Adullam Homes Housing Association Limited ~ AdU"CIm

Purpose and Scope

Adullam Homes Housing Association Limited is committed to providing high quality services. Effective
and efficient service delivery and management of property repairs of owned and managed housing
stock is essential to ensure legal and contractual obligations are met.

This procedure applies to all who use Adullam services including our tenants, residents and service
users (TRS's) staff, contractors, neighbours and anyone affected by the way the Association carries out
its business.

1.0 Introduction

1.1  This procedure is for all Adullam Homes Housing owned properties and properties
managed by Adullam on behalf of other landlords.

1.2  Contractors are evaluated and approved by the Asset Manager and the Approved
Contractors List is amended as and when contractors are added or taken off the list. The
Approved Contractors List (on Pyramid) will be managed and reviewed regularly by the
Customer Services and will be presented to the Operations Committee for audit on an
annual basis.

1.3 All approved Contractors will have a copy of the Association’s Code of Conduct (2025) and
will be required to work in accordance with this procedure. Adherence to this is
monitored regularly by the Compliance Manager & Customer Services.

1.4  All housing stock owned or managed by the Association must meet the Decent Homes
Standard and our minimum lettable standards.

2.0 Scope of the procedure
2.1 A property repair can be reported in any of the following ways:
2.1.1 By telephone to Customer Services based at the Head Office in West Bromwich
on 0121 271 0789 which is then diverted to the relevant Customer Service person
(North / South hybrid working roles)
2.1.2 In writing by e-mail to repairs@adullam.org.uk or letter to the Customer

Services Department @ Adullam Homes, Walter Moore House, 34 Dudley Street,
West Bromwich, B70 9LS

2.1.3 Contact with Adullam project staff or housing staff. Staff may then either email
to Repairs@Adullam.org.uk or opt to use a maintenance request or pronto form —all
methods here notify Customer Services via Repairs@Adullam.org.uk

2.1.4 Residents may also report repairs via e-mail to info@adullam.org.uk — this
mailbox is also governed by Customer Services

2.2 All requests for repairs will be forwarded for the attention of Customer Services. On
reporting the repair, the staff member will analyse the repair request and assess whether
it is the responsibility of Adullam or through a leased provider. If it is Adullam’s
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responsibility the Administrator will decide whether it is the following by the procedure /
risk category:

a) An emergency repair
b) An urgent repair
¢) A routine repair
d) Planned maintenance

2.3 An example of each category is given in section 3.0, together with each Target Response
times for each type of repair.

2.4  If possible, for Urgent and Routine Repairs, the Repairs & Voids Co-Ordinator, Housing
Officer, Project staff or Contractor will carry out a Pre-Works Inspection as soon as
possible and within the target time. During this visit an accurate assessment of the repair
and work required will be made.

2.5 The Customer Service Team or representative (contractors and Housing staff) will arrange
a mutually suitable appointment. The repair will be completed by an Adullam contractor
or Adullam staff member within the target time and to the satisfaction of the resident,
who will receive a text message via Deeplake Communication Manager to confirm
satisfaction.

2.6 Allinvoices are carefully matched and audited by Finance Team and are then placed in the
Bought Ledger for approval by the nominated Manager.

2.7 Maintenance Cost Authorisation Limits: Inclusive of VAT

a) Compliance Manager £2,000 (TBC)

b) Asset Manager £25,000 (TBC)

¢) Assistant Director of Quality & Assurance £25,000

d) CEO & Executive Director of Housing & Support £100,000

Any items of expenditure over £25,000 (TBC) (but below £49,999) within the budget the
Asset Manager requires the authorisation and one-off approval from the Group Financial
Controller as per the Association’s schedule of delegation by ways of completing a waiver
form.

