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1 Policy Statement 

 
1.1 Ekaya Housing Association (EHA) is committed to delivering a highly effective 

repairs and maintenance service that is valued by its residents. 
 
1.2 EHA aims to ensure that our homes provide a safe and secure environment at 

all times and that standards of accommodation meet with all relevant 
government legislative requirements. 

 
2 Objectives  

 
2.1 The policy aims to achieve continuous improvement, value for money and 

excellence in customer services by: 
 

 delivering a high quality repair service that is accessible with standards that 
are agreed with residents and published to all residents 

 delivering an efficient and prompt service that delivers value for money to 
residents 

 clearly setting out the responsibilities of all stakeholders 
 ensuring our services are accessible and delivered consistently to all 

residents 

 
3 Legal and Regulatory Framework 

 
3.1 EHA will abide by the relevant legislation, including the Regulatory Standards 

set by the Homes & Communities Agency, and the main acts listed below (or 
their latest version): 

 Data Protection Act 1998  

 The Equality Act 2010 

 Housing Act 1985, 1988 1996 & 2004 

 Gas Safety (installation and Use) Regulations 1998 

 Asbestos (Prohibitions) Regulations 1992 

 Public Order Act 1986 

 Building Regulations 2010 

 Health and Safety at Work Act 1974 

 Management of Health and Safety at Work Regulations 1999 

 
4. Roles and Responsibilities  

 
4.1 EHA is responsible for ensuring the delivery of planned services relating to 

property maintenance.   
 
4.2 The Housing and Property Services Manager is responsible for managing 

the repairs contractors, ensuring plans are in place and delivered to meet the 
Decent Homes Standard and for working with residents to ensure standards 
are reviewed. 

 
4.3 The Property Surveyor is responsible for ensuring standards of work are 

maintained by contractors, for investigating complex repairs and determining 
an improvement plan to maintain stock to the agreed standard. 
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4.4 The contractors are responsible for carrying out works as per the contract 
and agreed timescales, for agreeing an appointment with residents to carry 
out works and to arrive at the agreed time and date. For delivering a ‘right first 
time’ approach to service delivery. 

 
4.5 Residents are responsible for reporting repairs in a timely manner and for 

carrying out any works that are deemed ‘Residents’ Responsibility’ as set out 
in the Repair Standard. 

 
 Residents are responsible for giving reasonable access to allow repairs to be 

carried out. 
 
 Residents are responsible for repairing items which are damaged due to the 

neglect or wilful damage of the resident, their family or someone they have 
invited into their home.  If the repair affects the security of the property or will 
cause further damage if not rectified (e.g. leaks), EHA may carry out the repair 
and recharge the resident the cost of the work and administration. 

 
5. Definition 

 
5.1 Services covered under this policy include, but not exclusive to; 
 

 Repairs including Out of Hours Service 

 Planned Maintenance 

 Cyclical Maintenance 

 Adaptations 

 Recharges  
 

5.2 This policy relates to all properties, including any fixtures, fittings (including 
those for the supply and use of gas, electricity and water), gardens, paths, 
hedges, fences, garages and outbuildings EHA owns and used by the 
occupant with the exception as set out in 5.4 below.  

5.3 Areas shared by two or more residents, such as hallways, stairwells, lifts and 
landings, parking and drying areas, corridors, grassed areas, paths and roads 
unless they are managed by an external Managing Agent. 
 

5.4 Responsibility for private gardens grass cutting, maintenance of shrubs, 
garden fences and trees lies with the resident and are not covered by this 
policy with the exception of fences that border footpaths, public land or right of 
ways. 

 
5.5 Responsibility for all internal decorations to tenanted homes lies with the 

resident with the exception of cases where a leak results from negligence on 
EHA’s part. 

 
5.6 If a resident has applied to buy their property, repairs will be carried out in line 

with landlord’s responsibilities to keep the property weather-tight and secure, 
but no improvement works will be carried out during the application process. 

 
5.7 Where EHA does not own the freehold and only have repairing responsibility 

for items within the property of a block or estate, Managing Agents should be 
contacted to undertake repairs that fall within their responsibility as outlined 
within the agreed terms of the lease. 
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5.8 Repairing obligations are clearly defined through the Tenancy Agreement or 

that of the lease or shared ownership agreement. 

 
6. Accessible Service 
 
6.1. Methods of reporting repairs 
 
6.1.1 EHA will maintain a range of methods to enable residents to report repairs 

including the following: 
 

 By telephone 

 via housing staff – face to face 

 in writing 

 via our Website 

 using email 
 

We will continue to develop further methods in conjunction with residents. 
 
