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Maintenance Policy & Procedure

The Policy

The co-operative intends to maintain the land and buildings in its possession to a high standard and to ensure that a high-quality maintenance service is provided for the benefit of all its tenant/members.

The Co-operative aims to ensure:

· 	That the fabric of its property is fully protected to ensure that its value is 	always maintained.

· 	That the conditions laid down by the mortgagees are fully complied 	with.

· 	That the Regulator of Social Housing’s regulatory standards are fully met.

· That the maintenance service fulfils the co-operative's obligations under the co-operative’s tenancy agreement and the tenants guarantee and meets its legal obligations as a landlord.

· That the maintenance service is administered fairly and equally and abides by the co-operative's equal opportunities policy.

· That the maintenance service is of a high quality, is accessible to all members and convenient to use.

· That information about the repairs and maintenance service is freely provided to all members and that the co-operative is fully accountable to its membership for the overall quality of the service provided.

· That all contractors and consultants employed by the co-operative agree and abide by the Co-operative's Code of Conduct.

· That the co-operative adheres to Schedule 1 of the Housing Act 1996. The co-operative has also agreed that it will apply the schedule to all members of the co-operative and will not give work to businesses in which any member, or a close family member, is a principal proprietor.



1.	Maintenance service

1. The co-op has appointed Coop Solutions Limited (CSL), as their managing agents, to provide the maintenance service on their behalf.

2. Lynsted  have comprehensive maintenance service policies, which will be the reference point for all aspects of the service unless otherwise stated within this policy.

2.	Approved List of Contractors & Code of Conduct

1. All contractors carrying out work for the co-op must be on Lynsted ’ approved list of contractors and adhere to their code of conduct.  

2. The contractors list will be reviewed periodically and with CSL inviting new contractors and to comment on the performance of existing contractors.

3. New contractors will only be considered if they conform with the Lynsted ’s performance standards. Where the co-op raises concerns about the performance of individual contractors these will be raised formally with the contractors and, if appropriate, they will be asked to improve their service. In the interests of fairness, such concerns should always be put in writing to avoid misunderstandings.

4. Lynsted  will not accept requests from its managing agent to use specified contractors unless a review of the circumstances has been formally undertaken as a result of a written complaint and the contractor’s performance fails to improve as a result of which a formal decision is made by Lynsted  to take the contractor off the approved list.

5. The composition of the approved list of contractors is subject to the approval of the Lynsted  Committee.

3.	Authority to order works / Spending limits

1. The co-op has delegated authority to its Managing Agent (Co-op Solutions Limited  (CSL) to order maintenance works on their behalf in the case of all emergency / priority 1 repairs.


2. For non-emergency works such as leaks / minor plumbing, faulty locks, or any other repairs which could be a health and safety issue or cause damage to the fabric of the building, CSL will also have delegated authority to order these works.

3. In both the above instances, the maximum authority CSL has for expenditure is £1,500 but up to £2000 in an emergency.

4. All non-urgent works, or urgent works above £1,500 must be referred to the co-op for 	approval. Approval is given by the co-op’s committee meeting, (virtual meetings included)except in urgent cases where the works cannot wait until the next meeting, in which case chair’s action can be taken. The co-op’s chair has delegated authority to consider the works / quotes provided by CSL, and in conjunction with the treasurer or another designated member of the co-op may approve the works. Any decisions made via chair’s action will then be reported back to the next co-op meeting. Approval may be sought from committee members in exceptional cases


	All invoices above £1,500 have to be approved / signed by the co-op before they can be paid. Invoices below £1,500 can be approved for payment by CSL and reported in the quarterly Finance Reports.

This Delegation of authority is also included in Financial Standing Orders


Delegated authority This specifies who has authority to approve repairs works; who has authority to approve expenditure and what quotes or tendering processes are needed in relation to costs of repairs. Financial authority is likely to be set out in Financial Standing Orders, but the following may be an example of authority levels: 
• value £1,500 or less - no quotations necessary 
• value £1,501 to £3,000 - at least two written quotations are required and can be approved by 2 members of the governing body 
• value £3,001 to 20,000 - three written quotations and will be approved at a meeting of the governing body
 • value over £20,001 - formal tender arrangements will be required and works may only proceed with the approval of the governing body

4.	Routine Repairs Process

1. If a tenant has a repair request, and the works fall within the delegated authority of CSL, then they should contact CSL’ helpdesk during office hours. Out of hours CSL operates an emergency service via a contracted emergency service provider, which can be accessed by phoning CSL / Contractor’s main number.

