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This document is also available in Braille, large print and on tape.
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1. INTRODUCTION

This document sets out in detail Calico’s policy for the Responsive Repairs Service. It covers all areas of company policy with regards to the maintenance and upkeep of Calico properties, excluding gas appliances and voids maintenance. It also clarifies respective Landlords and Tenant obligations under the Tenancy Agreement and the service standards customers can expect form Calico. Our intention is to deliver our service effectively and efficiently and within our operational financial resources. 
2. AIMS AND OBJECTIVES OF THE POLICY

The aims and objectives of the Repairs Policy are as follows:

· To provide a prompt, efficient and economic 24 hours responsive repairs service.
· To complete all repairs within a single visit, where applicable. 
· To achieve high standards of customer care and consistently high levels of customer satisfaction.
· To ensure vulnerable customers receive a service which is appropriately tailored to their needs. 
· To ensure that all Calico homes are maintained to a high standard (minimum Decent Homes) and that customers live in safety, comfort and warmth.

· To help maximise the life of Calico properties, and minimise the time that void properties are left empty.

· To provide transparency in the repairs procedure and provide a link between Calico and its customers, through customer feedback and involvement.

· To ensure Calico’s compliance with the Right to Repair Scheme and Decent Homes Standards.

· To meet Calico’s own commitments to its customers as detailed within the Tenancy Agreement. 
· To provide Value for Money in the repairs service.

· To service all relevant appliances and fittings in line with our legal responsibilities. 

3. PERFORMANCE MEASURES
The success of the policy will be visible through the impact it has on company performance, specifically the performance of the Responsive Repairs service. The effects of the policy will be monitored via the performance system and performance reporting mechanisms. 
Repairs are split into three categories. This is to ensure that our service is quick and efficient through optimum use of resources, whilst enabling us to prioritise effectively and provide high levels of customer service. It also enables us to monitor our performance for each category (examples of each can be found in the Appendices, Table 1).
Emergency: Where there is a potential danger to health or risk to the safety of the occupant or a danger of serious damage to the building. We will respond to these within 24 hours. Our target is to complete 95% of these jobs within timescales. Examples are listed in the table on the following page.
In some instances we may only be able to carry out a temporary repair to make the situation safe and secure. Once this has been done, arrangements will be made to complete the repair within the relevant timescales, as detailed below. 

Calico Housing provide an emergency out of hours repairs service which will operate solely for emergency repairs that occur outside office hours. This service will usually involve making the situation safe and secure. The full repair will normally be completed during normal working hours within relevant timescales, as detailed below. 

In circumstances where a customer has been found to have deliberately or falsely reported an out of hours emergency repair, they may be recharged for the call out. 
Urgent: Problems that don’t pose a health hazard but cause a major inconvenience, discomfort or nuisance to the occupants or third parties and are likely to led to further deterioration of the building if the problem persists. These are completed within 5 calendar days. Our target is to complete 95% of these repairs within timescales. Examples are detailed in the table below. 
Routine: Problems that cause limited inconvenience without causing serious discomfort or nuisance to the occupants or third parties and without long term deterioration of the building. These are completed within 21 calendar days unless we inform the customer within this period that the repair is major or planned works and would be more economical to be repaired at a later date as part of a ‘programmed’ repairs approach. 
Examples of the categorisation of repairs are detailed in the table below;

	Emergency 
Within 24 hours 
	· No power to the property 

· Main sewer drain is blocked 

· Blocked toilet facilities

· Damage to any ground floor windows, making them easily accessible
· Insecure external door 

· Leak coming through the ceiling 

· Leaking radiator (depending on urgency of leak, may not be treated as an emergency). 

· No water supply. 
· Fire alarm and smoke detector failure

· Heating repairs where there is no other heating
· Major sewerage blockages

· Our of service lifts

	Urgent
Within 3 working days


	· Partial loss of electrical power 

· Partial loss of water supply 

· Blocked sink, bath or basin that a customer has been unable to unblock themselves

· Taps that cannot be turned on or off
· A loose or detached banister or handrail 

· A leaking roof 

· The door entry system is not working

· Broken Glazing

	Routine 
Within 21 calendar days

	· Other repair jobs which Calico is responsible for doing, that don’t pose a health hazard and are of limited inconvenience e.g. repairs to guttering, replacement of faulty but working equipment (i.e. taps), repairs to plaster, internal joinery repairs.