2.8  Procurement of Repair Works

2.8.1 Where work cannot be completed by Adullam Handypersons, contractors can obtain
maintenance work from Adullam by:

a) Being contracted onto the Adullam’s Approved list of Contractors
b) Working to a bespoke benchmarking framework for repeat items
¢) By providing a quotation

d) By submitting a competitive tender

e) By instruction from the Asset Manger
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f) By being nominated or specified within a tender document
g) By being a sub-contractor to a main contractor

2.9 Scheduled and Maintenance works orders can be applied to a value of up to £2,500 with
prior approval by the Asset Manager

2.10 Expected costs above £2500 will require two quotations, whilst over £5,000 will require
three quotations. All quotations are to be sought in a specified time to adhere to the
response times.

2.11 A formal record of any tendering process shall be kept by the Asset Manager and subject
to audit by the Director.

2.12 Any estimate over £2500 (but below £25,000 (TBC)) will be submitted and considered by
the Asset Manager. The quote which provides services required whilst demonstrating best
value for money will then be approved. If no quotes are deemed to meet the specification
required, then the resident will be advised, and other contractors will be invited to
provide a quotation until an acceptable one is provided.

2.13 The instruction to proceed with the repair work is confirmed via a repairs order, and no
works should be undertaken until a written repair order is received. Failure to comply with
this may mean payment is withheld or delayed. Each repairs order has a bespoke
reference number unique to the given repair, and this should be quoted on all
correspondence.

The works order will detail the following: -

a) Repair Order Number for reference

b) Priority for repair

c) Property address

d) Property status [Tenanted or Void]

e) Target date for completed works

f) Work required

g) Value of work including VAT (if known)

h) Name of the Contractor or maintenance staff member to whom work order is

issued
i) Officer who issued the work order
i) Points of contact or access detail
k) Any Health and Safety notes [Asbestos, sharps etc.]
) Date of issue of work order

2.14 A text message (via Deeplake Communication Manager) is sent to the resident who
reported the repair at the same time as being issued to the contractor or maintenance
staff member. The text message includes; -

. Confirmation of repairs order and repairs order number
. Name of Contractor or maintenance staff member issued with works
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. Target completion date
. Contact telephone number to confirm appointment

2.15 Quality Assurance: On completion of the works the following applies:

a) Residents will receive a text message to enable them to confirm satisfaction of
their repair.

b) 10% of work over £1,000 will be post inspected by the Asset Management
Team, Housing Officers, and Project Teams. A telephone call can act as a post
inspection where access is difficult, verbal confirmation will be acceptable,
however, if an in-person inspection is required this will be completed by either
the Asset Management Team, Housing Officers, and Project Teams.

¢) A 5% minimum target of work under £1,000 will be post inspected by the
Asset Management Team, Housing Officers and Project Teams.

d) 100% of void and damp and mould related repairs are inspected —in
Birmingham this is completed by the Repair & Void Co-ordinator, elsewhere
these are completed by Housing Officers and Project Teams.

e) The post inspections that fail will be reported to the Asset Management Team
and form part of the contractor’s performance development or Adullam
Handypersons’ Striving for Excellence

f) Contractor performance is monitored by the Deeplake Resident Satisfaction
Survey and regular feedback from site staff (in the form of the PC01 checklist)

2.16 If the completed work is not satisfactory, either by notification from the resident or by
Adullam staff then the contractor or maintenance staff member will need to return to
make good the identified work. If the work is identified as not being of an adequate
standard and is not rectified, then the appropriate Officer should give the reasons to the
contractor or Asset Team and may have to pass the work to another contractor to carry
out.

2.17 Contractors and Adullam Handypersons notify Customer Services of job completion
through a text service — which automatically closes the job on the system, as well as notifying
repairs@adullam.org.uk. Additionally, emailing or calling Customer Services about job
completion so Customer Services can close the repair manually.

2.18 If neither the text service or communications with Customer Services has not been used
by the contractor, payment will be delayed or withheld until the repair has been closed as
complete.

