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This document can be made available in large print, on tape, in Braille or 
translated into another language.   

 
Please contact the Association if you wish to discuss this. 

Following the partnership with Caledonia Housing Association in April 2014, Cordale 
Housing Association has agreed a new policy review timetable for reviewing all its 

policies and introducing new policies that are required. 
 

This policy is due for review in March 2015 
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Repairs and Maintenance Policy 
At-a-glance summary 

 

Policy statement 

The policy outline’s the Association’s policy on day-to-day maintenance, 
including categories and response times.  It includes details on the 
statutory Right to Repair and Right to Compensation for Improvement 
schemes.  Delegated authorities to order works are noted. 

Key objectives/principles 

• To outline a fair and efficient responsive repairs service 
• To ensure that tenants are advised about statutory qualifying repairs 
• To demonstrate how the Association will monitor quality and tenant 

satisfaction 
• To highlight what will be reported to Committee  

Your responsibilities 

To ensure that the policy is implemented as fairly and consistently as 
possible and that tenants are given the best service at all times. 

Review 

The policy will be reviewed by the Management Committee in 
December 2014 (or earlier as a result of legal, regulatory or best 
practice requirements). 

Principal Legislation  

Housing (Scotland) Act 2001 
Equality Act 2010 
Gas Safety (Installation & Use) Regulations 1998 

Scottish Housing Regulator 

Scottish Social Housing Charter Outcome Number tbc 

Equality Impact Assessment 

Appendix 1 (to be added after the GPN being produced by the QEF). 
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1. Introduction 
 
1.1 As a landlord, Cordale Housing Association recognises the link 

between providing an inclusive, efficient and cost effective 
maintenance service and overall customer satisfaction, with the 
service provision of the organisation.  This policy outlines the 
broad principles that will be used by Cordale Housing Association 
in the completion of responsive repairs, cyclical and planned 
maintenance and void repairs. 
 

1.2 In reviewing this policy, the Association has consulted with 
tenants asked tenants to participate in the review of this policy 
and sought the views of other organisations.  This has ensured 
that a broad consensus has been achieved about the quality, 
reporting and monitoring of the repairs service.  This policy seeks 
to clarify the responsibilities of both the tenant and the landlord, 
acknowledging relevant legislation and good practice guidance, 
including Section AS2 of The Scottish Housing Regulator, 
Performance Standards. 
 

1.3 The Association places great emphasis on maximising local 
economic and labour market opportunities.  Where appropriate, 
local contractors will be given priority to undertake reactive and 
cyclical maintenance works. 

 
 
2. Equality and diversity 
 
2.1 The Association has an equality and diversity policy that 

emphasises our commitment to take all reasonable steps to 
promote equality and diversity wherever possible.  We also have 
an obligation to ensure that no one is treated less favourably by 
us because of their gender, age, race, ethnicity, sexual 
orientation, religion or belief, whether or not they are married or in 
a civil partnership, because of pregnancy or maternity, or 
because of gender re-assignment.  In applying this policy, the 
Association will seek to comply with its equality and diversity 
obligations at all times and has “zero tolerance” of any breaches, 
irrespective of whether these are inadvertent. 
 

2.2 To help ensure we comply with both the letter and the spirit of the 
equality and diversity policy, we are seeking to mainstream all 
service delivery policies.  This means that equalities will become 
an integral part of all that we do and every policy will implicitly 
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have a positive focus on equality and diversity.  To help measure 
this, we are carrying out an Equality Impact Assessment (EqIA) 
on each of our service delivery policies.  The EqIA for this policy 
is at Appendix 1.     
 

2.3 One of the key ways in which we can help ensure that everyone 
has equal access to our policies and services is to remove any 
potential barriers to communication.  This policy can therefore be 
made available free of charge in a variety of formats, including 
large print, translated into another language, in Braille, or on 
audio tape or CD.  If you, or anyone you know, may benefit from 
this, then please contact any member of staff who would be 
happy to assist further. 
 

2.4 Finally, we welcome any feedback from anyone on any aspect of 
equality and/or diversity as it/they apply to the delivery of this 
policy. 

