideration will also be given to high-cost reactive repair items, to incorporate these into
the major works programme.

It is intended that an additional 10% stock survey sample be carried out annually in-house,
predominantly focusing on void properties.

An annual budgetary provision will be made for major works, based on the identified
programme of works for the year taken from the stock condition report and cross-referenced
to the Business Plan provision. This programme will be published on the Association’s website
with details also shown in the Association’s newsletter.

Choice options will be offered to tenants whenever possible as part of major works contracts
e.g. kitchen worktops, unit doors, handles.

We have a minimum target of 10% of completed major work to be post inspected, with a target
of 80% customer satisfaction forms to be returned for all major work contracts.

It will be the Association’s intention to maximise the level of work undertaken on a pre-planned
basis, with the aim of minimising the level of unplanned, reactive repairs.

Miscellaneous Repair and Maintenance Works

There are other repairs and maintenance work categories that do not fall within the 3 main
headings above, as follows:

6
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- Void repairs

- Medical Adaptions

- Rechargeable repairs

- Insurance works

- Landscape Maintenance

8.2 Void Repairs

8.2.1 Repairs required to return a recently vacated property back to a lettable standard
and will include gas and electric safety testing and certification, sampling of asbestos
if applicable, re-energisation of utility meters and provision of an Energy
Performance certificate to be available to inform the prospective tenants. The
Lettable Standard is shown at Appendix 1 of the Void Management Policy.

8.2.2 Given that there is unrestricted access, and the necessity to re-let the property, it is
essential that any work required is completed as quickly as possible to reduce the
rental loss period. Completion times for standard void repairs is 5 working days.

8.2.3 On occasion, however, work will include carrying out major works to bring the
property up to the standard of adjacent housing stock. This major work should be
completed at the earliest opportunity, with the maintenance Officer deciding the
target following inspection.

8.3  Medical Adaptations

8.3.1 These are alterations identified and recommended by the Local Authority Social
Services Department’s Occupational Therapist aimed at allowing disabled or infirm
tenants to continue to live in their homes. Adaptation works will only be undertaken
subject to the receipt of the relevant Occupational Therapist (O.T.) referral form.

8.3.2 All individual adaptations over the value of £500 are classified as Stage 3
adaptations. Budget funding for such work to the Association’s (pre-2011 transfer)
stock will be sought annually from Glasgow City Council through the Strategy and
Development Funding Plan submission, coordinated by the Chief Executive. Spend
will be monitored to ensure it does not exceed the grant total. If further referrals are
received, additional funding may be sought

8.3.3 As per the requirements of the second-stage transfer agreement with Glasgow
Housing Association, the Association will make an annual budget provision to
undertake adaptation work to transfer stock properties on receipt of an O.T. referral
form.

8.34 The Association will review referrals to ensure that adaptations are relevant to the
property prior to any adaptation being carried out. In some cases, the consideration
of alternative housing may be required as there will be no major works adaptations
above ground level.

8.3.5 Work will be carried out in accordance with the order of priority identified by the
Occupational Therapist, and then by date receipt order.

8.3.6 The Operations Sub-Committee will be advised of the percentage of properties that

have been adapted and will from time to time consider an upper threshold should be
applied to the number of properties adapted, considering population demographics.

7
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8.4

8.5

8.6

Rechargeable Repairs

8.4.1

8.4.2

8.4.3

8.4.4

8.4.5

8.4.6

Repairs arise that are the responsibility of the tenant, as outlined in the tenancy
agreement. Where this is the case, Association staff will advise the tenant in writing
that the repair is their responsibility.

Where a repair has been instructed and at the time of the visit it is discovered that
the repair is a tenant responsibility, the tenant should be advised by the Contractor
of this situation and that they will be recharged for the work.

Where a repair is identified as rechargeable the Association will normally only carry
out the repair subject to the tenant paying full costs up front. In an emergency e.g.
damage to a smoke detector or to a toilet pan caused by the tenant, the Association
will carry out the work subject and recharge the tenant.

Where damage has been caused to the Association’s installations e.g. gas,
electrical, plumbing etc. this should be recharged to the tenant.

In addition to the cost of the repair itself, the Association may levy an administration
charge as a percentage of the works cost for this service.

Where rechargeable work is done but not paid for in advance, a letter will normally
be issued to the tenant immediately after the work has been completed, advising of
the recharge work and providing an estimated cost.

