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1. Introduction

Hundred Houses Society (HHS) is committed to keeping its properties in a safe,
sustainable and well-maintained condition. Our Homes Strategy sets out what we plan to
deliver in order to meet this standard.

We recognise that our customers consider the delivery of a good repairs service to be very
important to them. Our Customer Strategy sets out how we engage, interact and listen to
our customers views on our service.

We also recognise that we have a statutory duty set out in the 1985 Landlord and Tenant
Act for all our periodic assured and secure tenancies, that we must:

e keep in repair the structure and exterior of the dwelling house (including drains,
gutters and external pipes)

e keep in repair and proper working order the installations in the dwelling house:

= forthe supply of water, gas and electricity and for sanitation (including
basins, sinks, baths and sanitary conveniences but not fixtures, fittings and
appliances for making use of the supply of water, gas or electricity)

= for space heating and hot water

2. Purpose

The purpose of this policy is to ensure that we provide an efficient and consistent
responsive repairs service which represents value for money.

This policy has been developed to ensure that all tenants and leaseholders are aware of
how to report a repair and the timescale in which the repair will be carried out.

3. Policy
3.1  How to report a repair

e Contact us by phone on 01223 315036

e Email us at info@hhs.org.uk

e Visit our website at www.hhs.org.uk

e Write to us at 51 Scotland Road, Cambridge, CB4 1QW

3.2 Operating Hours

Our Customer Services Team are available between 9am and 4pm on Mondays and
between 9.30am and 4pm on Tuesdays to Fridays.



Outside of these hours, our out of hours call provider will take calls for emergency repairs.
Emergency repairs means that unless the repair creates a danger to life or may cause
serious damage to the home or possessions, it may not be dealt with until the next working
day.

3.3 Appointments

In order to ensure flexibility and maximise access to carry out repairs, we aim to maximise
the use of customer appointments. Customers will be offered appointments for all repairs
other than emergency repairs. Appointment slots will be offered as follows:

* Morning appointments between 8am and 12pm
» Afternoon appointments between 12pm and 5pm
+ Customers can request we avoid certain time slots (eg school runs)

3.4 Prioritising a responsive repair

3.4.1 Emergency Repairs

These include repairs affecting the safety or basic security of the property or potentially
affecting the health of the household or visitors (eg. gas leaks, uncontrollable water leaks
and serious electrical faults). We will aim to make safe any emergency repairs within 4
hours and will aim to complete the job within 24 hours.

e Escape of gas or fumes (if you smell gas, you must also contact National Grid on
0800 111999 immediately. In the event of a fire, call 999 immediately. If CO alarm is
sounding CO detector activation — refer to Cadent initially)

¢ No heating or hot water

e Electrical fittings in contact with water

e Live or bare electric wiring

e Sewage overflowing into the home or internal communal areas

e Uncontrollable leaks

e Failure of all lights or all power (domestic and communal)

e Continuous sounding activated communal/domestic fire/smoke alarms

e Tenant locked out of the property - please note the replacement of lost keys are
rechargeable to the customer

e Loose or dangerous bricks or roof tiles

e Failure of major adaptations (eg. passenger lifts, customer stairlifts)

e Insecure external door & window if ground floor.

e Gas and electrical safety check following emergency eg. fire, flood etc.

e Warden call systems faults

3.4.2 Urgent Repairs
These are not emergencies, but repairs which need to be carried out quickly to prevent
further damage to the property and improve customers’ quality of life. We aim to complete
the job within 5 working days (so not including Saturdays and Sundays).

e Loss of water (eg. failure of cold-water drinking tap)

e Board-up broken window (glass)

e Broken window mechanism where window can’t be secured



e Blocked sink or bath waste pipes

e Faulty communal fire or smoke alarms( eg. intermittent bleeping)
e Containable / controlled leaks

e No flush / blocked drain (if only one toilet in the property)

e Failure of kitchen or bathroom lights

e Repairs to internal doors (for self-isolation purposes only).

e Faulty communal aerial

e Slips, trips and falls hazard

3.4.3 Routine Repairs
These are repairs that are not urgent. We aim to complete routine repairs within 20
working days (so not including Saturdays or Sundays).