 
 
3. Objectives of the repairs and maintenance policy 
 
3.1  A central aim is to ensure that a high quality, cost effective 

maintenance service is provided to our tenants.  This has been 
set within the framework of the following objectives: 
 
• to comply with legal duties, the Scottish Housing 

Regulator/SFHA Performance Standards1 and Raising 
Standards in Housing 

• to develop a comprehensive maintenance service including 
reactive, cyclical and planned services  

• to promote a prompt efficient and reliable service which also 
offers flexibility to meet the needs of elderly or disabled 
tenants 

• to consult and include tenants in decisions affecting the repairs 
service including the review of contractor performance and 
long term maintenance 

• to ensure that tenants have clear information about the 
maintenance policy including the procedures to be followed 
and target response times 

                                            
1 Performance Standards will be replaced by the Social Housing Charter in 
April 2011.  During the three months following the Charter’s introduction, we 
will make appropriate amendments to this policy statement. 
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• to set out the standards to which the maintenance function will 
be carried out and to ensure that contractors and/or anyone 
acting on behalf of the Association achieves those standards 

• to promote a framework for the Management Committee to 
control and monitor the maintenance function. 

 
 
4. Information to tenants 
 
4.1  The Association will endeavour to involve tenants in all aspects of 

the maintenance service.  Tenants will be consulted prior to any 
material change in the agreed policy and will directly influence the 
following: 

 
a)    Repairs categorisation and response times 
b)     Reporting Procedures 
c) Selection and monitoring of contractors 
d) Performance Monitoring 
e) Emergency repair procedures 

 
The Association will use a range of methods to publicise 
response times and repairs procedures.  Response times and 
entitlement to right to repair (if applicable), will be printed on the 
repair receipt.  In addition, answering machine messages, 
posters, public meetings, the tenant’s handbook and pre-tenancy 
counselling will be used to inform tenants.  All reading material 
produced will be clear and concise.   

 
4.2 The responsibilities of both the landlord and tenant are clearly 

distinguished in Section 5 of the Scottish Secure Tenancy 
Agreement.   

 
5. Classification of repairs 
 
5.1 Following consultation with tenants, the Committee decided to 

simplify the repairs categories and reduce the number from five to 
three.  The three new categories are: 

 
= Emergency 
= Qualifying Repair by Appointment 
= Tennant Arranged Repair 
= Right to Repair  

 
5.2 The following table provides information on the type of repairs 

falling into each category and the target completion times (noted 
over). 
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 Classification of Repairs 
 

Category Brief Definition Time 
Emergency Repairs that pose a threat to 

a building/property or the 
immediate health/wellbeing 
of its occupants if not 
attended to as soon as 
possible.  Please refer to 
Appendix 2 for examples 

Within 2 hours of 
reporting.  This 
applies 24 hours a 
day every day of 
the year. 

Qualifying 
Repair by 
Appointment 

Repairs that are not 
emergency repairs or fall 
within the Right to Repair 
legislation.  Please refer to 
Appendix 2 for examples 

Adhere to morning 
or afternoon 
appointment as 
arranged with the 
tenant  

Tenant 
Arranged 

Repair by Appointment 
arranged between tenant 
and contractor 

Tenant contacted 
to establish time 
that suits within 
timescale 

Right to Repair In line with the legislation 
(see Appendix 4) 

Prior to the 
deadline 

 
 
5.3 The thinking behind this change is two-fold: 
 

= The distinction between urgent and routine repairs could often 
be blurred and this occasionally led to inconsistencies in 
categorisation and confusion amongst tenants.  When 
examining our completion times between the two non-
emergency categories, it emerged that there was little 
difference – whilst the target completion time for routine 
repairs was ten working days, in reality the Association was 
completing these in around four working days.   

 
At the same time, the Association had decided to introduce an 
appointment system and the Committee agreed that there was 
no reason why all non-emergency repairs should not be done 
at a time to suit the tenant.  (Emergency repairs, by definition, 
still require to be made safe within two hours).  In order to 
improve customer service and remove any confusion from 
repairs categories, the Association will therefore operate with 
Emergencies and Qualifying Repair by Appointment. 
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= In 2010/11, the Regulator changed the way in which repairs 
completion times are reported in the Annual Performance and 
Statistical Return (APSR).  The new categories operated by 
the Association are consistent with the Regulator’s new 
reporting requirements. 

 
5.4 As with the previous categories of urgent and routine repairs, 

repairs by appointment will not be carried out during the festive 
period each year.  The Association will, of course, maintain an 
out-of-hours service at all times so that emergency repairs can be 
addressed within the usual two-hour timescale. 

 
 
6. Emergency repairs  
  
6.1 The Associations contractors provide a 24-hour emergency call 

out service.  As emergency repairs require a quick response they 
are generally more expensive than other repairs, particularly 
when requested outwith normal office hours.   