Insurance Works

8.5.1

8.5.2

8.5.3

8.5.4

The Association will have in place insurance policies to provide protection
against personal injury claims and other remedial repair works defined as insurable
events e.g. water leaks, storm damage etc.

Each incident will be assessed by the Maintenance staff to determine if the matter
is an insurable repair. If considered to be, or if there is doubt, the matter will be
referred to the insurance broker.

Upon completion of the works all invoices should be authorised and passed along
with relevant paperwork to the insurer for recovery of the cost of the works, less the
policy excess.

Where an owner is covered by the Association’s policy and has an insurable event
within their property i.e. not in the common area, they will be responsible for dealing
with the insurer directly.

Landscape Maintenance

8.6.1

8.6.2

Common area grounds management for which the Association will put in place a
contract to carry out grass cutting, hedge and shrub bed maintenance, litter and leaf
collection, bulk refuse uplifts, bin store cleaning and weed and moss removal.

Works costs will be apportioned in order that owners can be billed for their share of
the works.
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9.1

9.2

9.3

9.4

9.5

10

10.1

10.2

10.3

10.4

10.5

10.6

11

1.1

11.2

Procurement of Works

All works shall be procured in accordance with the Procurement Policy and the Financial
Regulations.

The Association shall ensure that the investment works carried out shall deliver the necessary
quality of works to achieve all requirements of SHQS, including EESSH, and post SHQS
targets.

For each major works contract, the Association will implement a defect liability clause which
will normally apply for a 12-month basis.

The Association will also seek to achieve extended warranty periods for all components fitted
and will aim to ensure that cost savings are maximised.

The Association will also seek agreement with suppliers on the availability of parts over the
expected lifespan of each component, prior to component recommendation and selection.

Use of Contractors and Consultants

The Association shall seek to ensure that works are awarded based on the most economically
advantageous basis and in accordance with the requirements detailed in the Procurement
Policy.

The Association will tender for the repairs and maintenance contract through the Public
Contract Scotland portal prior to the conclusion of the existing contract.

The performance of all our contractors and consultants will be monitored in line with our
contract management processes.

The Association shall ensure that Contractors offer tenants and service users suitable and
convenient access arrangements wherever practicable, with tthe exceptionof emergency
situations.

All Contractors and Consultants will also be required to demonstrate compliance with the
Association’s Equality and Diversity Policy and will be required to confirm that they are an
equal opportunities employer and have a policy in place in this regard.

Where a company consistently fails to perform, breaches safety legislation or is guilty of
misconduct, a recommendation will be made to Committee to discontinue use of this company,
who will be duly notified.

Financial Controls and Authorisation Levels

Budgets will be set annually for all Repairs and Maintenance headings with expenditure
monitored and reported to Operations Sub-Committee on a quarterly basis. Corrective action
will be implemented as necessary to bring overspends back within approved levels.

All work shall be instructed and authorised in accordance with the detail set out in the Financial
Regulations. Appendix C shows an extract from these, identifying the current authorisation
levels for repairs and maintenance works.
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121

12.2

13

13.1

13.2

14

141

Performance monitoring

To properly evaluate the efficiency and cost effectiveness of all aspects of the repairs and
maintenance service, the following performance targets will be monitored and reported to
the Operations Sub-Committee on at least a quarterly basis, (indicators and timescale
remain subject to a change of requirement by the Scottish Housing Regulator):

i) Average number of hours to complete emergency repairs

ii) Average number of days to complete non-emergency repairs

iii)) Percentage of (non-emergency) jobs completed Right First Time

iv) Percentage of Gas Service Inspections completed within a 12-month period.
V) Average time taken to carry out completed Medical Adaptations in the year
Vi) Percentage of Emergency jobs completed within target timescale

vii)  Percentage of Urgent jobs completed within target timescale

viii)  Percentage of Reactive jobs completed within timescale

iX) Percentage of Right to Repair jobs completed within timescale (3 categories)

X) Budget and variances for Repair and Maintenance expenditure headings.
Xi) Percentage of pre and post inspections carried out for the period, against
targets.

xii)  Tenant satisfaction returns.
xiii)  Gas audits by third party
xiv)  Quarterly Tenant Safety Report

A list of the Key Performance Indicators and current targets is shown at Appendix D.

