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Repairs and Maintenance Policy 
 

 
 

1. Statement of Intent  

1.1. Rykneld Homes Ltd (RHL) manages approximately 7,950 Council properties on 
behalf of North East Derbyshire District Council (NEDDC).   

1.2. This Policy sets out RHLs approach to ensure that all repairs are conducted safely 
and within the designated timescales.  

1.3. This Policy covers all properties managed by RHL.  Rykneld Homes will work with 
NEDDC to assist them to discharge their duties and effectively manage their housing 
stock.  The Policy will cover the following:   

• Repair prioritisation and timescales  

• Pre-inspection of repairs  

• Void properties  

• Gas and electrical compliance.   

2. General Principles  

2.1. To guarantee all repairs that RHL are responsible for are carried out in an efficient 
and safe manner.    

2.2. To provide a prompt, efficient and effective service which is also sympathetic to the 
customer’s needs.   

2.3. To ensure compliance with all relevant legislation and regulations and to ensure our 
repairs are completed in accordance with the landlord responsibilities set out in the 
Tenancy Agreement.  

2.4. To ensure that the works carried out through this Policy are in compliance with 
recognised good practice.  

2.5. To have in place an effective quality monitoring system for both staff and contractors 
work to ensure compliance with this Policy taking into account customer feedback. 

2.6. To have appropriate procedures in place to ensure the requirements of this Policy 
are implemented. 

2.7. To report regularly to the Senior Management Team (SMT) on responsive repairs 
and planned programmes of work.   

3. Legal Framework  

3.1. Rykneld Homes is responsible for ensuring properties meet the requirements set out 
by Homes England.  Homes England set out the guidelines in their Home Standard 
document 2012 (previously Homes and Communities Agency (HCA)).   

3.2. Under the standard, RHL properties must:  
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• be free from any hazard that poses a serious threat to the customer’s health or 
safety; 

• be in a reasonable state of repair; 

• have reasonably modern facilities; and   

• have efficient heating and insulation.   

For more information regarding the Home Standard, please visit the Homes England 
website.   

3.3. The Secure Tenants of Local Housing Authorities (Right to Repair) Regulations 1994 
was introduced to ensure that customers could get certain low-cost urgent repairs 
done promptly.   

3.4. All timescales for repairs meet or exceed the government targets set out in Secure 
Tenants of Local Housing Authorities (Right to Repair) Regulations 1994.  

3.5. Where RHL have not undertaken a repair within the agreed timescales, then RHL 
will pay compensation in accordance with the provisions of the Right to Repair 
scheme not only for the qualifying repairs, but for any repair it classes as an 
emergency or urgent.   

3.6. Compensation cannot be sought for repairs:   

• costing over £250  

• for which we are not responsible  

• where you have told us you no longer want the repair carrying out  

• where you have not given details for access to the property, despite being asked 
to do so.   

3.7. For more information about compensation, please refer to the Compensation Policy 
(available on request).   

4. Responsive and Planned Repairs and Maintenance   

4.1. Only operatives employed by RHL or approved contractors will be used to undertake 
repairs.  Only Gas Safe and electrical approved operatives or contractors will carry 
out repairs to gas and electrical systems.  

4.2. All repairs will be completed using one of the following four categories:   

• Priority 0 – Emergency – same day response  

• Priority 1 – Next working day  

• Priority 2 – Three working days  

• Priority 3 – 15 working days.  

4.3. The Priority Works Guidance document can be found at Appendix 1. 

https://england.shelter.org.uk/housing_advice/repairs/health_and_safety_standards_for_rented_homes_hhsrs
https://england.shelter.org.uk/housing_advice/repairs/health_and_safety_standards_for_rented_homes_hhsrs
https://england.shelter.org.uk/housing_advice/repairs/health_and_safety_standards_for_rented_homes_hhsrs
https://england.shelter.org.uk/housing_advice/repairs/health_and_safety_standards_for_rented_homes_hhsrs
https://england.shelter.org.uk/housing_advice/repairs/health_and_safety_standards_for_rented_homes_hhsrs
https://england.shelter.org.uk/housing_advice/repairs/health_and_safety_standards_for_rented_homes_hhsrs
https://www.gov.uk/government/organisations/homes-england
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4.4. Where an electrical or gas system repair is reported that may present a risk to 
customers, staff or third parties and it is safe to do so, the system will be isolated at 
the incoming service point to remove the risk until suitable repairs can be undertaken.  