 
6.2 These are repairs that pose a threat to a building/property or the 

immediate health/wellbeing of its occupants if not attended to as 
soon as possible.  It is important to note that the two-hour time 
refers to completion or “attend and make safe”.  This is because it 
may not always be possible to complete a repair within two hours 
due to, for example, having to order a part.  In such cases, the 
Association is committed to removing any imminent danger and 
the follow-up repair will be done by appointment – where we can 
complete within two hours, then this will be done. 

  
6.3 Tenants who call out a tradesman for anything other than an 

emergency repair may be recharged for the cost of the call out. 
 
6.4 See Appendix 2 for examples of repairs which fall under this 

category. 
 
 
7. Right to Repair  
 
7.1 The Housing (Scotland) Act 2001 introduced the Right to Repair 

in September 2002.  This is a facility which allows tenants to 
arrange to call one of the Association’s approved contractors out, 
if a qualifying repair is not carried out on time.   
 

7.2 The Right to Repair period starts on the first working day after 
 



Cordale Housing Association 
Repairs and Maintenance Policy 

9 

Either  
The date the Association receives the qualifying repair request 
from the tenant 

 
Or 
Where the Association requires to inspect the property, the date 
of inspection 
 

7.3 If the Association’s contractor notified of the qualifying repair has 
not started the qualifying repair by the last day of the Right to 
Repair period, tenants have the right to instruct the work 
themselves, provided they use the alternative contractor, whose 
details would have been given to the tenant at the time of 
reporting the repair on the repairs receipt issued. 
 

7.4 Appendix 4 outlines the list of repairs, which are qualifying 
repairs, and maximum timescales for completion.   

 
7.5 In the cases where tenants are required to contact the alternative 

contractor they will be entitled to compensation of: 
 

a) £15.00 basic amount, plus 
b) £3.00 for every day from the day after the repair is late until 

the day that the repair is completed 
 

the above is subject to a maximum of £100 for any one repair 
  
7.6 The Association’s staff will be proactive in ensuring that tenants 

receive any compensation to which they are entitled.  When the 
become aware that a qualifying repair has not been attended to 
on time, a staff member will contact the tenant to advise that 
compensation is due and arrangements will then be made to 
ensure that this is paid. 

 
 
8. Void properties 
 
8.1 The principal aim of the void control is to ensure that void 

properties are re-let as quickly as possible so that the 
Association’s target of ten working days (average for the year) 
can be achieved and the amount of rent loss to the Association 
minimised.  All properties will be pre-let unless there are special 
circumstances preventing this. 

 
8.2 Void properties can be classified into the following categories: 
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a) Available for Let – this means that the void property has 
had any re-let maintenance work completed and is 
available for occupation 

 
b) Under Repair – although the tenant has vacated the 

property, the re-let maintenance work is still in progress 
 
c) Held for Decant – the void property is awaiting allocation 

as a decant flat in development programme. 
 
d) Under Development – the property has been handed over 

to a main contractor as part of the development 
programme. 

 
8.3 The Association has a separate Void Management Policy. 

Procedures to deal with termination of tenancies and void 
management are contained within the Housing Services 
Procedure Manual.  See Appendix 6 for details of the 
Association’s re-let standard. 

 
 
9. Adaptations 
 
9.1 Definition of adaptations 
 
9.1.1 Adaptation works are classified into three groups: 
 

a) Stage 1 
 

Design features that help create a flexible basic design for all 
accommodation irrespective of build type.  They allow the 
property to be readily adapted to meet individual specific 
needs without undue disruption.  These features are not 
specific to a particular condition or individual and are 
incorporated in the initial specification for the house.  An 
example of Stage 1 adaptation is a wet floor area shower room 
or kitchen units that are suitable for a wheelchair user. 

 
b) Stage 2 

 
Adaptations to a house to suit the particular requirements of 
the tenant(s) to whom it has been allocated before, or close to, 
practical completion.  Stage 2 adaptations are identical in type 
to Stage 1s, the main difference being the timing of 
incorporation into the design (ie not included prior to the 
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development going on site).  Stage 2 adaptations are normally 
carried out by the principal contractor on site. 

 
c) Stage 3 

 
These are adaptations that alter the property to better suit the 
changing needs of the existing tenant (or of a new tenant).  
Stage 3s are works that could not reasonably have been 
included at the time the house was originally provided, for 
example because the unit had not been allocated to the 
current tenant with particular needs at the time of construction.  
Stage 3 adaptations can be similar in specification to other 
types of adaptation but can also be more minor in nature, for 
example, the installation of grab rails. 