We will amend our policy decisions as appropriate if a customer is in a vulnerable situation and will prioritise their repairs accordingly. Where we have identified a customer as vulnerable we will aim to ensure they receive an accelerated service. 
We also measure;

Appointments: Our target is to ensure 92% of appointments are met. If Calico requires access to the customer’s home we will offer a morning or afternoon appointment. If an appointment is not convenient during that time, Calico will offer appointments for early evenings and Saturday mornings. Calico will also aim to provide appointments avoiding the school run if requested by the customer. If a customer is unable to provide access at the time of a given appointment, the job will be cancelled until further instruction from the customer. 
We only schedule appointments for routine and urgent repairs. However we will not schedule appointments for external works as the customer does not necessarily need to be at home for these to be completed. 

Customer Satisfaction: We aim to ensure over 90% of customers are satisfied with the repairs service. This is monitored via the customer satisfaction surveys. 
Planned, Cyclical and Improvement Works and other non urgent repairs: To ensure that Calico are providing repairs in the most cost efficient and effective way, non urgent repairs such as fencing, guttering, footpaths and painting may be deferred and grouped together into a planned maintenance programme. The same applies for any major structural works such as roofing or building works.  This will be reviewed on a quarterly basis. 
Financial Indicators: Our performance against forecasted annual budgets will be measured on a monthly basis. On a long term basis through annual budgets we will also measure and demonstrate improved efficiency and Value for Money of the service. We need to ensure that we are repairing our properties to a high standard, whilst working within our budgetary constraints. 
If we experience particularly high levels of customer demand for repairs which are we are unable to complete due to budgetary constraints, we will prioritise these accordingly. 

Right to Repair: Calico operates a Right to Repair Scheme, which allows tenants and leaseholders to arrange for their repair to be carried out by an external contractor where Calico has failed to meet our repairs obligation. In certain circumstances the customer will be eligible for compensation. Full details of this can be found within our Contacts and Compensation Procedure. 
Right to Improve: Calico aims to allow customers to improve their home, but requires that all requests for any improvements are put in writing and authorised by us prior to the works being carried out, in accordance with the Tenancy Agreement. 
All performance targets will be reviewed annually with a view to continually improving the service and standards of customer care. 
4. SCOPE

The policy covers all responsive repairs, with the exception of gas-related works which are covered within the Gas Policy. We are responsible for making sure all Calico properties are in a good structural state of repair with gas, electric and water installations in good working order. Our aim is to repair rather than replace where possible. 
Details of repairs and who is responsible are listed in the appendix, Table 2. Calico will make a judgement in each case whether a repair is required or a full replacement to ensure we have met our responsibilities. Calico will make the decision on who is responsible for the repair. 
Customers are liable to be charged for certain repairs even when they are classed as Calico responsibility. For example when damage is caused by the Customer, the Customer’s family or guests at the home through neglect, misuse or intent or failure to report damage or a repair. These repairs are specified in greater detail in our Rechargeable Repairs Policy. 
If a customer would like to make major home improvements, they must seek permission form Calico before proceeding. Once the improvements have been made, Calico will only complete repairs in line with our policy and will not be responsible for replacing items purchased by the customer like for like. 
5. RESPONSIBILITY

The responsibility for delivering this policy lies with the Head of Repairs.  The delivery of the repairs service will be undertaken by our in-house repairs team of operatives.  However, in the following circumstances we will use external contractors:

· When there are specialist repairs required that fall outside of the skills within the team e.g. roofing.
· We do not have the in-house human resource capacity on a short term basis to meet the targets that are set within this policy.
	To ensure that our in-house team is efficient we have a Board approved comprehensive value for money framework.  This will ensure that our in-house team is demonstrably the preferred provider of the repairs service in terms of value for money.  If at any stage that we demonstrate that the service is not value for money, and that we are not confident of making the necessary improvements, then we will re-visit our approach.  The use of any external contractors will also provide benchmarking information in the assessment of our service costs.


Whilst Calico Housing has responsibility for the majority of repairs we do in our homes, our customers also have responsibility for the maintenance and upkeep of our properties.  Customers are responsible for:

· Any damage over and above normal wear and tear

· The repair or replacement of anything they have installed or fitted

· The internal decoration of their home

· Making good any internal decoration affected by improvement or repair works, unless agreed with a member of Calico staff, where discretion to give compensation or disturbance allowance may apply. 