4.5. Fire Safety works, including sounding smoke/CO detectors and repairs required to 
Fire Doors in blocks of Flats such as (damaged self-closers, intumescent strips/ 
smoke seals), will be considered an Emergency repair.  If possible, the repair will be 
completed or made safe within four hours (for life threatening emergencies), but all 
repairs will be completed within 24 hours. 

4.6. Delays and exemptions to the above timescales may occur in circumstances out of 
the control of RHL, such as extreme weather or non-availability of parts and 
materials, or where the extent of the work is so large that the timescale cannot 
realistically be achieved.   

4.7. Flexibility may also be introduced in respect of the above categorisation of work or 
the timescales, particularly in the case of customers with specific needs.  

5. Out of Hours Provision   

5.1. An out of hours service is provided between the hours of 5pm - 10pm weekdays and 
8am - 10pm on weekends.  If an emergency is reported during these hours, an 
operative will attend as soon as possible, and as a minimum will isolate/make safe 
the repair but will always endeavour to rectify the issue fully.   

5.2. If an emergency repair is reported between the hours of 10pm - 8am, only in 
exceptional circumstances would an operative be deployed to attend.  Examples 
include – uncontainable leak, fire, customer locked out of property.  If an operative is 
deployed, they will only isolate and make safe until an operative can attend the next 
working day in normal working hours.   

6. Rechargeable Repairs   

6.1. Damage caused to the property (or adjacent properties) deliberately or neglectfully 
by the customer, customer’s family, visitors or lodgers will be recharged fully to the 
customer.  If this repair/replacement is not provided or carried out by a RHL 
operative, then the repair or replacement must be to a standard acceptable to RHL.   

7. Void Properties   

7.1. One of RHL’s main objectives is to ‘Make People Our Priority’ and we aim to do this 
by setting customers up to succeed within our properties.  Rykneld Homes developed 
a high-quality Lettable Standard with this objective in mind.   

7.2. Rykneld Homes will ensure void repairs are conducted in line with this Lettable 
Standard.  For more information about RHL’s Lettable Standard, please see the 
“Lettable Standard” document which is on the website.  

7.3. When a property becomes void the gas is capped and heating system drained.  A      
Domestic Electrical Installation Condition Report (DEICR) is also carried out.  

 

https://www.rykneldhomes.org.uk/_resources/assets/attachment/full/0/100660.pdf
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8. Servicing Heating Appliances and Electrical Testing  

8.1. Each year, RHL will attend the customer’s property to carry out and service:   

• All gas heating appliances within the property and test both the chimney and gas 
pipework  

• All solid fuel heating appliances within the property and sweep the chimney 
serving it.   

8.2. These checks ensure the safety of the customer and the property; therefore, they are 
mandatory works which the customer must allow access.  Rykneld Homes have a 
legal duty to ensure gas heating appliances are maintained through carrying out a 
cyclical servicing programme.  If access is not provided, Court action may be taken 
with any costs potentially being recharged to the customer.   

8.3. Under no circumstances should customers attempt to carry out major alterations or 
repairs to the heating system within their home.  This is a breach of the tenancy 
conditions and depending on the circumstances legal action may be taken.  
Customers are only permitted to carry out minor repairs such as bleeding a radiator, 
tightening a radiator valve or re-pressurising the boiler.   

Electrical Testing   

8.4. Rykneld Homes also complete a DEICR at all properties on a five-yearly cycle, or 
more frequently, if required.  This is also a mandatory requirement to ensure the 
integrity and safety of the electrics.  

8.5. If access is not provided, Court action may be taken with any costs potentially being 
recharged to the customer.   

8.6. Under no circumstances should customers attempt to carry out major alterations or 
repairs to the electrical installations within their home.  This is a breach of the tenancy 
conditions and depending on the circumstances legal action may be taken.   
Customers are only permitted to carry out minor repairs such as changing bulbs, 
tightening loose sockets or resetting a trip switch.   

9. Failure to Provide Access – Responsive Repairs   

9.1. If access is not provided for RHL operatives to carry out a responsive repair and no 
contact is made with the Repairs team within seven days after the original 
appointment date, the repair job will be cancelled. 