 
9.2 Funding  
 
9.2.1 The Association does not fund adaptations from its Maintenance 

budget.  Instead the Committee bids for funding annually to the 
Housing & Investment Division of the Scottish Government.   

 
9.2.2 The available grant funding is limited and therefore the 

Association must ensure that it is administered responsibly to 
achieve value for money and to ensure that those cases in 
greatest need are prioritised.  Should the available money be 
spent in the financial year, a further request for funds will be 
made to the Department, but there are no guarantees that this will 
be available.   

 
9.3 Prioritising adaptations 
 
9.3.1 To help the Association prioritise adaptations, West 

Dunbartonshire Council’s Occupational Therapy Department 
makes referrals; where tenants make direct applications to the 
Association, these will be referred on to the OT Department who 
will then arrange to visit the tenant.   

 
9.3.2 In determining whether it is appropriate to carry out the 

adaptation, the OT must confirm that the property will be suitable 
in the long term for the needs of the tenant or their family 
members.  Where the property is not suitable in the long term for 
the needs of the tenant or the family member, the Association will 
not normally carry out the adaptation. In these circumstances the 
Association’s focus must be to, where possible, assist the 
applicant in obtaining more suitable accommodation.  

 



Cordale Housing Association 
Repairs and Maintenance Policy 

12 

9.3.3 The OT recommendation form allows for applications to be 
prioritised into three categories. 

 
= Priority 1   
= Priority 2 
= Priority 3 

 
9.3.4 Recommendations will be grouped accordingly to their priority 

ratings.  In general, Priority 1 recommendations would normally 
take precedence over Priority 2 and 3 cases. 

 
9.4 Timescales 
 
9.4.1 Ideally, the Association would like to give anyone requesting an 

adaptation a target timescale within which we would expect the 
work to be completed.  However, such a target may not be easy 
to achieve, as the Association is not in control of the assessment 
process nor of funding availability.  

 
9.4.2 Where the OT supports the tenant’s request, the tenant will be 

advised of this together with details of the priority level attached to 
the request.  This will help gauge whether or not the work is likely 
to be done in the current financial year.  Ultimately, the 
adaptations budget is normally over-subscribed meaning that 
some people have to wait a considerable length of time to have 
the work done.  

 
9.5 Alternatives to adaptations 
 
9.5.1 Wherever appropriate, tenants may be encouraged to consider a 

transfer to other available property which may already be adapted 
or require minimal adaptation to suit the tenants needs.  For 
example, it may not be considered best practice to install a “wet 
floor” bathroom in a top floor flat or to remove the bath and install 
a shower in a four or five apartment house occupied by a one- or 
two-person person household.   

 
9.5.2 To monitor information in this regard, a system of recording 

adaptations carried out to properties has been introduced to 
ensure that a comprehensive database is established for the 
Association’s stock.  

 
9.5.3 For the avoidance of doubt, the Association will in all cases 

consider best practice in terms of appropriateness of adaptations 
and their location. For example, installation of wet floor bathrooms 
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above first floor level in flatted accommodation may be 
considered inappropriate.  

 
9.6 Making best use of housing stock 

 
9.6.1 Where a property with an adaptation becomes vacant, the 

Association will take account of the type of adaptation when 
allocating the property.  If, for example, a property has a kitchen 
that has been adapted for the use of a wheelchair user, a wet 
shower room, widened doors and level thresholds, we will seek to 
make the offer to a household in need of this type of property 
(whilst also taking account of other matters such as property 
size).   

 
9.6.2 Where more “minor” adaptations have been carried out – for 

example, grab rails or easy-turn mixer taps – this will not be taken 
into account when selecting for the void property.  Equally, 
however, the Association will not remove the adaptation and/or 
install a regular fitting (please see section 9.7 below). 

 
9.7 Reversing or removing adaptations 
 
9.7.1 Because of the prohibitive costs involved in removing an 

adaptation and replacing it with regular fittings (for example, 
stripping out a wet floor shower room and re-installing a standard 
bathroom can cost in excess of £2,000), the Association is unable 
to consider doing this apart from in exceptional circumstances.  
Where staff are satisfied that an exceptional case can be made, a 
report will be considered by the Housing and Asset Management 
Sub-Committee prior to a decision being made.   