2. If the works are of a non-urgent nature or do not fall within CSL’ authority to order, the works request should be brought to the next meeting of the co-op. This can be done by the tenant either attending the meeting and requesting the works, or by submitting the request to CSL’, in writing, prior to the meeting and CSL will raise the request with the meeting. 

5.	Reporting to the co-operative

1. CSL will provide a list of all repairs ordered on the co-op’s behalf with each written management report. This will start from the date of the last written report to the current date. A report dating back to earlier periods, or a listing by property can be requested by the co-op at any time. These lists will record the actual expenditure of each repair. However, this information can only be entered once the invoice has been received from the contractor. 

6.	Repair Targets

1. The repair targets used are listed below.

2. Emergency works should be carried out immediately, however it may not always be possible to fully complete the works.  In such cases the contractor shall be asked to affect a temporary repair or make safe and return to complete the work as soon as possible.

3. Only emergency works shall be carried out outside working hours.  Other works shall be carried out during normal working hours and co-operative members shall be expected to grant access for such works, as required under the terms of the tenancy agreement.

4. For non-urgent repairs that require the co-op approval, the target date will be calculated from the date that the co-op give approval for CSL to place the works order.


	Emergency repair
	Urgent repairs
	Routine repairs
	Programmed works

	These repairs make safe a fault where there is an imminent threat to life, danger of a serious injury or major damage to property. The problem will be made safe within 24 hours - although repairs to resolve the problem completely may take longer.
	These are repairs which prevent or resolve a significant interruption to your facilities. They are carried out within 7 calendar days.
	These are non-urgent repairs and are carried out within 30 calendar days.
	In some cases, work will take longer because of the amount of work required. In this situation you will be given a target date for completion of the works.


	Definition
	Examples 
	Targets

	                                                              EMERGENCY REPAIRS

	

	Repairs which put the health, safety or security of residents or others at immediate risk or which affect the structure of the building adversely.
	• electrical faults and dangerous electrical fittings
 • burst water supplies involving escaping water 
• sewage overflowing internally & blocked sewerage drains 
• total loss of water supply 
• no heating in winter
 • security risks to doors/windows
	24 hours (or sooner in some cases)

	                                                               URGENT REPAIRS

	Repairs which could affect health, safety or security of residents; damage the property; or which could severely inconvenient residents if not addressed urgently.
	•leaks through roofs 
• water penetration through doors/windows
 • partial loss of electrical outlets (lights or sockets)
 • no hot water
 • partial loss of water supply
	7 working days

	                                                             STANDARD REPAIRS 

	Repairs that can be deferred without causing serious inconvenience to the resident or someone else
	• general building repairs
 • external works (e.g. fences and gates)
 • easing doors or windows 
• repairs to floors/paths that are not hazardous
	28 working days




      






















7. Void Repairs 

1. When the co-op receives notice that a member of the co-operative is to vacate their home, if possible, the lettings officer and CSL will make an appointment with the leaving member to carry out a survey of their property before they vacate.

2. CSL will record all items within the property which require repair.  If any repairs are the result of misuse of the property, the co-operative will advise the leaving member that they are responsible for remedying the damage prior to vacating the property.  Re-let repairs which have occurred as a result of fair wear & tear shall be organised and paid for by the co-operative from the routine repairs budget.

3. CSL and the lettings officer will then re-check the property when it is empty, and the keys have been received. CSL will complete an inspection form which will record the condition of the property and note any repairs which are needed. 

4. The locks on vacant properties are always to be replaced as a matter of security.

5. CSL will draw up a list of proposed required works which will be referred to the co-op for their decision on what they will carry out. This decision can be made by the lettings officer and treasurer, unless the likely cost will be more than £1500 in which case a third committee member needs to add their approval. If the cost is likely to be over £1,500 the matter will be deferred to the next co-op meeting. If a meeting is not due the chair can liaise with the treasurer and one other member to make the decision if this would mean that the property can be re-let promptly and rent loss avoided.

6. It may be necessary for CSL to obtain quotes for the required work before the co-op can make the decision. More information is provided in the Co-op’s financial standing orders.
 
7. There is a requirement to provide new tenants with an Energy Performance Certificate (EPC) for their new property. CSL will commission an EPC for each void property, the cost of which will be recharged to the co-operative plus a 10% handling fee.

8.      Asbestos Register

1. Where the co-operative maintains an “Asbestos Register” showing the presence or assumed presence of asbestos materials it will periodically (not less than every three years) undertake, using CSL if necessary, a regular type 2 asbestos survey to assess the current condition of the material.

