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 Introduction  1.

 Mount Green aims to provide excellent services and work with our residents to 1.1
provide homes and estates that we are all proud of. We recognise that a 
significant part of this service is ensuring that we provide a prompt and 
efficient repairs and maintenance service and that we maintain our properties 
to a high standard; ensuring our homes are decent, safe and warm.  

 As outlined in our Asset Management Strategy, we are passionate about 1.2
maintaining the quality of our properties both now and in the future in order 
to:  

 Avoid them falling into disrepair  
 Ensure we provide homes that are fit for purpose  
 Meet the needs of our residents, both current and future  
 Address sustainability and concerns about fuel poverty  
 Maintain the value of our assets  

 
 This policy outlines how we will work collaboratively with residents to maintain 1.3

the high quality of our homes and meet our mutual responsibilities. 

 Our Repairs and Maintenance Policy should be read in line with the following 1.4
publications: 

 Aids and Adaptations Policy 
 Asbestos Policy 
 Asset Management Strategy 
 Environmental Policy 
 Gas Servicing Policy 
 Health and Safety Policy 
 Home Standard 
 Recharge Policy 
 Residents’ Handbook 
 

 This policy applies to our rented homes, yet elements of this policy will also be 1.5
relevant to leaseholders. Please refer to your tenancy, lease or handbook for 
more information.  

 Definitions 2.

 Responsive repairs 2.1
These are the unexpected day-to-day repairs reported by residents and staff 
such as leaks, loss of heating/hot water, electrical faults or missing roof tiles 
etc.  
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 Cyclical maintenance 2.2
This is any maintenance and servicing that is carried out on a regular cycle of 
between 1 and 10 years. This can include annual gas servicing, external 
decorations and gutter clearance.  

 Planned programme 2.3
This covers any major and/or improvement works that are normally planned in 
advance. This includes new kitchens, new bathrooms, new heating systems, 
replacement roofs, rewiring, new windows or any Decent Homes works.  

2.3.1 Decent Homes Standard 
The Decent Homes Standard (DHS) is a target set by government for all social 
housing landlords. To be classed as a decent home, it has to pass four tests: 

 Meet statutory minimum standards for housing, currently defined by 
the Housing Health and Safety Rating System 

 Be in a reasonable state of repair 
 Have reasonable modern facilities and services 
 Provide a reasonable degree of thermal comfort 

 
 Voids 2.4

Voids refer to our empty homes and our aim is that all properties we let are 
safe, secure, clean, in sound condition and with services in working order. We 
aim to maintain a consistent, cost effective letting standard (Home Standard) 
for all our void properties.  
 

 Defects 2.5
For newly built buildings, any repairs and maintenance required in the first 
year from completion are managed by the developer who constructed the 
building. This is known as the defect period. 

  Policy Objectives 3.

 This policy outlines how we will work collaboratively with residents to maintain 3.1
the high quality of our homes and meet our mutual responsibilities. 

 We aim to provide a maintenance service that: 3.2
 Meets the standards expected by our residents 
 Ensures our properties remain in good condition 
 Safeguards our assets 
 Is cost effective and value for money 
 Minimises our environmental impact 
 Compliments the aims of our Asset Management Strategy 
 Complies with legal requirements and the Decent Homes Standard 
 Is continually reviewed through consultation with residents 
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 Responsibilities 4.
 

 We will carry out repairs for which we are responsible, but as a resident you 4.1
are also responsible for some repairs and maintaining certain aspects of your 
home. These responsibilities will vary depending on whether you are a tenant 
or a leaseholder.  

 Mount Green’s Responsibilities 4.2
Mount Green are generally responsible for repairing and maintaining the 
structure and outside of the property and any shared parts of the building 
which the property is part of. This includes: 

 Keeping electrical wiring safe and in good working order 
 Maintaining and servicing all gas appliances fitted by us 
 Ensuring your home is structurally sound and weatherproof 
 Maintaining windows, drains, guttering, roof and external pipes 
 Maintaining the plumbing of hot and cold water to your home 
 Ensuring and maintaining an adequate heating and ventilation system 
 Maintaining outside walls, outside doors, window sills, soffits, fascias, 

window catches and window frames (not including internal painting 
and decoration) 

 Maintaining doors and door frames, door hinges and skirting boards 
(not including internal painting and decoration) 

 Maintaining garages 
 Maintaining boundary walls and fences 
 Maintaining installations for heating water 
 Maintaining kitchen fixtures and fittings 
 Plasterwork 
 Maintaining pathways and steps 
 Maintaining basins, sinks, baths, toilets, flushing systems and waste 

pipes 
 Common entrances lifts, rubbish chutes and any other communal 

areas 
 

 Residents’ Responsibilities 4.3
 

4.3.1 Your general responsibilities include: 
 Complying with your tenancy agreement 
 Reporting repairs quickly 
 Allowing access for our contractors and staff 
 Seeking permission for any improvements, changes or replacements 

you wish to make to your home (i.e. kitchens, bathrooms, external 
doors, heating and lighting)  

 Insuring the contents of your home including carpets etc. 
 