Where damage or neglect has occurred, for which the customer is responsible, Calico expects the customer to undertake the repairs or to repay the cost of the works. Required repayments will be discussed with the customer at the time of logging the job. 

Each case will be judged on its merits and Calico aims to take a sympathetic approach to charging for repairs where a customer is elderly, physically or mentally impaired or otherwise vulnerable. In some circumstances agreement may be reached not to charge for the work. Conversely, if a customer continually reports repairs of a similar nature we may ask for a rechargeable repair to be paid for up front. 
Where damage has been caused by vandals it should be reported to the police and a crime reference number obtained. Calico will generally accept responsibility for repairs where a police crime incident number is provided. 

Calico is not responsible for replacing, renewing or maintaining any fitting or improvement that a customer has made to their home. 

If a customer has applied to buy their home, Calico will only carry out basic repairs that the law requires to us to undertake until the purchase of the property is complete. 

The respective responsibilities of both Calico and our customers are detailed within the appendices of this policy.
6. SERVICE STANDARDS

6.1 Customer Care
When carrying out a repair job, the Calico Repairs Team will:
· Aim to ensure repairs are completed within the relevant and appropriate timescales.
· Contact the customer, where possible, before the appointment to inform them they are on their way. 

· Always keep to the appointment time, otherwise, contact the Call Centre to rearrange a suitable alternative time with the customer. The Repairs Team will give as much notice as possible should they need to cancel as appointment.
· Always wear their name badge/ID card.

· Be smart, clean and presentable, with the correct uniform

· Always let the customer know who they are there, introduce themselves and explain the reason for their visit

· Carry out the work to a high standard, respecting the customer’s property and contents at all times

· Give full attention to the customer and be professional at all times

· Arrange another appointment with the Call Centre, if they are unable to complete the work, and clearly and simply explain to the customer what will happen next

· Leave the work area clean and tidy

· Ask the customer if they need any further help and if they are happy with the work

These standards are measured via the repairs customer satisfaction surveys and performance measures. 
6.2 Quality of Repairs
Through this policy we aim to ensure that repairs are not only completed within timescales in the most efficient and cost effective ways, but are completed to a high standard and to the satisfaction of the customer.  
We aim to ensure that all repairs and work completed in our homes are of an excellent quality and have mechanisms in place to support this. These include pre and post inspections of repairs completed internally and those of our contractors. Our operatives will be appropriately skilled and trained to deliver work of an excellent quality. 

Customers have the opportunity to feed back to us the quality of repairs completed through the satisfaction surveys, which are distributed with each scheduled appointment, or through our Customer Contact Policy. 

Appendices one and two give greater detail on repairs classifications and responsibilities for various repairs. 
7. CONSULTATION ARRANGEMENTS

Customers have been consulted on the contents of this policy over the last few months. Customer feedback about the content of the policy and how it should be effectively communicated was obtained via focus groups and complaints analysis. 
All customers who have made a complaint about the repairs service over the last twelve months were invited to take part in the consultation event and any feedback has been incorporated into this policy. Comments of all other customers who made complaints were analysed and have been incorporated into the content of this policy. 

A  range of customers have also been consulted on the target timescales for completion of Emergency, Urgent and Routine repairs specifcally. 

8. BENCHMARK ANALYSES

This policy has been benchmarked via a number of different sources and organisations; 
· A wide range of policies and procedures that are in place at different organisations were obtained and analysed including West Kent Housing, Wakefield and District Housing, Stockport Homes and Chester and District Housing. Findings were incorporated into our policy based on customer feedback. 
· The Housing Quality Network (HQN) was a further source of information and policies. 

· The Audit Commission’s website was also used to find which organisations had been rated as 3 Star (Excellent) Housing Organisations and their repairs policies were then used as examples of best practice, and as guidelines for the policy.
· The Department for Communities and Local Government website which provides information in the Decent Homes Standard and Right to Repair Schemes.
9. REGULATORY AND LEGAL COMPLIANCE

There are regulatory and legal requirements that directly impact this policy. 
Calico must adhere to the minimum standards set out in the Decent Homes Standard. 
Also, Calico must comply with all timeframes and conditions set out in ‘A better deal for tenants: Your Right to Repair’ which was introduced as part of the Citizen’s Charter Scheme in April 1994. 
10. KLOES AFFECTED AND IMPACTED
The KLOEs which impact on this policy are:

· Stock Investment and Asset Management
· Tenant Involvement
· Access and Customer Care