2.19 Contractors must work and comply with the Code of Conduct [Terms and Conditions].
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Summary of Repairs Procedure Flowchart

Repairs flow chart

Repair request

Repair reported to
Customer Services

Homes Transforming Lives

0 Adullam

Repair request assessed

by Customer Services

Issue works to Adullam

Handyperson or
contractor

Appointment made

Repair work carried out

Contractor contacts Customer

Services to inform them of job

completion or closes the Repair
Order via the text service

Post Inspection carried out (if
applicable)

Repair Order of an
urgent nature

Adullam Handyperson or
contractor informs Customer
Service of no access visits

Customer Services contacts
resident to gain access

Customer Services / Adullam
Handyperson / contractor still
have no access to complete
repair order

Repair Order of a non-urgent
nature

Letter sent to resident

Resident sent text message to
confirm satisfaction
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Damp & Mould flow chart

Is a Damp & Mould issue

Damp & Mould Repair Order raised
with Adullam Handyperson /
contractor

3 Months after Repair Order has
been closed as complete the 1st
Post Inspection is raised by
Customer Services for site
responsible staff to complete

3 Month Post Inspection passes (no
regrowth)

3 Months later the final 6 Month
Post Inspection is raised by
Customer Services for site

responsible staff members to
complete

6 Month Post Inspection passes (no
regrowth)

Case closed
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Homes Transforming Lives

0 Adullam

Damp & Mould reported
to Customer Services

Customer Services assess
through photos whether
itis a Damp & Mould
issue

Not a Damp & Mould

issue

Regular Repair Order
raised with Adullam
Handyperson /
contractor
(follow repairs flowchart)

New Repair Order
raised to re-treat /
repair

3 Month Post

Inspection fails
(regrowth)

6 Month Post

Inspection fails
(regrowth)
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3.0 Repairs Categories and Target Response Times

A. Emergency Repairs - Within 24 Hours:
These are defects directly affecting safety, security or health of residents. This category of
repair demands an immediate response and is based upon a ‘timed event’, rather than
calendar days. Repairs should be completed or made safe within 24 hours preferably 8

hours.
For example:
. Major plumbing repairs, such as burst pipes.
. Total loss of electric power.
. Gas leaks — although National Grid would be alerted as first point of call.
. Total loss of heating in winter or if there is not an alternative source of
heating available.
. To inspect dangerous structural faults and move tenants out of the premises
if necessary.
. Blocked foul water drains and WC's. [If there is more than one WC, this is not
an emergency repair].
. Broken windows - To make the windows secure where there is a safety and
security problem.
. Work which in Adullam’s opinion requires residents to be moved out

temporarily.

B. Urgent Repairs — within 7 Calendar Days:
These include defects causing loss of an essential facility, or likely to cause more damage
to the structure, fabric, fittings, fixtures or services of the accommodation. Repairs must
be completed within 7 calendar days from the date that the repair is placed with Adullam.

For example:
. Plumbing faults - causing loss of use of water
. Structural repairs, such as roof leaks
. General electrical work
. Loss of hot water supply
. Minor heating faults
. Re-glazing after safety and security measures have been completed
. Failure of previously sound flooring

C. Routine Repairs — within 28 Calendar Days
These include defects which can be dealt with later without serious inconvenience.
Repairs should be completed within 28 calendar days from the date that the repair is
placed with Adullam.

For example:
. Minor plumbing repairs
. Repairs to fittings - kitchen fittings, cupboards etc.
. Plaster defects, such as walls, ceilings where security or safety is not affected

O Joinery repairs - doors, window frames, floors etc.
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¢4 Adullam

. Aerials
Repair Category Type Target
Emergency Within 24 Hours (Timed)
Urgent Within 7 Calendar Days
Non — Urgent Routine Within 28 Calendar Days

4.0 No Access Procedure

4.1 The Contractors/Adullam Handypersons are to inform the Customer Services Team when
they have two failed no access attempts to complete Repair Works Order(s), these are to
be recorded and advise the Customer Services Team on times and dates.