The reports shall be evaluated by Committee and officials and where necessary, appropriate
action taken to ensure the target outcomes are achieved.

Quality Control

To properly ensure that value for money is being achieved across all aspects of the repairs
and maintenance service, pre and post inspection and customer feedback targets will be
operated and reported to the Operations Sub-Committee on a quarterly basis:

- 15% pre and post inspections for reactive repairs + adaptations

- 100% pre and post inspections of void properties

- 10% gas audits

- 10% (minimal) post inspections for major works contracts

- 15% customer satisfaction survey returns for all repair jobs completed

The purpose of the inspections and customer feedback is:
- to ensure the work specification reflects the work required to make good the repair
- that the completed work is to a satisfactory standard.
- that tenants are able to comment on the quality of the work and their satisfaction with
the work and the process.
- to ensure that properties offered for relet meet the Association’s required standard.

Health & Safety

The Association shall have arrangements in place to address the requirements of health and
safety legislation. These will include:

14.1.1 All contractors being required to be aware of and comply with the Association’s health
and safety policy.

10
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15.1

15.2

15.3

15.4

15.5

15.6

16

16.1

16.2

14.1.2 All contractors and consultants required to provide sight of their health and safety
policy statements.

14.1.3 All contractors and consultants required to hold and provide to the Association a copy
of their insurance policies e.g. Employer, Public and Professional indemnity.

14.1.4 The Association will have in place an Asbestos Management Risk Register and
Management Plan for non-domestic and domestic premises, which will be regularly
reviewed to protect, tenants, staff and contractors from exposure to asbestos
containing materials.

14.1.5 The Association will have in place a Water Management Plan for office and domestic
premises and will ensure effective control measures are in place to prevent the
occurrence of legionella.

Tenant Alterations

The Association encourages tenants who wish to improve or enhance their living environment
to carry out alterations to their homes. The Association shall endeavour to work with tenants
to achieve the alteration in their home, while recognising that in some cases alterations may
not always be feasible.

In doing so, however, tenants will be expected to notify the Association of their intentions prior
to carrying out the work and obtaining the Association’s agreement to do so.

The Association shall approve alterations that do not compromise the fabric of the building but
will not normally approve alterations that require planning consents or building warrants or
those that may impact on health or safety.

Tenants must notify the Association in writing of their intention to carry out alteration works to
which the Association will respond within 28 days. During this time, the Association shall
consider the alteration and evaluate its suitability.

Approval will be granted only if the work is carried out to a standard acceptable to the
Association and will be granted subject to certain conditions being applied in respect of
reinstatement or removal at the end of tenancies, uplifting in case of internal works by the
Association and in the appointment of bona fide contractors.

The Association shall have the right to make good and re-charge a tenant for unsatisfactory
or unauthorised alterations in their property.

Compensation for Improvements

Certain alteration works qualify for compensation under the Government scheme implemented
under the Housing (Scotland) Act 2001, which is payable to the tenant upon termination of
their tenancy. Where work does qualify under the scheme, the tenant will be required to obtain
Association approval for the alteration works in advance as set out above, to hold all receipts
for the completed work and to contact the Association regarding the scheme within the period
of 28 days before or 21 days after the end of their tenancy. The Association will then assess
the compensation request and will make payment in line with the requirements of the scheme.

The Association will advertise the scheme on an annual basis and will advise tenants that
further details on the scheme can be obtained from the Association’s offices.

11
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17.2

17.3

18

18.1

19

19.1

20

20.1

Consultation

The Association will seek to consult as widely as possibly with tenants and owners throughout
the stock.

To this end, where project work is intended invitations will be issued and consultation meetings
held to discuss the proposed works, with the scope of works and projected costs made
available where possible.

Regular review will also take place with established tenant groups e.g. scrutiny panel to review
proposals and recent/future tenant consultation to enhance the process.

Complaints

The Association is committed to providing high quality customer services. We value
complaints and use information from them to help us to improve our services. See also the
Association’s Complaints Procedure.

Legislation and Good Practice

The Association will seek to ensure that all activities and contract arrangements are
undertaken in accordance with legislation and good practice. A list of legislative, good practice
and other procedural matters that impact on the repairs and maintenance service are shown
at Appendix E.