· Value for Money

· Equality and Diversity

· Prospects for Improvement
11. ASSOCIATED STRATEGIES, POLICIES AND PROCEDURES

· Community Involvement Strategy

· Value For Money Strategy

· Asset Management Strategy

· Procurement Strategy
· Customer Care Policy

· Contacts and Compensation Policy

· Equality & Diversity Policy
· Aids and Adaptations Policy 

· Asbestos Policy and Management Plan

· Fencing Procedure

· Investment Programme Procedure

· Gas Policy
· Minimum Voids Standard

· Rechargeable Repairs Policy

12. REPAIRS POLICY APPENDICES
Table 1, below, details examples of each category.

	Emergency
Within 24 hours

	· No power to the property 

· Main sewer drain is blocked 

· Blocked toilet facilities

· Damage to any ground floor windows, making them easily accessible
· Insecure external door 

· Leak coming through the ceiling 

· Leaking radiator (depending on urgency of leak, may not be treated as an emergency). 

· No water supply. 
· Fire alarm and smoke detector failure

· Heating repairs, between November and March, where there is no other heating.

· Major sewerage blockages

· Our of service lifts

	Urgent
Within 3 working days
	· Partial loss of electrical power 

· Partial loss of water supply 

· Blocked sink, bath or basin that a customer has been unable to unblock themselves

· Taps that cannot be turned on or off
· A loose or detached banister or handrail 

· A leaking roof 

· The door entry system is not working

· Broken Glazing

	Routine 
Within 21 calendar days

	· Other repair jobs which Calico is responsible for doing, that don’t pose a health hazard and are of limited inconvenience e.g. repairs to guttering, replacement of faulty but working equipment (i.e. taps), repairs to plaster, internal joinery repairs.


Table 2, below, details types of repair and whether these are the responsibility of Calico or the customer. 
	
	Responsibility

	Repair Type
	Calico
	Customer

	External Repairs

	
	

	Garages and outbuildings

	
	

	Garages and outbuildings if owned by Calico


	Yes
	

	Gaining Entry


	
	Yes

	Providing new keys


	
	Yes

	Gardens and boundaries


	
	

	Gardens

	
	Yes

	Paths, steps and other means of access owned by Calico

	Yes
	

	Washing posts if already in situ


	Yes
	

	Driveways and hard standings

	Yes
	

	Fences and Gates – Boundary (Both front and back)

	Yes
	

	Fences & Gates – Dividing (Both front and back)

	
	Yes

	Pipes and Drains

	
	

	Soil and vent pipes and clips


	Yes
	

	Drains and gully surrounds


	Yes
	

	Gully grids


	Yes
	

	Drain blockage


	Yes
	

	More than first drain blockage (if caused by faulty pipe work)


	Yes
	

	More than first drain blockage (if pipe work not faulty)


	
	Yes

	Inspection chambers


	Yes
	

	Roofing

	
	

	Chimneys & Chimney Stacks


	Yes
	

	Roof structure and covering


	Yes
	

	Guttering, rainwater pipes and clips


	Yes
	

	Fascias, soffit and barge boards


	Yes
	

	Garden Maintenance Such as lawns, dustbins and refuse

	
	Yes

	Television aerials and satellite dishes


	
	Yes

	Walls and canopies

	
	

	External walls and rendering


	Yes
	

	Foundations


	Yes
	

	Concrete canopies over doors and windows


	Yes
	

	Windows and doors

	
	

	Window frames, external sills (unless already provided as part of the frame and seal)


	Yes
	

	Glazing


	
	Yes

	Glazing where caused by criminal damage and reported by the police


	Yes
	

	Window ironmongery


	Yes
	

	Door entry systems


	Yes
	

	Door frames, other boards and threshold strips

	Yes
	

	External door locks and ironmongery


	Yes
	

	New keys


	
	Yes

	Gaining entry


	
	Yes

	Electrical
	
	

	Security Lighting (Unless installed by Calico)


	
	Yes

	Internal Repairs
	
	

	Adaptations for disabled people
	
	

	Adaptations owned and fitted by Calico
	Yes
	

	Home Security
	
	

	Additional doors or window locks
	
	Yes

	Security door chains and spy holes
	
	Yes

	Bathrooms
	
	

	Bathroom Fixtures Such as toilet seats, bathroom cabinets,

mirrors, towel rails and toilet roll holders

	
	Yes

	Bath panel (unless damages by Calico whilst carrying out repairs, replacement may not match existing suite)


