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14th January 2010

HOUSING REPAIRS REVIEW


1
BACKGROUND

1.1
Previous updates on the Housing Repairs Review were given in October and December 2009.

1.2
The aim is the carry out a comprehensive review of the Council’s housing repairs service, including how it manages its resources in delivering repairs to tenants’ homes efficiently and cost effectively
Another principal aim of the review was to ensure the Council delivers an excellent repairs service that not only meets the needs and aspirations of tenants, and gives tenants a key role in monitoring its performance; but one that also exceeds the external requirements of the new social housing regulator, the Tenant Services Authority.

1.3
The review examined the Council’s approach to responsive repairs (tenant requests) including rechargeable repairs, annual gas servicing, and repairing and re-letting empty properties.

1.4
The target date for implementation of a revised service is April 2010.

2
CURRENT POSITION

2.1
A report on the main outcomes of the review is being presented to the Council’s Senior Management Team on 12th January 2010.

2.2
A summary of the main changes that are proposed are shown below:

Responsive repairs

· A clearer set of repairing responsibilities for both KBC as landlord and tenants – attached as Appendix A.
· New repair priority timescales of 24 hours (Emergency), 7 calendar days (Urgent), 90 calendar days (Routine) and 365 days (Planned/external works).

· A new repairs system is being introduced that will plan repairs workloads by trade and issue appointments for Urgent, Routine and Planned jobs.  Using handheld technologies, our workmen will carry devices that will immediately transmit job completion details from on site.

· Customer receipts with satisfaction surveys to be sent to all Urgent, Routine and Planned jobs, and a proportion of Emergency jobs will receive telephone call surveys.
· A firmer approach to tenants who do not look after their homes through recharging for repairs or work required as a result of damage, neglect or anti-social behaviour.

· The rechargeable repairs policy, revised in March 2009, will be updated and rechargeable repair accounts linked to main rent accounts.  This will enable a higher rate of collection, but also bring all tenancy concerns together to prompt the best management approach.

· Tenants will be able to report repairs online, using picture-driven diagnostic options.

Annual Gas Servicing

· Our gas servicing system will be added to the new repairs system so that appointments and letters will be prepared and sent automatically when due.

· The timelines for servicing and any follow-up action will be tightened to ensure the Council takes immediate action in gaining access when access is not given by the tenant.

· Repairing empty properties and re-letting

· Our empty property inspection and work processes have been reviewed to ensure properties are inspected and prepared for re-letting as quickly as possible.

· A new ‘Lettable Standard’ is being devised and will be published to ensure all prospective Council tenants will know what work we will carry out to properties when they are empty.  This will be published on our website and through Kettering Keyways.
· A new inspection form has been created, a copy of which will be issued to the new tenant at the sign up appointment.  The form confirms all repairs that have been completed, and any that will be completed upon occupation by the new tenant.  The form will also detail to location of essential services within the property plus any additional relevant property information.
Tenant monitoring and scrutiny

· We have reviewed the Terms of Reference of the Tenants’ Monitoring Group to ensure that it has a clear purpose in monitoring and holding the Council accountable for its performance in key service areas. 

· A new range of Performance Indicators have been created to monitor improvements in our repairs performance and which will help us review the impact of the changes we have made in terms of tenant satisfaction with the service received, and the efficiencies we will have achieved by our new ways of working.
3.
IMPLEMENTATION

3.1
Our target implementation date is the Monday 5th April 2010.
3.1
Most of the changes required to deliver the new service are internal, and relate to the implementation of the new repairs IT system and staff working processes.  Following SMT approval new team structures and working arrangements will begin to be created.

3.3
The new IT system will require extensive testing and be run alongside the current repairs process between now and March 2010.  This will enable a smooth transition to the new repairs service from April 2010; however, it will not mean that the new repairs timescales, responsibilities and appointments will be introduced before April 2010.

3.4
New tenant information leaflets and policy information will be finalised and presented to the Tenants’ Reading Panel prior to publishing through Connect and the Council’s website.
Trevor Costello

Housing Repairs Review Project Co-ordinator

January 2010
Housing Repairs Review – Appendix A
Landlord responsibility repairs:

Repairs required as a result of fair wear and tear –

Your home:

· The structure of the property, including walls, windows, roofs, drains, gutters and external pipes. 

· Supply pipes for water, gas and wiring for electricity from the service providers’ meter or main pipe/connection including taps and waste pipes, electric sockets and switches (but not light pull cords or standard/fluorescent strip bulbs or sink plugs).

· Sanitary fittings such as wash hand basins, sinks, toilets including pull/flush handle but not toilet seats.

· Heating and hot water systems including appliances supplied or installed by the Council: i.e. boilers, radiators, fires and hot water heaters/tanks.

· We are responsible for repairs to communal areas including lighting, doors and entry phone systems where fitted.
· Security locks to external doors

· All glazing, but the cost of repairs caused by accidental damage or anti-social behaviour will be rechargeable. 
Your garden:

· Paths to your entrance doors and from your property to a clothes line provided by us.

Any repair required caused by damage, neglect or anti-social behaviour will be classed as a rechargeable repair.

Tenant responsibility repairs:

Your home:

· Replacing vandalised door locks or broken/lost keys, including outhouses and internal garages

· Door knockers and door bells

· Removing blockages from sinks, baths and toilets caused by you

· Internal decoration including small plaster repairs

· Curtain rails, pelmets and shelves
· Replacing sink plugs and chains, toilet seats and tap washers.
· Replacing light bulbs, fluorescent tubes and starters

· Cleaning and testing smoke detectors and extractor fans

· Replacing clothes lines

· TV aerials and sockets (unless it is a shared aerial system)

· Any heating appliance or other fittings that you have installed and that could be taken with you when you leave

· Taking off or adjusting doors to allow new floor coverings
· Fencing between adjoining gardens unless the fence borders a public footpath/area
Your garden:

· General gardening and the removal of rubbish and garden debris

· Paths, rockeries and other features installed by you

This report is to provide the Tenants’ Forum with an update on progress with the Housing Repairs Review.
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