Policy Review

This Policy will be reviewed every 3 years. Any significant changes to legislation will bring
forward review date.
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Appendix A

REPAIR CATEGORIES - EXAMPLES

Emergency Repairs — Made safe within 6 hours

Causing danger/general safety hazard / severe property damage
Investigate and make safe immediately.
Restore or provide temporary alternative facilities within hours of making safe

o Fire

e Gas escape

e Boiler fumes leak

e Water mains / bursts causing floods within property / boundary
e Burst radiator (not a minor leak)

e Lack of water

e Complete loss of light or power to house

e Major electrical fault constituting danger if not attended to

e Insecure property including broken glass (Police report number may be required)
e Blocked or broken wc (if only 1 in house)

e Complete waste or soil pipe block

e Surcharge of drains (flooding)

e Serious roof leak /water penetration affecting equipment

e Smoke alarm failure

e Carbon monoxide detector failure

e Community alarm failure

e Common area stair lighting failure

e Common area door entry failure

e Pollutants

e Dangerous structural conditions / settlement

¢ Wind damage to structure, stacks, TV aerial or scaffolding

e Serious subsidence of site area

e Unsecured boarding and fencing

e No heating (minor repair required) - Up to 10pm in winter, or elderly or infants

Urgent Repairs — within 3 working days

Infringes or interferes with normal occupancy / adversely affects the fabric of the building

¢ No heating (parts or fittings required)
o Water leak
e Partial power failure
e Partial loss of water supplies
e Leaking radiator (not major leak)
e No hot water
e Partial soil/waste/drainage blockage
e Minor rain penetration through roof
e Other leaks causing damage
13
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e Overflow running
e Safety related problems

Normal Repairs - within 5 working days

All other, non urgent, work not identified above
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Appendix B — Right to Repair
RIGHT TO REPAIR

Qualifying Repair and Timescale for Completion

Qualifying Repair

Timescale for Completion
Maximum Period (Working Days)

Blocked flue to open fire
or boiler

1

Blocked or leaking foul drains, soil stacks
or toilet pans where there is no other
toilet in the house

1

Blocked sink, bath or drain

Electric power — loss of power

Electric power — partial loss of power

Insecure external window, door or lock

Unsafe access path or step

Significant leaks or flooding from water or
heating pipes, tanks or cisterns

Alalalw|=ma|—

Loss or partial loss of gas supply

—

Loss or partial loss of space or water
heating where no alternative heating is
available.

Toilet not flushing where there is no other
toilet in the house.

Unsafe power or lighting socket or
electrical fitting.

Water supply — loss of water supply

—

Water supply — partial loss of water
supply.

Loose or detached banister or handrail

Unsafe timber flooring or stair treads

Mechanical extractor fan in internal
kitchen or bathroom not working.

~N|Ww|lw
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Appendix C — Authorisation Levels (from financial regulations)

Approval and Authorisation Limits

1. Reactive Maintenance, Cyclical Maintenance and Direct Services

Commitment
of Authorisation
expenditure of invoice Countersignature of
Staff Member up to value up to invoice required by

Maintenance / Investment £500 N/A N/A
Assistant
Maintenance Officer £1,500 £1,500 N/A
Investment Co-ordinator £5,000 £5,000 N/A
Maintenance Manager £5,000 £5,000 N/A
Technical Director £10,000 £5,000+ CEor FD
Operations Sub Committee | £10,000+ N/A

1.1. Limits stated relate to expenditure within annual budget.

1.2. Countersignature required where Technical Director has committed to expenditure and
authorised subsequent invoice.

1.3. Committee approval relates to initial decision about contract acceptance. Authorisation of

subsequent invoices within budget is fully delegated to staff.

2. Planned Maintenance

Commitment
of Authorisation
expenditure of invoice Countersignature of
Staff Member up to value up to invoice required by

Maintenance Officer £1,500 £1,500 N/A
Investment Co-ordinator £5,000 £5,000 N/A
Maintenance Manager £5,000 £5,000 N/A
Technical Director £10,000 £5,000+ CE or FD
Operations Sub Committee | £10,000+ N/A

2.1.Limits stated relate to expenditure within annual budget.

2.2.Countersignature required where Technical Director has committed to expenditure and
authorised subsequent invoice.

2.3.Committee approval relates to initial decision about contract acceptance. Authorisation of
subsequent invoices within budget is fully delegated to staff.

Note: All subject to change in line with Financial Regulations.
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Appendix D — Key Performance Indicators & Targets

Key Performance Indicators and Targets

Inspections completed within a
12 month period.