9.2. If access is not provided for a repair that is classed as a health and safety risk, RHL 
will continue to try and make contact and gain access.  Failure to grant access could 
result in a breach of tenancy and legal action being taken.   
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10. Customers Responsibilities  

10.1. There are certain minor repairs that RHL expects customers to carry out themselves.  
Details of these repairs can be found in the Tenancy Agreement under section 7. 

10.2. Customers are required to maintain and erect their own fencing.  Rykneld Homes will 
only maintain/repair/renew if there is a drop in levels or a boundary fence on to public 
land is beyond repair.  For more information around fencing requirement, please refer 
to the RHL Fencing Policy.   

11. Pre-Inspection of Repairs   

11.1. Rykneld Homes adopts an approach whereby, as a rule, only repairs that are 
expensive, complex or very difficult to diagnose will be pre-inspected by a qualified 
surveyor. 

These rules are listed below:   

• A problem that needs to be diagnosed before repairs can be specified e.g. 
problems relating to the structure, damp or rain penetration which are not easily 
defined  

• A defect where it needs to be confirmed it is RHLs duty to repair and not the 
customers  

• A defect where the work needs to be defined and quantified e.g. extensive repairs 
to plastering, rendering, paths, roofs etc  

• A defect where it needs to be determined whether it constitutes a Qualifying 
Repair under the Right to Repair Regulations.   

12. Selection and Appointment of Repair and Maintenance 
Operatives and Contractors  

12.1. Only approved competent trade operatives and contractors will be allowed to carry 
out any repairs or maintenance work managed by RHL. 

12.2. All trade operatives and contractors are required to provide written evidence of their 
training, knowledge, experience and that this is current and maintained.      

Quality Control  

12.3. A system of quality assurance and inspection procedures are in place to enable 
verification of all repair and maintenance work undertaken to properties managed by 
RHL.   

12.4. Quality checks include:  

• Post inspection quality inspections  

• Customer Satisfaction Surveys.  
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13. Performance Monitoring   

13.1. Rykneld Homes monitors performance throughout the year against a set of key 
performance indicators which are outlined below:  

• Gas Safety Certificates in compliance  

• Percentage of Responsive Repairs completed on target  

• Average time to complete Major Adaptations  

• Average time to complete Minor Adaptations  

• Average time to re-let a standard works void  

• Average time to re-let voids. 

13.2. Rykneld Homes reports performance on a monthly basis and publishes this on the 
website and in the customers Annual Report.  

14. Roles and Responsibilities  

14.1. The Managing Director of RHL has overall responsibility for the repairs and 
maintenance work.  The responsibility for the overall provision of resources and the 
monitoring of the safety and quality of the repairs and maintenance is delegated to 
the Director of Property Services and Development.   

14.2. The Property Services Operations Manager is responsible for ensuring the delivery 
of this Policy.     

14.3. Service Managers are responsible for ensuring repairs are carried out in accordance 
with this Policy.   

15. Contact  

Rykneld Homes Ltd   

Pioneer House   

Mill Lane   

Wingerworth   

Derbyshire   

S42 6NG      

   

Tel: 01246 217670         

 

 

 
______________________ 
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Appendix 1 

Priority Works Guidance Document 
  

Emergency P0 – 8 Hours Same Working Day 

Repair Type Responsive 

Budget  Revenue 

Description  

In the short term, the health and safety of the customer is or is perceived 
to be severely at risk, or the customer is likely to suffer undue hardship or 
serious damage to the structure of the building is likely to take place 
(such as major water leaks, gas leaks, electrical faults).  

Typical 
Examples 

• Total or partial loss of central heating or domestic hot water between 
1 November and 30 April, or at any time for a situation which requires 
repair or replacement of the heating appliance or relining of the flue to 
a gas appliance.  (This includes no heat to all ground floor or all first 
floor or four or more radiators) 

• Solid fuel heating appliance spilling – including any reports of fumes 
or blocked flues 

• Gas escapes or suspected gas escape 

• Gas appliance not burning or suspected not burning properly – 
including any reports of fumes, smell of burning, banging on ignition or 
blockage to flue 

• No cold-water supply to kitchen sink 

• Cold water tap running full bore and cannot be turned off at the stop 
tap 

• Hot water tap, which is running and cannot be turned off 

• Total loss of electrical power or loss of power to any one circuit for 
lighting or power sockets 

• Unsafe power or lighting or other electrical fitting – including any bare 
wires, sockets getting hot, water ingress 

• Toilet blocked and cannot be flushed (where there is only one in the 
property) 

• Blocked or leaking internal soil stack 

• Sounding smoke alarm/Carbon Monoxide alarm or lights are off 

• Electric shower in an unsafe/dangerous (bare wires) condition 

• Loose or detached bannister 

• Insecure kitchen wall unit which could fall imminently 

• Unsafe external paths or steps where they constitute as a trip hazard  

• Repairs to internal floor tiles where they constitute as a trip hazard 

• Windows or external doors that cannot be secured 

• Unsafe structures to include any actual or perceived risks presented 
by unstable or displaced elements or components.  