6.1.2 On reporting a repair, residents will be: 
 

 told the priority details assigned to their repair order or be advised a 
technical inspection is required before an order can be raised 

 provided with a job number and advised which contractor will contact 
them to arrange a convenient appointment 

 advised if the repair falls within the “Right to Repair” category 
advised if the work will be rechargeable due to their neglect or damage by 
a household member or visitor or as direct act by them or a visitor causing 
the need for the repair 

 
6.2 Appointments 

If a resident reports a repair which is categorised as ‘routine’ the contractor 
will offer an AM/PM appointment on a day suitable to the resident to attend 
within based on the date the resident wants the repair undertaken.   
 
EHA will work with contractors to maximise access by offering early morning, 
evening and weekend appointments where available.   
 
No access: If a resident makes an appointment but fails to keep it a no 
access card is left and EHA is notified.  If there are health and safety issues 
involved, EHA’s Housing Management team is to be contacted to assist with 
access.  
 

6.3 Out of Hours 
EHA will maintain an effective Out of Hours service from emergency repairs.  
The contractor is required to make the property safe unless the repair can be 
completed, otherwise the contractor should contact EHA who will then make 
arrangements to complete the repair within 24hours. 

 
7. Day to Day Repairs 

 
7.1 A schedule of ‘repair standards’ and their relevant response times will be 

maintained and reviewed on an annual basis.  The schedule will set out 



   

4 

Approved February 2016     Next Review February 2019 

examples of types of repair that fall into each ‘repair standard’ and the 
allocated target time for completion. The standards and target response times 
are as follows: 

 
E Emergency - complete repair within 24 hours 
U   Urgent – complete within 5 days 
R Routine - complete repair within 20 working days 
P  Planned – complete within 45 days 

 
Details of the ‘repair standards’ and target response times are available on the 
EHA website. 
 

7.2 Rechargeable works 
Where a repair or replacement is needed as a result of damage or neglect by 
the resident, members of the household or visitors to the home the cost of 
works may be rechargeable to the tenant (see the Recharge Procedure). 

 
7.3 Right to Repair 

If certain “qualifying” repairs related to health and safety are not carried out 
within the correct timescale, the resident may be able to claim Right to Repair 
compensation to the value of £10 plus £2 per day that the repair was late, up 
to a maximum of £50 (see Compensation policy). 

 
8. Improvement Works 

 
8.1 Stock Modernisation and Decent Homes  

EHA’s Decent Homes standard ensures homes are maintained and improved 
to the standard set by Government. 
 
Our commitment in delivering the Decent Homes Standard is to: 
 
 Maintain stock condition data to inform programmes of planned work 
 Provide good quality affordable housing 
 Ensure homes benefits from modern facilities 
 Have efficient heating and hot water systems 
 Are insulated to make it affordable to keep warm 
 Maintain a safe and secure environment 
 Aim to undertake external and (where necessary) internal decorations 

every 8 years. 
 

 We will maintain and publish a programme of works based on our stock 
condition data. 

 
8.2 Affordable Warmth and Fuel Poverty 
 We will use stock condition data to inform our programme of work to meet 

targets under affordable warmth and improve individual SAP ratings of 
properties. 
 

8.3 Adaptations 
EHA is committed to assisting with the provision of adaptations to properties 
wherever such needs have been identified.  An Occupational Therapist may 
be asked to carry out an assessment. 
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Where it is not possible to adapt a property EHA will consider the need for 
rehousing. 
 

9. Gas Servicing 
 
9.1 EHA is committed to meeting its legislative requirements ensuring all of its 

homes with a gas supply have a valid CP12 certificate.  EHA will service all 
gas appliances and boilers for all its homes within 12 months of the 
anniversary of the previous service date. 

 
9.2 Where a tenant fails to provide access within the 12 month period EHA will 

take appropriate steps including legal action to gain access and comply with 
gas safety legislation.  

 
9.3 EHA will upgrade boilers and remove any gas fires that fail their annual 

inspection.  Any faulty gas appliance owned by the resident that is discovered 
to be connected to the system will be disconnected and a ‘defective appliance’ 
label will be attached to it. 
 

10. Cyclical Maintenance 
 

10.1 Definition 
EHA accepts its duty of care to all residents, staff, contractors and visitors to 
its properties in ensuring that all equipment and installations are periodically 
inspected and tested by a competent person to establish condition, identify 
faults, implement remedial action and establish programmes for improvement 
according to the significance of the report findings. 
 