 
9.7.2 As a result of the Association being unable to reverse 

adaptations, anyone being offered a property that has had a 
previous adaptation will be required to sign a declaration at the 
same time as signing the Tenancy Agreement.  This will state that 
they are satisfied with the property at the time of letting and that 
they understand the Association’s policy of not reversing 
adaptations.  This will apply to people nominated from the council 
and Section 5 referrals as well as to the Association’s own 
housing and transfer lists. 

 
9.7.3 If the Association is unable to let a property because it has been 

adapted, then the Depute Director may agree to reversing the 
adaptation as part of the void property repairs.  This will be 
viewed as an option of last resort and should only occur after 
extensive efforts to re-let the property have failed (e.g. after 
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contacting other agencies and landlords etc to identify a suitable 
applicant). 

 
9.8 Evaluation and monitoring of adaptations   
 
9.8.1 Tenants who require adaptations work to their property can 

expect the same standards of service as if it were a standard 
repair.  However, due to the nature of adaptations work, it is 
usually not be possible to achieve the normal timescales for 
completion of repairs.  This will be explained fully to the tenant 
when the job order is placed.  The Association will assess tenant 
satisfaction immediately following completion of the works. 

 
9.8.2 The Maintenance Officer will submit an annual report to the 

Housing and Asset Management Sub-Committee detailing the 
following information: 

 
• number of referrals for adaptations received during the 

financial year 
• number of adaptations completed within the year 
• performance of Association and contractor in terms of 

achieving agreed timescale for completion of works 
• total expenditure on adaptations within the year 
• total expenditure achieved as a percentage of grant planning 

target approved by the Housing & Investment Division 
• outcome of satisfaction surveys carried out and proposals for 

any appropriate changes to procedures. 
 
 
10. Planned and cyclical maintenance   
 
 
10.1  The Association must arrange for regular maintenance of all 

stock, on all items necessary for the safety, security and comfort 
of tenants, and for the general upkeep of the houses.  A planned 
maintenance programme has been developed to protect the initial 
capital investment, reduce reactive repair costs in later years and 
maintain the appearance of the property. The Association will 
carry out regular surveys of their stock to update the Planned 
Maintenance Programme.  The ongoing planned maintenance 
programme will also be subject to consultation with tenants. 

 
10.2 A separate programme has been developed for lifetime 

maintenance and replacement of fixtures, which will be funded 
from rental income.  By producing this programme, information 
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will be available which will allow the Association, in consultation 
with its tenants, to: 

 
a) decide on the key elements, which have to be replaced 
b) anticipate likely replacement dates 
c) prepare a long-term programme of works 
d) calculate the sinking fund necessary to carry out the works. 

 
10.3   As the planned maintenance policy develops, tenants may find 

that some repairs are not instructed when reported.  These 
repairs may be suspended, or included in small contracts to make 
better use of the available finances.  Tenants will be advised if 
this applies at the time of reporting – emergency repairs will 
continue to be carried out to the two-hour completion time. 

 
10.4 During the consultation period, some tenants noted that they 

would like to have more information on the planned and cyclical 
maintenance programme.  In addition to providing details on the 
programmes in at least one newsletter annually, the Association 
will also, from spring 2012, issue a specific bulletin on the two 
programmes.  Information is also (indirectly) included in some of 
the annual rent review consultations and this will continue to be 
the case.  

 
 Annual Gas Safety Inspection Programme 
 
10.5 One of the most critical elements of the cyclical maintenance 

programme is the annual gas safety inspection programme.  As a 
landlord, the Association is required by law to carry out a gas 
safety inspection in each of its properties where there is a gas 
supply at intervals of no longer than twelve months.  The relevant 
legislation is the Gas Safety (Installation & Use) Regulations 1998 
and any breach is likely to be dealt with under criminal law.   

 
10.6 The Association takes its responsibility extremely seriously as 

failure to comply could potentially have damaging consequences 
and, in order to help ensure that we do not exceed the twelve-
month interval, we have decided to place all of out inspections on 
a ten-month cycle. 

 
10.7 The Maintenance Officer will have day-to-day responsibility for 

managing the annual programme and the Depute Director will 
have overall operational responsibility for ensuring that 
inspections are carried out in time.  The Maintenance Officer will 
liaise with the contractor to ensure that the programme is running 
smoothly and will keep the Depute Director advised of progress 
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via regular email correspondence (it is important that there is a 
written audit trail at all stages of the process). 

 
10.8 Where access is proving impossible, the Association will take 

legal advice – the procedure note issued by the SFHA in 2009 
regarding forcing access without having obtained a Decree may 
be invoked at the discretion of the Director or Depute Director. 