4.3.2 You are also expected to take responsibility for certain parts of your home, as 
listed in your tenancy agreement and the Residents’ Handbook. For residents 
of rented properties, these responsibilities include: 
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 Repairing any improvements or alterations you have made in your 
home 

 Repairing any damage caused by you, a member of your family or 
visitors to your home 

 Repairing any damage done as a result of ASB or criminal activity (i.e. 
doors damaged as a result of police raids) 

 Smoke alarms (unless fitted by Mount Green and connected to the 
electricity supply) 

 Internal decoration 
 Repairing any damage to internal doors  
 Rectifying blocked sinks, toilets and drains (where the blockage has 

been caused by someone living at or visiting your home) 
 Replacing toilet seats 
 Broken windows and external doors (unless as a result of a crime not 

committed by you, your family or visitors to your home) 
 Replacing of lost keys or a resultant change of locks to doors and 

windows 
 Light fittings and bulbs  
 Pest control within your home 
 The repair or renewal of timber sheds or greenhouses (if gifted) 
 Removing rubbish from your home and garden 
 Plumbing to washing machines/dishwashers and any damage 

resulting from leaks 
 Curtain battens, rails and hooks  
 Ventilating and heating the property, removing mould and repairing 

any damage as a result of condensation 
 

 Shared owners are responsible for all maintenance, repairs and servicing within 4.4
the property, excluding communal areas, following the initial defect period. For 
more details and responsibilities, please refer to your lease.  

 Replacements 4.5
Wherever possible we will replace items with like for like but this is not always 
achievable where a fixture or fitting is non-standard or no longer available. In 
these circumstances we will try and find the closest match available but we will 
not undertake unnecessary works or full replacements simply for aesthetic 
reasons. 
  

 Residents Choice 4.6
Whilst we are happy to accommodate resident choices wherever we can, 
where this may have implications on the cost, on future repairs or replacement 
obligations this may not always be possible. If a resident has replaced fixtures 
or fittings themselves (such as tiling, flooring etc.), we are not responsible for 
any repair or replacement.  
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 Recharges 4.7
 

4.7.1 Where it has been identified that residents have caused damage to the 
property, undertaken unauthorised alterations or left possessions and/or 
rubbish in the property when vacating, Mount Green will pro-actively seek to 
recover the costs from the resident concerned. In addition, whilst residents are 
responsible for the repairs outlined in 4.3.2, in some cases we may undertake 
the works on their behalf. We will recharge residents in line with our Recharge 
Policy for any repair work which is the residents’ responsibility and is 
undertaken by Mount Green. 

4.7.2 Any repairs or maintenance works carried out by residents must be to our 
standard and in the event that they are not, we may rectify the works and 
recharge residents for the costs incurred.  

4.7.3 In the event of a missed appointment by either a resident or contractor, we will 
follow our Recharge or Compensation Policy as appropriate. 
 

 Rent Arrears and Repairs 4.8
For residents who have less than 8 weeks of rent arrears, planned 
improvements (i.e. new kitchens/bathrooms) or non-urgent responsive repairs 
may be postponed.  
 
For residents who have more than 8 weeks of rent arrears, no planned 
improvements or non-urgent responsive repairs will be carried out.  

 

 Responsive Repairs 5.

 Residents will be able to report repairs to our two main contractors 24 hours a 5.1
day, 7 days a week. However, outside of normal working hours (normal 
working hours are 8am - 5pm Monday - Friday), only an emergency repairs 
service will be provided which is to make safe and secure within 2 hours. 
Appointments will be offered during working hours. 

 We have set targets for responding to day-to-day repairs which are set out 5.2
below. 
 

 PRIORITY A (EMERGENCY) – target response time 24 hours but to ‘make safe’ 5.3
within 2 hours if required. 
Emergency repairs are those that need to be done to avoid serious danger to 
health and safety or extensive damage/security to buildings or properties. 
Repairs that will be considered as emergencies include: 

 Total loss of water supply (other than by water supplier) 
 Total loss of electricity (other than power cut) 
 Total loss of heating (vulnerable resident) 
 Total loss of hot water (vulnerable resident) 
 Serious water leak inside your home that you cannot contain 
 Blocked toilet (where there is only one in your home) 
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 Blocked or leaking foul drains 
 Flooding to your home 
 Fire damage 
 Broken external doors or windows where there is a threat to security 
 Serious structural damage e.g. loose or falling brickwork, tiles, etc. 
 Lifts/door entry systems in sheltered schemes 

 
5.3.1 Any gas leaks should be reported to National Grid immediately by calling the 

National Gas emergency number 0800 111 999. 