If several properties have a similar non-urgent problem, we will consider completing the
repairs as part of a planned home improvements programme within 90 days.

We may also identify repairs that are of a larger nature which we call a major repair. We
aim to complete major repairs as quickly as possible, however a maximum time limit of 60
days is used for these works.

There may be repairs required where certain parts or specialist engineers/services are
required and these repairs may take longer than usual as a result. Customers will be kept
informed of any potential delays with a repair and, where appropriate, temporary measures
will be put in place to mitigate the situation (eg. temporary heating will be provided in the
winter months whilst waiting for a part to a central heating system).

3.5 Communication

When a repair is reported, customers will be requested to confirm their preferred method
of communication, so that the most effective method is selected. If our operative is running
late and will not be able to attend at the appointed time, we will use the preferred contact
method to contact the customer.

Where required, we will provide access to translation and interpretation services and
ensure that any information distributed to customers and leaseholders regarding a
reported repair and customer obligations are made available in appropriate formats and
languages.

We will work with individuals and communities where there are specific areas of concern
for customers and will ensure that customers with disabilities and/or special requirements
are dealt with sensitively and in line with their individual needs.

3.6 Customer responsibilities

Customer responsibilities for repairs are set out in general terms in the HHS Tenancy
Agreement and schedule. We may however carry out these works where the customer’s
ability to do so is affected by health, disability or vulnerability issues. Examples of repairs
that are the responsibility of the tenants are:

e Internal doors (fair wear and tear excepted)
e Toilet seats, chains, pulls and handles



¢ Plugs and chains to sink, bath and wash hand basin

e Doorbells, latches, knobs, handles, finger plates, chains and spyholes where
fitted by the customer

e Curtain battens, coat hooks and rails

e Door catches, handles, hinges, shelving and drawers

e Minor plaster cracks (defined as minor surface cracks)

e Electrical plugs, fuses, resetting circuit breakers and light bulbs

e Lost keys

e Floor coverings (Inc. laminated flooring)

e Fencing repairs (including the application of timber preservatives) if not provided
previously by HHS. Please note that we do offer financial contributions towards
certain fencing types, so contact us for further details

e External glazing, unless caused by a structural fault or vandalism, if a crime
reference is presented. If customers fail to undertake the glazing repair in a
reasonable timescale, or in an emergency, work may be done by HHS and
recharged to the customer

¢ Any damage caused by forced entry made at the customer’s request (in an
emergency work may be done by HHS and recharged)

e Responsibility for re-hanging doors after carpets fitted

e The removal of all floor covering prior to work starting and the reinstatement on
completion of the work (includes laminated floor covering)

e Responsibility for clearing rooms/cupboards/lofts prior to work being undertaken

¢ Installation, at a customer’s request, of water meters — including electrical earth
bonding and testing

e Responsibility for the removal of satellite dishes prior to the commencement of
repair work and the reinstatement on completion of the work

e Removal, prior to work commencing and the reinstatement of burglar alarms,
after completion of repair works, where fitted by the customer

e Responsibility for the installation of television aerials and all digital TV cable
installation subject to gaining appropriate approval

As well as carrying out the above repairs, we will expect all customers to abide by the
terms of their Tenancy Agreement regarding repairs and maintenance by allowing our
contractors, staff members or appointed specialists to:

¢ Inspect the property or any surrounding property

e Repair the property or any surrounding property

e Improve the property or any surrounding property

e Carry out work that HHS considers necessary to make sure the property and
surrounding properties do not put any customer or anyone else at risk. This
includes allowing access to conduct electrical inspections, annual gas servicing and
health and safety inspections. Failure to give access to carry out repairs, whether
they are responsive or planned, or for access for us to inspect the property, may
result in us taking legal action to gain access.

Leaseholders should report repairs relating to the communal area and building fabric of
their blocks in the same way as tenants. We will be responsible for all repairs which are



detailed as the landlord’s responsibility under the terms of the lease and will recover the
costs of these via the sinking fund or service charge. Consultation will take place on all
major repair works in line with legislation.

