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Who Is Responsible For Repairs?
Keniston will maintain the structure of your home, any fixtures and fittings we provided, including plumbing and any common areas and facilities.  To find out who does what check the list on the back cover.

Reporting A Repair

Please tell us a soon as you notice a defect, so we can take prompt action.  You can report your repair in  a number of ways:




What You Need To Say
We will want to know:

· Your name and address (and a telephone number if possible).
· As much information as possible about the problem - what is it? where is it? how bad is it?
· When it would be convenient for the contractor to call - and a daytime telephone number in case we need to contact you.

· Any special circumstances you feel are relevant. For example, it may be helpful for the contractor to know if you are hard of hearing.




Listed below are the contractors you should contact when an emergency occurs outside of office hours.  See separate emergency call out criteria later in this leaflet.

For lift breakdowns outside office hours:

Jackson Lifts

0208 305 0927


For all other repairs, please ring the main office  number 01689 889700 where a recorded message will give you the current phone number for emergency out of hours service.  The Emergency service is primarily a ‘make safe’ service.

IF YOU SMELL GAS - Turn the gas off at the 

mains and call Transco immediately on 

0800 111999.  Extinguish all naked flames, open the window and do not switch on any lights or electrical appliances.  

Inform the Association as soon as possible.

IF ELECTRICITY FAILS OR YOU RECEIVE 

AN ELECTRIC SHOCK FROM ANY 

FITTING - turn off the mains electricity and tell the Association straight away.

IF WATER PIPES BURST - turn off the water

and all stop valves.  Turn on all taps to drain the water quickly.  If water has been leaking

through a ceiling light or switch do not switch

on.  Notify the Association immediately.  For temporary repairs see the DIY leaflet

How Soon Will Repair Work Start?

We set target times for responding to repairs:

1.  Emergencies - within 24 hours

Emergencies include repairs where:

· There is immediate risk to health and safety e.g. hazardous structures; dangerous electrics.  

· Security is seriously reduced e.g. boarding up broken windows, making front entrance doors secure.

· Uncontainable water leaks, including burst pipes.

· Essential services are out of action e.g. total loss of power or clean water or  badly blocked drains.

2.   Urgent - within 3 days

Repairs where tenants are seriously inconvenienced e.g. sockets or lights not working, leaking overflow, no heating (including hot water).
3.   Non urgent – within 14 days

Repairs such as:

· Faulty door/ window locks where security is not an issue.

· TV aerial repairs.

· Partially blocked sinks, basins, baths that are slow to drain.

4.   Void repairs - Within 14 days
5.   Routine - within one month
Repairs which cause minor inconvenience e.g. a sticking window or noisy ventilator.

We will tell you when you can expect your repair to be done.
Planned Maintenance
Regular servicing - Lifts are serviced every quarter; communal ventilation systems and extractor fans are inspected and serviced annually; fire alarms, gutters, boilers, emergency lighting and fire extinguishers are all checked regularly.

Redecorating - We redecorate the outside of the building and common areas such as entrances, staircase and landings, every 4 years.  You are responsible for decorating the inside of your home.


Major Repairs And Replacements
Major work such as structural repairs, a new roof or replacement windows, is expensive.  We get better value for money if we can do several homes in one contract. For example, we would aim to replace all windows in a block of flats. We do not have the resources to replace them there and then on a continual basis.

Funding can take several years to come through but if necessary we will do temporary repairs to make your home safe and watertight while you wait.

If your property needs major repairs we will give you as much information as we can about when the work is likely to start.  We will also involve and consult you at every stage.  We aim to keep disruption to a minimum but if work cannot be done around you we will explain arrangements for temporary accommodation and disturbance payments.  For more information ask your Housing Officer for a copy of our Major Repairs Code of Practice - which has been drawn up with tenants.  Keniston has started a programme of replacements such as kitchen and bathroom units.

Who Does The Repair Work?

Keniston’s Repair Services Team

The Repair Service Manager is in charge of our repair service.

The Repair Service Co-ordinator takes requests for repairs and sends repair orders to our contractors. 

The Repair Service Administrator deals with invoices, tenant satisfaction surveys, post inspections and the stock re-investment programme. 

The Repairs Quality Officer carries out pre and post inspections, inspects works in progress and offers technical advice to the Association.

The Resident Liaison Officer consults with residents on Major Repair and Planned Maintenance Programmes.

The Maintenance Operative does Minor Repairs.

Our approved contractors
Most repairs are done by carefully selected local contractors.  New firms must supply references before we consider accepting them on to our “Approved List”.  Once on the list we keep a close eye on their work and service.  Please tell us if you have any complaints.

All Keniston’s staff and contractors carry identification.  Please check their identity before letting them into your home.

Checking Repairs
Are you happy with the repair?

Our contractors will ask you to sign a form to say you are happy with their work and service.  If you are not satisfied you can refuse to sign and we will withhold payment until matters are put right.  If you find this difficult, don’t worry - a signature does not mean you can’t complain - but please contact your Housing Officer without delay.

Checking standards of conduct

We contact 100% of tenants who have had day to day repairs done to ask about the contractor’s conduct.  We expect contractors to be prompt, polite, helpful, and tidy.  Attitude is as important as technical ability.