EHA commits to adopt best practice in installing, maintaining, upgrading and 
periodically inspecting and testing of installations for which it has 
responsibility. 

 
10.2 Programme 

A programme of cyclical maintenance will be prepared and delivered annually. 

 
11. Asbestos 

 
11.1 Asbestos within the home is not necessarily dangerous, particularly if it is in 

good condition and not disturbed. A risk to health can arise when asbestos is 
damaged or if the material is drilled, sawn, sanded or scrubbed. EHA 
operates a general policy of managing materials in good condition rather 
than removing them, with the condition of the material being monitored on a 
regular basis.  

11.2 In managing asbestos EHA will: 
 
 •  take reasonable steps to determine the location of materials likely to 

contain asbestos 
 •  assess the risk of exposure, particularly in the operation and delivery of 

improvement, maintenance and repairs services, and presume materials 
to contain asbestos unless there is good reason not to do so or until 
adequate information is received to the contrary  

•  establish and maintain a written ‘Asbestos Register’ to record the 
locations where asbestos materials are identified  

•  make sure suitably licensed and competent contractors are engaged to 
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undertake both remedial and removal works to asbestos containing 
materials  

•  provide appropriate training, protective clothing and procedures for staff 
concerning asbestos and its management 

• regularly review this and other related policies to make sure arrangements 
and practices are implemented in accordance with EHA’s legal obligations 

 
12 Equality & Diversity 

 
This Policy will be implemented in accordance with EHA’s Equality and Diversity 

Policy and contractors will be required to have in place suitable procedures 
for ensuring fair and accessible service delivery. 

 
13 Value for Money 

 
13.1 This policy plays a significant role in the successful delivery of EHA’s 

approach to Value for Money.  Demonstrating the effective management of 
our assets through the maintenance and repair of residents’ homes is 
integral to our Value for Money approach. 

 
13.2 The policy aims to ensure that residents benefit from the links between day 

to day repairs, improvement programmes and cyclical works though effective 
coordination of works and economies of scale.   

 
13.3 Through effective contract management EHA will ensure contractors deliver 

year on year efficiencies in both the quality and cost of service delivery.  This 
will include learning from best practice, annual reviews of the supply chain 
and maximising buying power to reduce costs and increase efficiency. 

 

14 Monitoring 
 
14.1 Repair and Maintenance performance is monitored by the Head of Corporate 

Services and the Policy and Performance Committee through the KPI 
reports. 

 
14.2 A suite of Contractual Performance Indicators are reviewed and monitored 

that contain triggers for non-compliance with the contract. 
 

 
15 Related Policies 
 
 
16 Approval  
            Staff Consultation: 
   Approval date: 3 February 2016    
   Approved by:  Policy and Performance Committee   
   Policy owner:  Head of Service 
 Next review date: February 2019 (subject to any legislative or best practice 

changes) 
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APPENDIX I 
 

Ekaya and Resident Repair responsibilities 
 

We have a legal responsibility to keep our properties in a safe and suitable 
state of repair for tenants to live in. The list below identifies the 
responsibilities of both the landlord and resident responsibilities for repairs: 

 
Type of repairs 

to be carried 
out by: 

 
Unless 

 Eka

ya 

Resident 

Drains, gutters, outside pipes  
√ 

  
Blocked by tenant 

Roof and chimneys √   

 
Outside walls and windows 

 
√ 

 Damaged or broken by 
tenant 

Internal walls, doors, floors, etc.  
√ 

  
Damaged caused by tenant 

Decorations to internal doors, 
floors, etc. 

  
√ 

 

Loose floorboards √   

Plasterwork √   

Repairing and decorating minor plaster 
cracks 

  
√ 

Damaged by Ekaya's contractor 
doing a repair 

Paths and steps to property √   

Our boundary walls and fences  
√ 

  

Sinks, baths, toilets, waste pipes  
√ 

 Broken or blocked by 
tenant 

Electric wiring, sockets, switches, 
fuse board 

 
√ 

 Caused by misuse or tenant's 
faulty equipment 

Electric plugs, fuses, light bulbs   
√ 

 

Gas pipes or appliances √   

Water pipes and heaters √   

Central heating and fitted fires  
√ 

  

Door bell  √  

Curtain rails, coat hooks  √  

Bath and sink plugs and chains   
√ 

 

Changing tap washers (leaking tap)  √  

Toilet seats and covers  √  

Internal  doors, handles and catches  √  

Clothes drying lines  √  

plumbing leak from tenant’s washing 
machine, bath etc. 

