Repairs and maintenance 

Local Offer (in place by 1 April 2011)

1) Local standards for performance.

Repair service
· We will provide a wide range of ways to report a repair

· We will offer a 2 hour appointment slot

· 2 extended evenings or Saturday morning appointments are available to accommodate working tenants.

· ‘First time fix’. We will aim to complete your repair in one visit. (Performance target 95%)
· We will widely publish the repair categories and response times.

· We will recharge tenants who damage or allow their property to be damaged or vandalised.

· We will publish performance information on a local level.
Repairs handbook

Every tenant receives a Repair Handbook which contains:  

· Contact details and how to report repairs

· Titled images to assist tenants to explain what and where the repair is needed

· Repairs and who is responsible for fixing them
· Useful pages for tenants to record information about their home e.g. where their water stop tap is located.

· Frequently asked questions

· Handy hints for example how to unblock a sink or prevent condensation.
Our response times

When you report a repair we will discuss the nature of the problem, prioritise the repair and agree a suitable appointment with you. 
Prioritising your repair – How soon will your repair be done?
Emergency repair: 

4 hour response (Performance target 100%)
An ‘emergency’ is a failure or a need for an urgent repair which constitutes an immediate danger, health hazard or which has a serious affect on the occupation of the property, or endangers security.  

This includes but is not limited to:

· Explosions and fire

· Gas and water leaks

· Severe plumbing leaks into the property where the tenant is unable to isolate the supply

· Loss of storage or immersion heating between 1st November and 30th April

· Urgent need to force an entry  or secure a property
· Total Electrical failure

· Total loss of communal lighting between 1st November and 30th April
· Overflowing foul drains

· Unsafe electrics

· Risk of building likely to collapse

Urgent repair: 
24 hour response (Performance target 100%)
An ‘urgent’ is a failure or a need for an urgent repair which constitutes a danger, health hazard or which has a serious affect on the occupation of the property, or endangers security.  

This includes but is not limited to:

· A failure of a primary source of service e.g. heating water and electricity.
· General water leaks and total loss of water supply

· Blocked flue to open fire

· Failure of communal door locks

Routine repair: 
16 day response (Performance target 98%)
All other repairs not considered to be an Emergency, Urgent or Necessary repair.

Handyman service

All OAP, disabled and new tenants have the opportunity to use this service. Mears handyman can assist with small DIY jobs around the home such as installing curtain tracks, shelves, hanging pictures etc. OAP and disabled tenants can have access to the handy man service to undertake small DIY jobs when required. Every new tenant will be offered up to two hours assistance within the first two months of moving in

Decent homes
All Thanet’s housing stock meets the Decent Home Standard (DHS) and we are working towards Decent Home Standard plus over the next 4 years. The DHS is a standard set by government for all social housing landlords.   
For more information on the Decent Home Standard visit www.communities.gov.uk/housing/decenthomes
We will publish a 5 year maintenance plan to inform residents of the maintenance work that is due to be carried out and in which year.
	We consult and offer the following choices when planned maintenance work is carried out:


	Kitchen replacement:

· 5 worktops

· Layout if applicable

· 4 kitchen unit colours

· 3 handles 

· 3 floor tile colour

· 6 wall colours (paint)

	Bathroom replacement:

· Layout if applicable
· 3 floor tile colour
· 6 wall colour (paint)


	External door replacement

· 4 door colours
· 4 front door styles
· 2 back door styles
· Frosted or clear glass

	Communal redecoration

· 5 colour for external painted doors

· 5 internal communal colour (walls)

· 5 external communal colour (walls)




Home MOT’s

In addition to the maintenance plan our entire housing stock will receive a Home MOT every 3 years.  This will enable us to keep homes at a high standard of repair, educate residents on what repairs need to be reported and drive down the cost associated with repairs being left unreported.
Our new property letting standard 
Tenant Repair Group has helped us set a new property letting standard.  The standard is set out in the ‘Our Property Letting Standard’ leaflet.
As part of the standard we will:

· Aim to meet the property standard before the new tenant moves in

· The new tenant will be made aware and agree an appointment to have any outstanding work completed within the published repair response times.

· Provide Crown decorating vouchers giving tenants the choice of 21 paint colours and decorating tools delivered free to their home.

· Provided 2 hour access to the handyman service to assist new tenants set themselves up in their new home.

· The ‘Leave it Clean’ incentive scheme is offered to tenants leaving their home in a clean and clear condition for the next tenant.
· We aim to re-let properties with in 21 days of a tenant leaving the property.

· Monitor properties ready for re-let standard.  Tenant inspectors will inspect properties to establish if they are meeting the standard and satisfaction surveys sent to all new tenants.
2) How performance will be monitored and reported to tenants.

Key performance information (KPI) is identified to collect performance information against the targets.  
KPI information will be published on a local level as well as being reported regularly to the Tenant Repair Group and Area Board for monitoring purposes and annually to all residents in an annual report.
3) How tenants can be involved in scrutinising performance.
Repair statements are sent every 6 months giving every tenant accessing the service the opportunity to comment through a satisfaction survey.

Leaseholders will also be given the opportunity to comment on communal repairs as they will receive a repair statement for communal repairs and satisfaction survey every 6 months.
New tenants and tenants receiving planned maintenance work will be asked to rate their satisfaction level with the service provided via a survey.

Tenant inspectors will monitor/scrutinise the standards, via inspections and mystery shopping exercises.  Their findings will regularly be reported to the Tenant Repair Group and Area Board for monitoring purposes.
In addition the Tenant Repair Group and Area Board will also receive regular performance report to enable them to monitor/scrutinise the service.
4) What happens if local standards are not met?

The Area Board in conjunction with the Tenant Repair Group and tenant inspectors will monitor the performance and tenant satisfaction levels.

The Area Board have the ability to call upon managers responsible for the delivery of the service to explain failings in performance and/or reductions in levels of tenant satisfaction and agree an improvement plan to rectify the failings.

Continual failings in performance can be referred to the East Kent Housing Board and may result in Default Notices being issued in respect of the Repair service as set out in the contract.
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