We are responsible for all communal areas and repairs can be reported by customers,
leaseholders or by our employees and will be recorded on a block-by-block basis.
Communal areas will be monitored by Housing Officers via estate inspections.

3.7 Pre-Inspections

From time to time, some jobs will require a technical inspection prior to an order being
issued to a contractor. We will arrange for a surveyor to visit. Once our surveyor has
visited the property, the customer will be advised if a repair is required, and if so, what
priority the repair will be given.

3.8 Post inspections

In order to monitor and verify the quality of repairs being carried out, we will inspect a
minimum of 5% of all other completed repairs and any repair subject to negative feedback
from a customer.

3.9 Re-Chargeable repairs

We will ensure that our resources for repairs and maintenance are maximised and
therefore will recharge customers for repairs that are not our responsibility (e.g. lost keys
or if we have to carry out a repair to a property which has been caused through damage,
either wilful or accidental by family, friends or visitors).

3.10 Cyclical Maintenance Programme

A cyclical maintenance programme will be administered separately to the responsive
repair service. Cyclical repairs are those repairs that need to be carried out on a regular
cycle in order to keep the property in good condition. Examples of cyclical repairs are
external painting, cleaning of gutters and fencing maintenance.

3.11 Damage caused by police

Occasionally the Police may need to effect entry to a home to detect or prevent a crime. If
it is found that the Police have lawfully entered the property, the cost of any resultant
repairs will be the customer’s responsibility. If the customer fails to make good the
damage, we reserve the right to do the work and charge the customer.

3.12 Insurance

We will insure the fabric and structure and certain fixtures and fittings but we do not insure
the customer’s contents. Therefore, in the event of any major accident such as fire or
flood, we will repair the building fabric, but it is a customer’s responsibility to replace any
home contents and for any consequential loss. In the circumstances where we deem it is
uneconomical to repair or re-instate a property, which has been seriously affected by fire
or other causes, we reserve the right to offer suitable alternative accommodation.

3.13 Vulnerable people

We recognise that some customers are vulnerable and may require an enhanced repairs
service either on a permanent or temporary basis. We will strive to provide this enhanced
service and work with external agencies to provide the required support.



3.14 Customer satisfaction/ feedback

We take any dissatisfaction with our repairs service or performance of our contractors very
seriously and will always welcome all feedback. All complaints regarding a repair or the
conduct of any contractors will be dealt with via our Customer Complaints Policy and
process.

4. Equality and Inclusion

We aim to treat all tenants fairly and with respect and professionalism. It is our aim that
tenants of all nine protected characteristics included in the Equality Act 2010 (which
includes age, sex, disability, gender reassignment, race, religion and belief, sexual
orientation, marriage and civil partnership, pregnancy, and maternity) should be treated
equally and fairly.

We shall provide relevant data in the form of our tenant related non-sensitive alerts to any
of our Service Providers on a regular basis. This information will inform the Service
Provider of those tenants with a particular communication need, (e.g. visual impairment,
language barrier, literacy etc) to ensure communications are made in an appropriate way.

To enable all tenants to have clear information and equal access to our services, we will
publish our service standards in a range of appropriate languages, formats and through a
range of media upon request.

Where we are unable to gain access for any safety checks, we recognise there may be
reasons why access has been unsuccessful such as a language barrier or disability. In
these circumstances we will work with the tenant to overcome the cause of the access
problem. This document can be translated or provided in alternative formats upon request
e.g. Braille, large print, audio etc.

Equality and inclusion training is mandatory for all employees and our appointed Service
Providers and will be reviewed as part of the Service Provider selection process.

5. Confidentiality

Customer information will be processed in accordance with the law and our privacy
statement published.

6. Review of this Policy

A review of this policy will take place every 3 years with additional reviews undertaken
earlier if significant changes occur including:

. Changes in legislation
. Changes in organisational structure and/or, management responsibilities
. Changes to service provider through re-procurement
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Where to find us

Hundred Houses Society,
51 Scotland Road, Cambridge, CB4 1QW

0300 303 5770
info@hhs.org.uk
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