 
10.9 A separate procedures note outlines the process to be followed in 

more detail. 
 
 
11. Reporting repairs 
 
11.1 During normal office hours: 
 
  Repairs can be reported to ANY member of staff either in person, 

by someone acting on behalf of the tenant, in writing, by 
telephone or by email.   

 
Outwith normal office hours:  
 
EMERGENCY repairs can be reported directly to the nominated 
contractor(s) using the numbers provided. 
 
All other repairs can be reported any way other than calling into 
the office in person.  If leaving a message on the answering 
machine, tenants are asked to leave a contact number so that the 
Association may call them back for clarification if required.  

 
11.2 When reported the tenant or representative will be advised of the 

category of repair and, if it is not an emergency, an appointment 
time will be arranged.  The appointment will normally be a 
morning or afternoon call on a Monday to Friday (excluding public 
holidays) but other arrangements can sometimes be requested – 
for example, to avoid when the tenant has gone to collect a child 
from school.   

 
11.3 Tenants will also be provided with the job order number and the 

contractor’s name.  A receipt will be issued confirming these 
details and advising whether ‘Right to Repair’ is applicable (See 
Section 20).  If reported outwith the office, by telephone, in writing 
or email, a receipt will be posted to the tenant.    

 
11.4 Staff have received training to help them elicit an accurate 

description of the repair.  This will help establish the extent of 
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work required and identify the appropriate repair classification.  
This process will also help determine if the repair is the tenant’s 
responsibility or potentially reclaimable via the Association’s 
building insurance.  Where the description of the repair is unclear, 
it may be appropriate for the Maintenance Officer to carry out a 
pre-inspection, prior to ordering works (apart from when the 
repairs appears to be emergency in which case a contractor will 
attend to make the repair safe prior to the Maintenance Officer’s 
pre-inspection). 

 
11.5 In the case of emergency repairs, the appropriate contractor will 

be contacted immediately by telephone.  They will be advised of 
the name, address and telephone number, type of repair and 
classification.  The access time will always be within the following 
two hours – if, exceptionally, the tenant cannot be home even 
although the repair is an emergency, an alternative arrangement 
may be made following discussion with the Maintenance Officer 
or Depute Director (or, in their absence, the most senior member 
of staff present). 

 
11.6 In the case of repairs by appointment, the Association’s 

Maintenance Officer may carry out a pre-inspection prior to 
ordering any work.  A convenient access arrangement will be 
agreed at the time of reporting the repair.   
 

11.7 Upon completion, the tenant (or someone acting on their behalf) 
will be asked to sign the job order form.   

 
 
12. Pre-inspection 
 
12.1 Pre-inspections will be carried out for repairs when any one of the 

following criteria applies: 
 
• The nature of the work is unclear 
• The nature of the work could be a rechargeable repair or an 

insurance claim, but this is not clear 
• From the description provided, the work is likely to cost more 

than £300 
 
12.2 The Association does not have a target for pre-inspections as 

these are, by definition, demand led.  We will inspect all repairs 
(with the exception of emergencies as per section 10.4) where a 
pre-inspection is required but will not carry out pre-inspections 
where the work required is clear.  As a rule of thumb, we would 
anticipate pre-inspecting around 15% of repairs in any one year.   
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12.3 The Association has a separate pre-inspection procedure 

contained within the Housing Services Procedure Manual. 
 
 
13. Post-inspection  
 
13.1 Post-inspections have an important role to play in quality control 

and monitoring contractor performance and tenant satisfaction.  
As a result, the Association will post-inspect at least 15% of all 
completed repairs.  Post-inspections will normally be completed 
by the Maintenance Officer.  Repairs will be selected at random 
across all trades/contractors and spread as evenly as possible 
throughout the year – for example, if 100 repairs are completed in 
any given month, the Maintenance Officer should seek to post-
inspect fifteen of these during the following month.  

 
13.2 All re-let properties will be post inspected prior to date of entry.  

The post-inspection will be carried out jointly by the Maintenance 
Officer and Housing Services Officer. 

 
13.3 The Maintenance Officer will also post inspect some elements of 

the cyclical and planned maintenance works.  For the purposes of 
gas safety post-inspections, the Association will employ a Gas 
Safe Registered specialist to post inspect 10% of the 
Association’s properties after the annual inspection has been 
completed. 
 