5.3.2 Any power cuts should be reported by calling UK Power Networks on 0800 31 
63 105 (free to call from a landline or mobile phone).  

 PRIORITY B (URGENT) – target response time within 3 working days. 5.4
Urgent repairs are those that may cause damage to the property if left too long. 
Although these may not be emergencies, they need to be dealt with quickly. 
Urgent repairs may include: 

 Loss of heating  
 Loss of hot water 
 Offensive or racist graffiti 
 Minor electrical faults 
 Minor leaks 
 Minor structural damage 
 Lifts in general needs flats 
 Door entry systems to flats 

 
 PRIORITY C  5.5

These are general non-urgent repairs to be completed within your home. 
Appointments will be made at a mutually agreeable time with residents 
wherever possible; we would normally expect for these works to be completed 
within 25 working days. These works may include: 

 Door handles/internal doors 
 Plastering works 
 Kitchen units 
 Blocked guttering 

 
 PRIORITY D 5.6

These are general non-urgent repairs to be completed in communal or external 
areas. These works will be planned to ensure best use of resources and value 
for money. We would normally expect for these works to be completed within 
60 days. These works may include: 

 Fencing 
 Brickwork and walls 
 Minor roofing repairs 
 Garage doors/roofs 
 Paths 
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 These target times may change dependent on the nature of the repair, the 5.7
vulnerability of the resident and any health and safety concerns. These will be 
agreed at the discretion of the Maintenance Manager.  

 In terms of the responsive repairs service we aim to deliver the following 5.8
improvements: 

 An increase in the number of jobs completed within target 
 An increase in resident satisfaction in day-to-day repairs 
 An increase in resident involvement in monitoring day-to-day repair 

performance 
 

 Cyclical maintenance 6.
 

 These works will be carried out based on need and cost rather than on a rigid 6.1
cycle. However, we will publish an indicative cyclical programme on the 
website. Timescales for any agreed works will be communicated directly to any 
affected residents. 
 

 Planned programme 7.
 

 It is our intention to increase the level of preventative and planned works to 7.1
reduce the ongoing spend on responsive repairs. In order to do this, we have 
developed an indicative three year rolling planned programme which will be 
publicised on our website. This programme will be based on our stock condition 
survey and in-house knowledge and will be subject to budget and other 
resources and therefore it may be subject to change at our discretion.  
 

 We will consult with residents on all planned works, explain how the works will 7.2
be carried out and be clear about the impact of the works.   
 

 Wherever possible we will give residents some choice in the selection of 7.3
certain design aspects of their homes for the purpose of upgrade, replacement 
or improvements - for example, kitchen and bathroom replacements.  

 

 Voids 8.
 

 All voids (empty homes) need to be turned around as quickly as possible to 8.1
avoid undue rent loss. Voids will be delivered to our Home Standard to ensure 
consistency. 
 

 Defects 9.
 

 During the defect period, residents should report their repairs directly to 9.1
Mount Green. Defects which come to light following the initial 12 month 
period but occurred during that time, known as latent defects, must also be 
reported directly to Mount Green. These may include items such as cracks in 
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the wall and roof leaks.  
 

 Aids and Adaptations 10.
 

 Mount Green has a small annual budget to help facilitate and support 10.1
independent living, by carrying out alterations to meet the needs of vulnerable 
residents to enhance their quality of life and, where appropriate, enable them 
to remain in their current home. 
 

 We will assist eligible residents to secure aids and adaptations to their homes 10.2
either by directly undertaking minor works where possible or by assisting the 
resident to apply for a Disabled Facility Grant (DFG) from their Local 
Authority.  

 

 Pre and Post Inspections 11.
 

 Pre-inspections 11.1
We may need to undertake a pre-inspection or survey prior to ordering works 
on some jobs to ensure we can give a clear specification to the contractor and 
discuss the works with you.  
 

 Post-inspections  11.2
We will post-inspect a number of jobs to check the quality of work and value 
for money. It is important that you allow us access to do this.  

 In order to monitor our contractors’ performance, we will also carry out a 11.3
number of customer satisfaction calls.  

 Contractors 12.
 

 All contractors working with Mount Green will be required to adhere to our 12.1
Contractor’s Code of Conduct (Appendix A). Our Code of Conduct outlines the 
standard of service that all contractors are expected to deliver to our residents.  
 

 All of our contractors will be made aware of this policy and any other relevant 12.2
policies such as our Health and Safety and Environmental policies.  

 Equality and Diversity 13.
 

 For Mount Green, diversity is about respecting people’s individual differences 13.1
and ensuring that all people that come into contact with us have access to the 
same high standards of behaviour and service.  