4.2 The Customer Services Team or Housing Team will contact the resident to inform them of
previous no access attempts by the Contractor/ Adullam Handypersons and attempt to
arrange a further mutually convenient appointment to carry of the necessary repair(s).

4.3 If the Contractor/Adullam Handypersons still do not manage to gain access to carry out the
repair, Customer Services then assess each repair for its severity and the client base.

4.3.1 If the repair is of a non-urgent nature, has no inherent health and safety risks or is of
a non-detrimental nature to the property, the repairs work order will be cancelled

and the TRS made aware.

4.3.2 If the repair is of an urgent nature, a health and safety risk and/or detrimental to the
property then access to complete the repair will be referred to Housing Management

to undertake Tenancy Enforcement Action.

5.0 Residents Feedback and Right First Time Standard

5.1 Adullam wishes to ensure that all repairs commissioned are completed right first time,
seek resident feedback and carry out checks to help ensure we meet this standard.

5.2 Following each completed repair, a text message will be sent and responses will be
analysed by The Customer Services Team. The feedback is recorded against the name of
the contractor/Adullam Handypersons. This will help assess the performance of the
individual contractors on the Approved Contractors List in addition to Adullam

Handypersons performance.

5.3  All comments are welcomed, and any dissatisfaction or failings will instigate a follow up
with the resident to either clarify a query or a Post Inspection by the Asset Management

Team.

5.4  Any queries or comments will be followed up by Customer Services with a phone call to both
resident and contractor to determine reason of dissatisfaction. These discussions as well as the
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resolve are documented on the Master Resident Satisfaction spreadsheet — where data can be
extracted for audit.

5.5 All return detail and associated actions will be recorded on the Customers Services Team’s
monthly report sheet. The Asset Manager will also compile monthly reports for Senior
Leadership Team through into the Annual Report.

6.0 Complaints and Compensation
6.1 Residents may complain using the Complaints Procedure.

6.2 Where there is a proven failure in the repairs service then compensation will be given as
outlined in the Association’s Compensation Policy for housing repairs.
7.0 Implementation/Access/Training
This policy will be published on Policy Hub and disseminated to all staff via the newsletter.

8.0 Review /Monitoring and Compliance
The effectiveness of this policy will be monitored by the reviewing Committee or Lead Director.
This policy may be reviewed at any time at the request of either staff or management but will
automatically be reviewed after the first twelve months and thereafter on a 3 yearly basis from
the date of original approval or as and when statutory changes are required.

9.0 References and Links to Other Documents (for this policy)

*  Control of Asbestos Regulations 2012
¢ Health and Safety Executive (HSE)
* Asset Management Strategy
e Approved Maintenance Contractors and Sub Contractors Code of Conduct 2023
* Leases and Management Agreements
* Housing and Health Safety Rating System [HHSRS] 2005
* Health and Safety at Work Act 1974
* Health & Safety at Work 1999 — (Management Regulations) [HSWA - M]
*  Asbestos Management Policy
* landlord and Tenant Act 1985
* Housing Acts 1985, 1988, 2004
¢ Building Regulations 2010 (Part P, schedule 1) — 2013 Edition
e The Electrical Equipment (Safety) Regulations 2016
¢ Consumer Protection Act 2015
*  Gas Safety (Installation and Use) Regulations 1998 (GSIUR 98)
e  Gas Safety Management Policy 2020
* Business Plan
* The Regulatory Framework for Social Housing in England 2015
*  Control of Substances Hazardous to Health Regulations 2002 [COSHH]Water Supply (Water
Fittings) Regulations 1999.
¢ Tort’s interference with goods act 1977
* Tenancy and Licence Agreements
* Decent Homes Standard
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* Internal Damp & Mould Policy 2023
* Internal Complaints Policy & Procedure
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