13.4 The Association has a separate post-inspection procedure 
contained within the Housing Services Procedure Manual. 

 
14. Customer satisfaction  
 
14.1 The Association is committed to introducing systems to constantly 

monitor and evaluate performance and disseminate information 
relating to customer satisfaction.  Techniques will be introduced to 
help establish tenant’s thoughts on the repairs service. 

 
14.2 No less than 50% of repairs carried out will be subject to a 

random telephone survey.  Tenants will be asked to rate the 
service between the following categories: 

 
Very Good  Good  Satisfactory  Poor 
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With regards to: 
  

a) Professionalism of Cordale Staff 
b) Time taken to do the repair 
c) Standard of work 
d) Contractor’s Conduct 
 
The following general questions will also be asked about the 
repair: - 
 
1. Did the contractor leave the repair site in a clean state? 
2. Did the repair fix the problem at the first visit? 

 
14.3 The information obtained from post-repair inspections will be 

reported to the Housing and Asset Management Sub-Committee 
(HAMSC) on a quarterly basis.  The information obtained from the 
telephone surveys will be monitored by staff on a monthly basis.  
This will focus attention on any area of concern.  The results of 
the surveys will be considered by the HAMSC when determining 
the approved list of local contractors.  Ultimately, this could lead 
to the removal of contractors where customer satisfaction is 
continually poor. 

 
 
15. The division of repairs responsibility  
 
15.1 Details of the Association’s repairs and maintenance 

responsibilities can be found in Sections 5.1 to 5.15 of the 
Scottish Secure Tenancy Agreement and this is also described in 
Appendix 3 of this policy.  The division of repairs responsibility 
outlines which repairs the Association will carry out and which are 
the tenant’s responsibility.   

 
15.2 Tenants are asked to co-operate in providing reasonable access 

to the repair area, prior to the contractor commencing works, for 
example moving furniture, etc.  Where the tenant is unable to 
move furniture, assistance may be provided by the Association.  

 
15.3 Where a repair is the responsibility of the tenant (outlined in 

Appendix 3 and in sections 5.16 to 5.23 of the Scottish Secure 
Tenancy Agreement), the tenant is required to arrange to have 
this carried out and is responsible for paying any costs.   

 
15.4 In certain circumstances, the Association can arrange for its own 

contractor to carry out the work provided that the tenant agrees to 
pay for this and, unless the repair is an emergency, makes full 
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payment prior to the work being carried out.  Where this is not 
possible owing to financial circumstances, then an instalment 
agreement may be made at the discretion of the Depute Director.  
The factors taken into account will include (i) the type of repair 
and the inconvenience likely to be experienced by the tenant if 
the repair is not carried out and (ii) whether or not the tenant has 
any other outstanding rechargeable repairs arrears. 

 
15.5 The Depute Director may also waive a charge where the tenant is 

vulnerable and not carrying out the repair may lead to a 
worsening of the tenant’s living conditions.   

 
15.6 In addition to items that fall within the tenant’s responsibility, 

tenants will also be responsible for repairing damage caused 
wilfully or negligently by themselves or anyone living in or visiting 
their home.  Charges will not be waived where a repair is 
necessary because of wilful neglect or damage. 

 
15.7 A separate procedure is in place to outline how staff will deal with 

the issue of re-chargeable repairs. 
 
 
16. Floor coverings  
  
16.1 Laminate flooring and ceramic tiling – tenants must apply for 

permission to fit laminate flooring or ceramic tiling.  Permission 
will only be granted as long as the tenant is aware that access 
may be required to the flooring underneath to make good any 
burst pipes, etc.  The tenant will be advised of this and that they 
should retain some spare laminate/ceramic tiling in order for the 
flooring to be reinstated.  The Association will arrange for the area 
around the service hatch to be reinstated following the repair but 
cannot provide materials  

 
16.2 Where a tenant has fitted laminate flooring/ceramic tiling without 

permission, then the Association will not be liable for 
reinstatement. 

 
16.3 Carpets – where the Association requires to gain access to a 

service hatch to make good a repair, the Association will arrange 
for the carpet to be lifted and refitted at this area. 

 
 
17. Tenant requests for alterations and improvements  
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17.1 The Association fully supports its tenants’ rights to carry out 
improvements as part of its policy of maintaining its stock to the 
highest standard and will seek to assist tenants where possible. 