Indicator 2025-26 Target
Average number of hours to 6 Hours
complete emergency repairs.
Average number of days to 3 Days
complete non emergency
repairs.
Percentage of (non- 95%
emergency) jobs completed
Right First Time.
Percentage of Gas Service 100%

Average time taken to carry
out completed Medical
Adaptations in the year.

Less than 60 Days

Percentage of Emergency and
Gas Emergency jobs
completed within 6 Hour target
timescale.

100%

Percentage of Gas Urgent jobs
completed within 3 Day target
timescale.

100%

Percentage of Urgent jobs
completed within 3 Day target
timescale.

98%

Percentage of Reactive jobs
completed within 5 Day
timescale.

98%

Percentage of Right to Repair
jobs completed within
timescale (3 categories).

100%

Budget and variances for

Maximum of 100% of

Repair and Maintenance budget spent
expenditure headings.

Percentage of pre inspections 15%
carried out for the period.

Percentage of post inspections 15%
carried out for the period.

Level of Tenant satisfaction 98% either very

satisfied or satisfied

Percentage of tenant
satisfaction returns.

15% of total jobs
raised

Gas Audits

10% of Gas Service
inspections
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Appendix E — Relevant Legislation & Good practice

Relevant Legislation and Good Practice

1. Housing (Scotland) Act 2001
- Right to Repair
- Right to Compensation for Improvement

2. Housing (Scotland) Act 2005

3. Health and Safety at Work etc Act 1974
- Construction (Design and Management) Regulations 2015
- Control of Asbestos Regulations 2012
- Legionnaires Disease Approved Code of Practice 2013
- Lifting Operations and Lifting Equipment Regulations 1998

4. Gas Safety (Installation and Use) Regulations 1998
5. |IET Regulations 18" Edition (and subsequent amendments)
6. Scottish Housing Quality Standard Technical Guidance

7. Energy Efficiency Standard for Social Housing Technical Guidance

8. Internal Documents

- Asset Management Strategy
- Business Plan

- Equality and Diversity Policy
- Estate Management Policy

- Financial Regulations

- Health and Safety Policy

- Internal Management Plan

- Procurement Policy

- Void Management Policy
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Appendix F — Equality & Human Rights Impact Assessment

Policy Repairs and Maintenance Policy
EIA Completed by Joe Wilson, Technical Director SANPEIEN 11 August 2025

1. Aims, objectives, and purpose of the policy / proposal

The Association aims to deliver a repairs and maintenance service that is customer driven,
responsive, flexible, efficient, cost effective and of the highest quality, maximising the lettable life of
the dwellings within the constraints of the financial resources available to the Association.

2. Who is intended to benefit from the policy / proposal?

Tenants, staff and contractors.

3. What outcomes are wanted from this policy / proposal?

The procedures detailed within this policy are to ensure that all reasonable steps have been taken
deliver a repairs and maintenance service that is customer driven, responsive, flexible, efficient, cost
effective and of the highest quality, maximising the lettable life of the dwellings within the constraints
of the financial resources available to the Association.

4. Which protected [ 1Age [] Gender reassignment [] Religion or belief
characteristics could?be [] Disability [] Marriage & civil partnership [] Sex
affected by proposal’ [ ] Race [] Pregnancy and maternity [ ] Sexual orientation

5. If the policy / proposal is not relevant to any of the protected characteristics listed in part 4, state
why and end the process here.

Although the protected characteristics are not relevant, when considering the duties involved in
repairs and maintenance services, staff should consider the personal characteristics of the tenant
or owner when providing a high quality service to them.

6. Describe the likely impact(s) the policy / proposal could have on the groups identified in part 4

7. What actions are required to address the impacts arising from this assessment? (This might

include; collecting data, putting monitoring in place, specific actions to mitigate negative impacts).

8. Consider the impact and actions to be considered for the following Human Right articles:

Article 6: Right to a fair trial
Everyone should be given the opportunity to participate effectively in any hearing of their case and present their side.

Impact: N/A Actions: N/A

Article 8: Right to respect for private life, family life & the home
Everyone has the right to access and live in their home without intrusion or interference.
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Impact: N/A Actions: N/A

Article 14: Prohibition of discrimination

Everyone has equal access to the other rights contained in the Human Rights Act.

Impact: N/A

Actions: N/A
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