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DALES HOUSING

MAINTENANCE AND INVESTMENT POLICY

1.
INTRODUCTION


Dales Housing understands that the main factor by which tenants judge their landlord  is on the ability to maintain and improve the housing stock.  The housing maintenance and investment service has a high profile, both in terms of the importance placed on it by service users and its expenditure and turnover.  This policy sets out the framework for the maintenance and investment of the housing stock, provides services to tenants and responds to the performance management requirements of Best Value, regulation and inspection requirements of the Housing Corporation.  It is supported by detailed operational procedures which ensure effective delivery of this service is achieved.

2.
OBJECTIVES OF THE MAINTENANCE AND INVESTMENT POLICY


Objectives of the maintenance and investment policy are:-

· To comply with legal duties, codes of practice, the landlord’s repair duties and repairing covenants.

· Ensure that homes are warm, comfortable and in good and safe repair, taking into account security and quality of the environment.

· Maximise the useful life of the housing stock.

· Provide a prompt, economic, efficient and effective quality service which maximises the use of available information and communications technology.

· Achieve high standards of customer care.

· Consult tenants and involve them, wherever possible, in decisions about the service, standards, repairs to their homes, and estates and service monitoring.

· Monitor the performance of staff and contractors, taking into account tenant feedback.

· To use materials that are of approved quality and good value for money.

· To take account of the needs of vulnerable tenants and those with sensory or physical disabilities when delivering services.

3.
SUMMARY OF OPERATIONAL PRINCIPLES


Key principles which will be incorporated into the operational procedures are designed  to ensure that the maintenance and investment policy is incorporated into the day to day delivery of the service.    The principles are:-
· Minimising the proportion of expenditure on day to day repairs and maximise that spent on planned and cyclical maintenance and investment.

· Minimising relet times and void periods.

· Adopting cohesive partnering and tendering procedures to secure the appointment of the best contractors, measure their effectiveness, value for money and ensure compliance with EU Regulations.

· Adopting effective budgetary controls to track actual, committed and planned spending, inform spending decisions and monitor the final expenditure to ensure only satisfactory work is paid for.

· Adopting procedures which will actively encourage staff to seek and listen to customers’ views and complaints and act appropriately.

· Adopting robust procedures to involve customers in setting standards and repair priorities and monitoring performance.

· Ensuring staff will have training in well developed communication skills to ensure repair requests are received in a competent and efficient manner.

· Ensuring staff will advise customers of the repair categories that their orders have been placed in.  Appropriate advice will be given where repair requests have been placed on planned and cyclical maintenance programmes and target dates by which this work will be completed.  This will be confirmed by the issue of receipts.

· Adopting a system to ensure post-repair quality inspections in order to check whether repairs meet specifications, the repair has been undertaken effectively to the tenant’s satisfaction and that an appropriate charge has been made for the work when completed.

· Adopting procedures to ensure tenants have a genuine say in the management and joint decision making on repairs and the monitoring of this service.

·  Where possible, Tenants will be offered appointments for repairs.

4.
PERFORMANCE INDICATORS


A combination of national and local performance indicators will be used to measure the effectiveness of Dales Housing with regard to maintenance and investment.  These will include:-

a) The average SAP (energy efficiency rating) of dwellings owned by Dales Housing.

b) The average weekly management cost per dwelling.

c) The average weekly cost of repairs per dwelling.

d) The average relet times for dwellings let in the financial year.

e) The percentage of stock which meet Decent Homes Standards.

f) The percentage of repairs completed within Government time limits.

g) The average time taken to complete non-urgent responsive repairs.

h) The satisfaction of tenants with the overall service provided by Dales Housing.

5.
MONITORING MAINTENANCE AND INVESTMENT


Dales Housing will publish the targets and standards to be achieved under the maintenance and investment service in the annual Key Performance Indicators.  These will be set against repairs categories and will be published on an annual basis.   Monitoring reports will be presented to relevant Tenant Groups and the Board which will illustrate performance and expenditure against annual targets.

6.
RESPONSIBILITY


The Executive Director will have responsibility for implementation of the Maintenance and Investment Policy.

7.
CONSULTATION


Consultation on the revisions to the Maintenance and Investment Policy will be formally through the relevant Tenant Groups.  Any amendments to this Policy will have to be formally approved by Dales Housing Board of Management.
8.
REVIEW


The Maintenance and Investment Policy will be reviewed at least once every year or on the introduction of new legislation or guidance.
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