  
17.2 The Housing (Scotland) Act 2001 introduced the Right to 

Compensation for Improvements from September 2002.  This 
gives the tenant the right to receive compensation for certain 
works (or qualifying improvements) carried out by them during the 
course of the tenancy.  Operation of the scheme is outlined in 
Appendix 5.  Details of qualifying improvements are outlined in 
Appendix 5, Annex 1. 
 

17.3 The Association does not permit the fixing of satellite dishes to its 
properties.  If a tenant applies for permission for a satellite dish 
they will be advised that permission will be granted, as long as it 
is attached to a pole and fixed to either the ground or a fence. 

 
17.4 Security items, such as burglar alarms, security lights, cameras 

etc are permitted to be fixed to the building, provided that any 
fixing is safely attached to the building and not unsightly, for 
example wires fixed securely to buildings etc and any damage is 
repaired should the tenant remove the item.  

 
17.5 Decorative plaques, hanging baskets, etc, are permitted to be 

fixed to the building, as long as they are secure and any damage 
is repaired, should the tenant remove the item. 

 
 
18. Contractor procurement  
 
18.1 The Association undertakes an annual review of existing and new 

contractors to undertake maintenance works.  Only qualified and 
experienced contractors, with proven safety records are 
appointed, who comply with wider policy objectives such as the 
use of local labour and equal opportunities.  Further information is 
available in the Association’s procurement policy. 

 
18.2 The Association has procedures in place, which must be adhered 

to when inviting, and accepting tenders for maintenance works.  
In accordance with the revised ‘Raising Standards in Housing’, 
the Association will not be bound to award contracts on a 
competitive tendering basis in all cases.  Certain tenders will take 
account of other pre-determined measures (such as local 
employment or Project Management) to allow the Association to 
award contracts to organisations who offer the best overall value. 
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18.3 All contractors acting on the Association’s behalf are required to 
observe a Contractors Code of Conduct.  A copy of this is located 
at Appendix 7.   

 
18.4 Contractors will also be required to have a minimum of 

£1,000,000 public liability insurance.  Copies will be provided to 
the Depute Director at the beginning of all new contracts.  Expiry 
dates will be monitored on a monthly basis and reminders for 
renewal schedules issued as required.  

 
 
19. Delegated authority to instruct work  
 
19.1 The Association has delegated the responsibility, monitoring and 

evaluation of the maintenance function to the Housing and Asset 
Management Sub-Committee (HAMSC).  The Management 
Committee retain responsibility for approving amendments to the 
policy and evaluating performance. 
 

19.2 The day-to-day management of the service is delegated to the 
Depute Director.  This means that staff and authorised 
consultants can undertake all necessary work to the point of 
contractor selection and tender openings.  These must be carried 
out by Committee Members. 

 
19.3 Within the Association’s Financial Regulations, authority is given 

for the use of works orders on the following scales: 
 

Emergency Repairs Emergency Repairs can be 
authorised by any member of 
staff. 
 

Work of value up to £500 Maintenance Officer, Housing 
Services Officer. 
 

Work of value between £500 
and £2,000 

Depute Director with prior 
approval of the Director.  
Discretion will be used to seek 
quotations depending on the 
nature and urgency of works. 
 

Work valued over £2,000 All work of this value will be 
put out to tender, as per the 
Association’s tender 
procedure. 
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19.4 To avoid unnecessary delays, emergency repairs are excluded 

from the tender limit, but any emergency works which exceed the 
tender limits will be reported to the Housing and Asset 
Management Sub-Committee at its next meeting. 

 
 
20. Committee reporting  
  
20.1 The HAMSC will monitor the service provided by means of a 

maintenance report incorporating the following information: 
 

Report Cycle 
  
Maintenance Performance & Expenditure Monthly 
Comparison of actual against planned 
monthly expenditure 

 
Quarterly 

Contractor Performance on Response Times Monthly 

Customer Satisfaction Feedback Monthly 

Re-Chargeable Repairs & Insurance Claims Quarterly 

Claims under Right to Repair Quarterly 

Pre- and Post-Inspection Reports Quarterly 

Requests for Alterations/improvements 6-monthly 

Cyclical Maintenance Programme & Expenditure Quarterly 

Approved List of Contractors Monthly 
 
20.2 Reports will normally be sent out one week in advance of each 

HAMSC and it will be the responsibility of the Depute Director to 
ensure that the above calendar of reports is presented. 

 
 
21. Review 
  
21.1 It is recommended that this policy is reviewed every three years, 

however it may be reviewed earlier, if there are changes in 
legislation, regulatory or best practice guidance.  The next 
scheduled review is due to take place in April 2015. 
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