 We are committed to ensuring that no resident will be treated less favourably 13.2
because of their age, disability, gender reassignment, marriage and civil 
partnership, pregnancy and maternity, race, religion and belief, sex or sexual 
orientation.  
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 Consultation and Publicising the Policy  14.
 

13.1 Mount Green aims to ensure that all residents are consulted prior to any major 
decision being taken planned or major works that affect their home. A range of 
approaches to consultation will be used regarding repairs and maintenance: 

 With You – this quarterly newsletter is issued to all tenants and other 
interested parties. This is our key method of communicating 
information to our residents. 

 Website – we will publish our planned and cyclical programmes 
 Local/Individual meetings 
 Tenant Repair Satisfaction Surveys - residents who have a repair 

carried out are requested to complete and return the satisfaction 
survey. This provides us with vital information to ensure that a high 
quality repairs service is being delivered  

 
 This policy was written in consultation with both staff and residents.  14.2

 This policy will be publicised to residents through: 14.3
 Residents’ leaflets 
 Our Residents’ Handbook 
 Our website  
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This Code of Conduct summary sets out the standards that contractors will deliver to 
Mount Green’s residents. All contractors must comply with this Code. 
 
Customer Focus 

The contractor must deliver a service at a standard which meets the needs of 
residents. This will include: 

 Making and keeping appointments for all repairs and visits. 
 Communicating with residents about the work to their home, in a way that is 

clearly understood. 
 Communicating with neighbours who may be affected by works. 
 Completing repairs to a high standard, within the specified target time, and 

within one visit wherever possible. 
 Respecting the homes, contents and environment of our residents. 
 Ensuring work is carried out with a friendly, helpful, considerate, informative 

and professional approach. 
 Respecting our residents and their safety. 
 Keeping residents informed about the status of their repair. 
 In the event of any delay or cancellation, notifying residents as soon as 

possible.  
 

Working in Mount Green homes 
On arrival the contractor will: 

 Produce a photo identity card which shows the employee’s name, company 
name, address and telephone number. 

 Be dressed appropriately and in branded clothing where applicable. 
 Will normally be using a branded vehicle. 
 Have a copy of the works order (except: when the work is an emergency). 
 Advise the resident about the work, how long it will take and any relevant 

matters. 
 Liaise with any affected neighbours. 

 
Whilst working at the property the contractor is required at all times to: 

 Be polite and courteous to the resident and others. 
 Liaise with the resident at all times during works. 
 Be considerate of the particular needs of residents who are elderly, disabled or 

otherwise vulnerable. 
 Take care of residents possessions (and replace any items damaged). 
 Use shoe protectors or dust sheets as appropriate. 
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 Cause minimum disruption to the resident. 
 Avoid the use of abusive or offensive language. 
 Not move residents’ possessions unless the resident is unable to do so 

themselves and only with their permission. 
 Confine and protect the area to avoid disruption, obstruction and nuisance. 
 Provide their own source of power unless, before work commences and with 

arrangements for reimbursement, the resident will allow the use of their own 
power. 

 Avoid making excessive visits to bring in materials. 
 Be careful about security (e.g. not leaving ladders available for burglars). 
 Not leave entrance doors to properties open and unattended.  
 Supervise sharp tools, heavy plant, power tools and toxic substances and keep 

them out of the reach of children and pets. 
 Regularly clean up all debris, surplus materials and rubbish generated by the 

work. 
 Advise the residents when the work is complete. 

 
When leaving the property or site the contractor is required to: 

 Leave the site clean, tidy and secure at the end of each working day. 
 Clean up thoroughly and remove all materials upon completion. 

 
While at the property the contractor should not: 

 Play music or the radio. 
 Smoke, drink alcohol, take drugs or be under the influence of drugs or alcohol.  

Any contractor found under the influence of alcohol or drugs on site will be 
removed immediately and will not be employed on Mount Green sites again. 

 Use a resident’s WC, kitchen, phone or belongings for personal use or for 
cleaning unless given permission. 

 Work at weekends or after hours unless by agreement. Normal working hours 
are between 8am-6pm, unless by prior agreement with Mount Green and the 
resident. 

 
Working in communal areas or flats, contractors must: 

 Advise all directly affected residents of any works, their impact and a likely 
timescale. 

 Be respectful of shared areas such as gardens, car parks and access ways. 
 Speak to residents before crossing or encroaching on a resident’s personal 

space and/or privacy. For example when using ladders to work on upper flats, 
contractors must notify the residents of the flats below that they will be there. 

 
If you are at all unhappy with the standard of service delivered by any Mount Green 

contractor, please contact us immediately so we can resolve the problem 
straight away. If we don’t not know there is a problem we cannot put things 

right! 