 √  

Extractor fan filters  √  

Redecorating after 
condensation/mould 

  
√ 

Damp caused by a building defect 

Changing lock, cutting new keys  √  
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Type of repairs 

to be carried out 
by: 

 
Unless 

 Ekaya Resident  

Redecorating and repairs after 
plumbing leak or flooding (bath 
toilet, washing machine, etc.) 

  
√ 

 

Pest – mice etc.  √ Rats or cockroaches 

Washers  √  

Ceiling roses  √  

Bath panel  √  

Vent cover  √  
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APPENDIX II 
 

EKAYA’S LETTABLE STANDARDS 
 
Introduction 
 
Ekaya Housing Association aims to achieve a high level of satisfaction when tenants 
move into their new home. 
 
The Association aims to provide good quality accommodation based on the principle 
that: 
 

- The Association has an obligation to preserve the value of the assets it owns. 
- All properties are safe, warm, dry, secure and free from disrepair. 
- All properties comply with current legislative and regulatory works 

requirements. 
 
In order to ensure a void property is let in good condition, the Association has a 
defined lettable standard, which is set out below.  
 
Internal Walls & Ceilings 

 Walls will be smooth, sound and free of holes. 
 All unnecessary nails, screws etc. will be removed from void properties. 

 Fungus or mould stains will be treated with fungicide paint.  
 Consideration for the need for decorations allowance will be defined by size of 

the living areas. The final decision is made upon the inspection of the property 
when being specified. 

 Like-for-like repairs to damaged floors to be carried as much as possible 
 
Floors 

 Floor coverings such as laminates, ceramic tiles etc. will be the sole 
responsibility of the tenant member. 

 Surfaces to be sound and maintainable with no major irregularities. 
 
Internal Joinery 

 Skirting will be firmly secured to the wall and in good condition. 
 Staircases will be secure with intact nosing on all treads. 
 All staircases will have safe and appropriate balustrades and/or handrails. 

 
Bathroom/Toilet 

 Sanitary ware will be hygienic, and free of significant cracks or chips 
(>10mm). 

 Contact surfaces will have a smooth surface. 
 Sinks and baths will have plugs and chains. 
 Toilet seats will be replaced before a new tenant moves in. 
 Toilet cisterns will be easily flushed. 
 If a shower has been fitted by a resident, is in good condition, and complies 

with safety checks, it will become the responsibility of the new tenant to 
maintain it. New Tenant to sign a disclaimer. 

 Wall tiling must be appropriate (e.g. for showers), properly grouted and 
sealed around all sanitary ware. 

 Baths must have bath-panels fitted. 
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 Taps will be secure and allow easy operation by the tenant. 
 Polysafe flooring to be used for bathroom floors. 
 Fans, where fitted, will be cleaned and operate effectively without defective 

cover. 

 Tenants will be responsible for replacement of light bulbs where not fitted. 
 Ekaya Housing will fit bulkhead light bulbs (four-pin etc.) and lamp to shaver 

light fitting.  

 
Kitchens 

 Wall units must be properly fixed to walls. 
 Surfaces will be free from significant (>10mm) gaps, burn(s), knife and other 

marks, and will be hygienic. 

 Blown worktops and kitchen units will be replaced. 
 Unit doors will be securely hung. 
 Drawers will operate smoothly. 
 Other unit fronts will be securely fixed. 
 Wall tiling will be properly grouted with silicone sealant between wall tiles and 

worktops. 
 Fans, where fitted, will be cleaned and operate effectively without defective 

cover. 

 Tenants will be responsible for the replacement of light bulbs where not fitted. 
 Replacement of kitchen unit elements will match as close as possible, but 

exact match is not required. 

    For carcasses of gas cooker, ensure bayonet connection is secure and 
serviceable. 

 Polysafe flooring to be used for bathroom floors. 
 Fire door to be fitted where there is none. Defective doors to be repaired as 

necessary. 
 
Windows 

 Windows will be draught free and watertight under normal conditions. 
 Opening windows apart from ground floor will be fitted with restrictors. 
 Hinges, latches, stays, restrictors, locks will function correctly. 
 Trickle vents, where fitted will work effectively and be airtight when closed. 
 Where fitted, lockable handles will function correctly. 
 Frames will be sealed to prevent water ingress. 
   Child resistant safety devices to be fitted to windows one storey and above. 
   Window-lock keys to be provided where applicable. 