2. CSL will commission an asbestos survey upon request, the cost of which will be recharged to the co-operative plus a 10% handling fee.

9.      Insurance Claims

1. If the cost of a repair item might be re-claimable from insurers, CSL as managing agents will contact the insurers straightaway to verbally advise of the details.  CSL will then submit a claim form.

2. Insurers will require quotes for the re-instatement works and these will be arranged by CSL.

3. Where a claim is being made because of malicious damage or vehicle impact the tenant must inform the Police and obtain a crime reference number. 

4. Except in the case of an emergency or where serious inconvenience is being caused CSL shall not order claimable works until written or verbal authorisation has been received from the co-op’s insurers.

10.	Planned Maintenance

1. The co-op will commission a long-term stock condition survey every 5 years which will be used to form the basis of the co-operative’s planned maintenance programme for improvement works and major/cyclical repairs. The co-operative shall use the programme to budget for all future planned maintenance and make adequate financial provision to ensure that there are always sufficient funds available to cover the cost of all future works.

2. Following the receipt of the stock condition survey, the co-operative will commission a 30-year business plan reflecting the timing of the works set out in survey to ensure that the anticipated income, mainly in the form of rent and service charges, is adequate to ensure the co-operative’s long-term viability and, in particular, to maintain the properties to the standard expected.

3. The co-op will employ an agent to manage the tendering / works. Where appropriate, the agent will be responsible for compliance with the relevant Health & Safety legislation.

4. The programme shall be formally reviewed each year to ensure that the plan is appropriate to the co-ops needs and that sufficient funding is available to allow the plan to be implemented.

11.    Damage to property

1. The co-op expects all tenants to look after their homes. If damage is caused to a property by a tenant, their children, or visitors, then the co-op will not accept responsibility for rectifying this. Examples include;

2. Fences damaged by being climbed upon, internal doors having holes kicked in them, glass being smashed.

3. If external doors or windows are damaged by forced entry by a third party and reported to the Police the co-op will carry out the works and submit an insurance claim.

12.   Repairs that are a tenant’s responsibility

1. The co-op expects tenants to carry out some works themselves. These are:

· Replacement of plugs and chains to baths and basins
· Replacement of toilet seats, shower curtains and shower rails
· Replacement of light bulbs, including external lights, shaver and kitchen light tubes and starters
· Re-fixing and replacement of internal door handles
· Clearing blockages to basins, (unless the blockage is further down the drain run )
· Gaining entry to property if keys are lost   
· Replacing floor coverings to bathroom and kitchen 
· All internal decoration unless any damage is subject to an insurance claim

13.	Re-charging Tenants

1. On occasion, it may be necessary for the co-op to re-charge tenants for repairs carried out. This will normally happen if the co-op receives a report from the contractors which advises that the repair was necessary due to the actions of the tenant or because of a tenant’s own fixture / fitting. Examples include;

· Blockages to waste pipes due to nappies being flushed down the toilet
· Leaks caused by tenants putting nails through pipes
· Leaks from washing machines
· Electrical failure due to a faulty appliance owned by the tenant
· Electrical failures caused by putting nails through wiring

2. Tenants must not phone contractors themselves to report repairs; all repairs must go through CSL / the co-ops general meeting. If any tenant arranges for a contractor to call without prior approval then they will be expected to pay the charges incurred direct to the contractor, the co-op will not accept any responsibility for either the work or the charges.

14.	Compensation

1. The co-operative recognises that members can claim compensation if their property is damaged or there has been a loss of amenity, if this is due to negligence on the co-operative's part.

2. CSL has a compensation policy, and if the claim is due to a failure of service from CSL, this policy will be used. If the claim is due to a failure of service from the co-op, the matter will be referred to the co-ops next general meeting and the co-op will consider each claim on the facts. It will also be expected that any contractor appointed by the Cooperative will have its own compensation policy and this policy will be used in any claim due to a failure of service from the contractor 

3. Members are however strongly recommended to take out adequate contents insurance as the co-op cannot be liable for damage or loss of amenity that has been caused by others - for example, a neighbour's bath overflowing, or for damage where the co-op has responded promptly to remedy the cause of the defect.

15.	Complaints

1. Any tenant who is dissatisfied with any aspect of the maintenance service should follow the co-operative's complaints policy.

2. Initial complaints about maintenance should always be directed to CSL who will investigate and report back to the tenant and co-ops general meeting.