Technical inspections
The Repairs Quality Officer inspects at least 10% of repairs each month - to check materials, workmanship and value for money.

What About Delays?

We cannot always keep our target times.  For example:

· Our Repairs Quality Officer or Housing Officer may need to inspect the defect before ordering work.

· The contractor may have to order special materials.

· The weather may be against us.

· You may not have let the contractor into your home.

If there is likely to be a delay a member of Keniston’s staff or the contractor should let you know why - and what the new timetable will be.  Please tell us if work is delayed and no-one has contacted you .

If a delay is unreasonably long, without good reason, you may be able to take action yourself - see below.

Arranging Repairs Yourself
The back cover of this leaflet lists repairs which are your responsibility.  If you make your own arrangements for repairs which are Keniston’s responsibility, we will not reimburse you unless:

· You are qualified to do the repair yourself and have obtained the Association’s written agreement before starting work.

· You are using your “Right to Repair” because Keniston has failed to carry out a repair within 28 days of receiving your written request, and there is no good reason for the delay.

Before you do anything under your Right to Repair, please make sure you understand exactly how the scheme works.  If you do not follow the rules (made by the Secretary of State under Section 96 of the Housing Act 1985) you could well end up paying for the work yourself.  Right to Repair is explained in your Assured/Secure Tenant’s Charter booklet or order a copy direct from the Publications Dept, The Housing Corporation, Maple House, 149 Tottenham Court Road, London W1T 7BN. 

Any Complaints?

We want to hear from you if you have any complaints, or any suggestions for improving the service.  Please contact your Housing Officer.  If matters are not put right, follow the complaints procedure set our in your handbook leaflet I want to make a complaint.
Help with making a complaint - For independent advice on your legal rights, or help with making a complaint, contact your nearest Citizen’s Advice Bureau or housing advice centre.  If a delayed repair is affecting your health, you can also ask your local council’s environmental health officer for help.

Please turn over….
Repairs - Whose Responsibility?
Your Tenancy Agreement sets out what you and Keniston must do to keep your home in good repair and working order.  Here is a brief guide, but if you have any queries ask your Housing Officer.

KENISTON IS RESPONSIBLE FOR:

· The structure of the building

· Roofs, chimney stacks and flues (not chimney cleaning).
· Drains, sewers, gutters and rainwater pipes.
· Walls, doors and windows, including sash cords, etc.
· Ceilings and floors (not floor coverings).
· Staircases and landings.
· All external paintwork (not decorating inside your home).
· Garages, boundary walls, pathways, steps and means of access to the front of the property.
· Installations provided by Keniston

· Water heaters, fitted fires and central heating.
· Basins, sinks, baths, toilets, flushing-pipes.
· Ventilation fans.
· Replacement of kitchen units (not minor repairs).
· Shared facilities and areas provided by Keniston

· Common entrances, halls, staircases, passageways and landings, including lighting and paintwork.
· Lifts, entry phones, refuse chutes and communal TV aerials.
Communal gardens, parking bays, play

areas and stores.

YOU ARE RESPONSIBLE FOR:

· Keeping your home clean

· Unblocking sinks, pipes and drains - if problem caused by  fat & foodstuffs.
· Sweeping the chimney and cleaning windows (unless paid for in the service charge).
· Internal finishes

· Floor and wall  coverings.
· Internal decoration, including patch repairs & minor making good. 

Minor repairs and replacements

·  Internal door handles, locks, screws and hinges.
· Secondary door locks & door bells.
· Letter plates, door numbers and washing lines.
· Tap washers, plugs and chains, toilet seats, toilet roll holders, bath panels and fuses.
· Repairs to washing machine taps and associated connections.
· Draught proofing doors and windows.
· Infestations such as ants, wasps, mice, fleas and earwigs.
· Your garden

· Keeping it tidy and free from rubbish.
· Sheds & temporary structures
· Fencing, gates and paving slabs.
· Trees & shrubs.  Ivy must be kept free of all brickwork and rain water goods.
· Changing time clocks
· Prepay metres.
· Fuses.
· Items installed by you or a previous tenant

· Any fixtures, fittings or alterations, unless Keniston has accepted responsibility for maintenance.
· Damage caused by you, your family or guests

· Caused wilfully or by neglect, accident or misuse - including burst pipes and gaining entry if you lose your keys and subsequent repairs or renewals.
Please note that the above is not an exhaustive list.  It covers the most common items which are the tenants responsibility.  The tenant will be recharged for any of the above repairs etc. undertaken by the Association.
If a repair which is your responsibility is a danger to health or safety we may do the work and send you the bill.

If a repair is too difficult or costly for you, talk to your Housing Officer about possible sources of help.  Your handbook leaflet “DIY” may also be useful.
If you would like a translation of any of our leaflets into a foreign language, please let us know.

Keniston is committed to equal opportunities in employment and service delivery.
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By letter - please


write to:  


Keniston HA


13 Artington Close


Farnborough, Kent


BR6 7UL








By phone


on


01689 889702








By visit - the office is open  from 


9 am to  5 pm Monday - Friday











Or by e-mail


to


repadmin@kenistonha.co.uk





We want to keep your home in good repair and provide a prompt and efficient service.  This leaflet tells you which repairs Keniston will do for you and how to get repairs done.




