 
Glass 

 All glazing will be free from cracks or blemishes. Inspection will be made by 
standing 2mts back from window. 

 Double glazing units will be free from moisture between the panes. 

 All glazing for in-doors/screens will be laminated or toughened glass. 
 
Doors (Internal and External) 

 External doors will lock securely. Locks will be at least 5-lever. Where only a 
cylinder-lock is fitted then this will have a deadlock facility. Tenants will be 
issued with a minimum of two keys for each lock. 

 External doors will be draught-proof and watertight under normal conditions. 
 When replacing external doors, these will be replaced as existing unless they 

do not comply with regulations. 



   

11 

Approved February 2016     Next Review February 2019 

 Frames will be sealed to prevent water ingress. 
 Where applicable (Kitchens, hallways, lobbies) are to satisfy current fire safety 

requirements e.g. Fire Check ½ hour with self-closing devices. 

 All doors will be sound (not de-laminated), free opening and not foul on    the 
doorframe. 

 Locks, latches etc. will function correctly. Where appropriate locks with 
internal springs will return handle to the correct position. 

 The exposed face of doors will be free of holes, small screw holes <10mm will 
be acceptable, large holes or dents will be filled on painted doors. Pre-finished 
doors will be replaced where there is such damage.  

 Doorstops will be fitted where there is a possibility of damage being caused 
by the handles. 

 Where new doors have been fitted by a tenant, these must be of an 
acceptable standard (35mm min thickness), comply with regulations and 
competently fitted. 

 Flats must have ½ Hour fire check rated pass doors in the kitchens and 
lobbies.  

 Cupboard doors will have functioning catches. 
 Any useable appliances left by the outgoing tenant, which are in good 

condition, will be pat-tested and if safe, may be gifted to the new tenant. New 
tenant to sign disclaimer that Ekaya is not responsible for repairs, 
replacement or their disposal.  

 
Electrical system 

 Full safety test to relevant electrical regulation including production of 
relevant certification/reports. Carry out works to ensure installation is safe and 
serviceable. 

 All switches, sockets etc. will be securely fixed. 
 All equipment showing signs of overheating, or damage will be replaced. 

 Bathroom and kitchen light-pendants will have skirts fitted. 
 Metal switches will be earthed or replaced. 
 Fuse box/circuit breakers will have labelled switches/fuses. 
 Cooker and other kitchen switches will be labelled. 
 Equipment installed by a tenant will only be accepted if in good condition, 

appropriate for its use/application and competently installed. 

 All fitted extractor ventilation will be in working condition. 
 There will be a working smoke alarm on each floor. 
 Satisfactory energy performance certificate (EPC) to be provided for each 

void. 

 Modifications to light fittings by former tenant for example chandeliers etc. 
shall be replaced by standard light fittings used by Ekaya. 

 
Heating equipment 

 Full safety checks to be carried to void property including production of 
relevant certification/reports.  Works carried out to ensure installation is safe 
and serviceable. 

 Heating systems will be of adequate size to heat the complete property to 
standard design temperatures. 

 Systems will have both time and temperature controls. 
 Radiators/heaters will be securely fixed in position, show no external sign of 

corrosion, leakage or rust and be capable of individual regulation. 

 Former fire places shall be blocked, made good  and vented. 
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External 

 Fences, walls and gates will be secure. 
 Gates will have a positive catch to close. 
 Garden (sole access) to be clear of rubbish and grass cut down. 

 Sheds, bunkers, etc. will only be left at void properties with the express 
written and signed disclaimer/agreement of the incoming tenant. From then 
onwards, they will become the responsibility of the new tenant. 

   The structure is to be sound, serviceable and free from water penetration and 
leakage from the main elements of the building structure. 

 
Insulation Standards 

 All water storage tanks will be insulated with a minimum of 50mm insulation. 
 All roof/loft spaces of voids will have 270mm insulation on internal surfaces. 

 
Cleanliness in Void properties 

 All loose items will be removed from properties (including gardens, lofts, 
garages etc.) 

 All floors will be swept and cleaned. 
 All surfaces will be in a Hygienic condition 
 All exposed surfaces on Bathroom and Kitchen fittings will be in a hygienic 

condition when a property is re-let. 

 In extreme cases, a full wash down of doors, finishing and windows will be 
carried out. 

 
Pests  

 If any active pests are identified, a course of treatment should be completed 
and any visible entry holes filled.  

 