	
	Yes

	Wooden airing cupboard panel, frames, door and shelving  (unless affected by rot and woodworm)
	
	Yes

	Internal pipe work boxing, but only if originally fitted by Calico
	Yes
	

	Ceilings
	
	

	Artex ceiling, patching only
	Yes
	

	Artex ceiling (where tenant requires full ceiling done instead of patch)
	
	Yes

	Doors
	
	

	Internal doors, ironmongery and threshold strips
	Yes
	

	Electrical Items

	
	

	Electrical wiring, sockets and light fittings(where fitted by Calico)
	 Yes
	

	Domestic Appliances Installation and repair of washing machines, cookers, fridges etc

	
	Yes

	Wired-in smoke alarms
	Yes
	

	Battery operated smoke alarms (general needs housing)
	
	Yes

	Battery operated smoke alarms (sheltered housing)
	Yes
	

	Plugs
	
	Yes

	Electrical consumer units
	Yes
	

	Electrical storage heaters, but only if owned by Calico
	Yes
	

	Electric fires, but only if owned by Calico
	Yes
	

	Electric meter and supply of electricity
	
	Yes

	Immersion heaters, if owned by Calico
	Yes
	

	Cookers (unless owned by Calico)
	
	Yes

	Disconnection and reconnection of cookers, unless owned by Calico
	
	Yes

	Re-setting Trip Switches
	
	Yes

	Extractor fans, if owned by Calico
	Yes
	

	Fireplaces
	
	

	Fireplaces


	Yes
	

	Sweeping Chimney


	
	Yes

	Staircase, banister and handrails


	Yes
	

	Floors
	
	

	Concrete floor
	Yes
	

	Vinyl floor tiles where fitted by Calico
	Yes
	

	Loose floor coverings and fitted carpets
	
	Yes

	Floor boards and joists
	Yes
	

	Home Energy Efficiency
	
	

	Draught proofing to widows  (unless already provided as part of the frame manufacture)
	Yes
	

	Draught proofing to external doors (unless provided as part of the frame manufacture)
	Yes
	

	Light bulbs/Low energy light bulbs
	
	Yes

	Loft insulation, which may be provided as part of Calico’s improvement plan and scheduled to be completed within this. 
	Yes
	

	Kitchen
	
	

	Kitchen cupboards (cupboards beyond repair will be replaced, but not necessarily to match existing units. Tenants may pay for cupboards to be replaced to match). In some circumstances where customers are eligible for a replacement kitchen under the improvement plan, the programme may be brought forward to meet their needs. 
	Yes
	

	Cupboard drawers
	
	Yes

	Cupboard door catches, handles and hinges
	
	Yes

	Plumbing and Leaks Excluding bleeding radiators, dishwashers and washing machines
	Yes
	

	Worktops (worktops beyond repair will be replaced, but not necessarily to match existing. Customers who have had their own kitchens fitted can pay for worktop to be replaced to match)
	Yes
	

	Plumbing
	
	

	Water service pipes, overflow pipes and water tanks
	Yes
	

	Blocked sink, bath and hand basin waste pipes
	
	Yes

	Blocked toilet, the first time only unless the drain is faulty
	Yes
	

	Taps, stop taps and wheel valves (taps may not necessarily match existing taps)
	Yes
	

	Sink unit
	Yes
	

	Wash hand basin
	Yes
	

	Toilet flushing mechanism
	Yes
	

	Toilet seats
	
	Yes

	Bath or shower tray
	Yes
	

	Plugs and chains
	
	Yes

	Showers if owned by Calico
	Yes
	

	Seal to bath and sink units and tile joint
	Yes
	

	Bleeding of radiators (for Health & Safety reasons)
	Yes
	

	Boxing in of new or existing pipe work, unless fitted by Calico
	
	Yes

	Walls
	
	

	Decoration - Excluding where problem is caused by structural damage
	
	Yes

	Major Plaster work, plaster air vents and cornice
	Yes
	

	Minor Repairs to plaster work e.g. cracks and small holes
	
	Yes

	Wall tiles and grouting to match existing if possible
	Yes
	

	Windows
	
	

	Internal timber, UPVC or window sills
	
	Yes

	Skirting boards and picture rails (unless affected by rot or woodworm)
	
	Yes

	Window vents
	Yes
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