Notification to 
customer  

Verbal confirmation of report at original contact with the Contact Centre. 
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Urgent P1 – Next Working Day 

Repair Type Responsive 

Budget  Revenue 

Description  

There is an obvious threat to the health and safety of the customer, or the 
customer is likely to suffer hardship or inconvenience, but it is reasonable 
to expect the customer to cope with or tolerate the situation in the short 
term.   

Typical 
Examples 

• Total or partial loss of central heating or domestic hot water between 
1 May and 31 October 

• Overflow running full bore to WC (where there is only one WC in the 
property) or water storage or feed and expansion tank 

• Leaking baths, wash hand basins, sinks and secondary WCs 

• Small containable leaks to hand basins, sinks and primary WCs 

• Lose or detached grabrails.  

• Rotten timber flooring or stair tread (depending on severity, this could 
be progressed to a P0) 

• Leaking waste outlet or pipework to bath or shower tray at first floor 
level 

• Severe rain penetration through roof or windows.  (Depending on 
severity and weather this could be progressed to a higher priority) 

• Faulty showers where there is no other form of bathing 

• External security light not working that acts as a means of light to 
main entrance door where there are change in levels.  

Notification to 
customer  

Verbal confirmation of report at original contact with the Contact Centre. 
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Priority  P2 – Within Three Working Days 

Repair Type Responsive 

Budget  Revenue 

Description  

In the short term, the health and safety of the customer could potentially 
be seen at risk.  However, the customer or the structure of the property 
are not in any immediate danger and it reasonable for the customer to 
wait for up to three working days.  

Typical 
Examples 

• Total or partial loss of central heating or domestic hot water between 
1 May and 31 October (to include no heat to all ground floor or all first 
floor or four or more radiators) or at any time for a situation which 
requires repair or replacement of heating appliance 

• Slow leak on a water pipe, tank, cylinder or boiler, fitting or valve 
(except a radiator valve that can be isolated)  

• Partial loss of water supply – no cold-water supply to any tap other 
than to kitchen sink 

• Leaking waste outlet or pipework to bath or shower tray at first floor 
level 

• Door entry phone not working 

• Electrical shower faulty/intermittent but not a danger.  (Has other form 
of bathing).  

Notification to 
customer  

Verbal confirmation of report at original contact with the Contact Centre. 
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Routine P3 – 15 Working Days 

Repair Type Responsive 

Budget  Revenue 

Description  

There is no obvious threat to the health and safety of the customer, or it is 
reasonable to assume there is only a minor inconvenience to the 
customer in the short term, but the work cannot wait for a planned 
programme of work.  

Typical 
Examples 

• Slow leak on a water pipe, tank, cylinder or boiler, fitting or valve 
(except a radiator valve that can be isolated) 

• Partial loss of water supply – no cold-water supply to any tap other 
than to kitchen sink 

• Leaking waste outlet or pipework to bath or shower tray at first floor 
level 

• Door entry phone not working 

• Electrical shower not working intermittently (has other form of bathing) 

• Defects on central heating system causing intermittent failure – e.g. 
pump, thermostat, programmer, ignition (depending on time of year 
and vulnerabilities of the customer this could be progressed to a 
P0/1/2) 

• Defects to installations for hot water and heating and below or above 
ground water supply which are not covered elsewhere 

• Gas fire inoperable.  (Other forms of heating to be assessed) 

• Cracked, broken or missing glass to fire door of solid fuel heating 
appliance 

• Defects to solid fuel heating appliances and combustion chambers not 
covered elsewhere 

• Leak on radiator which can be isolated by turning off radiator valves 

• Dripping taps to sink, bath or wash basin  

• Leaks/weeps to water pipes, boiler unions etc which do not pose any 
immediate or short-term threat 

• Leaking external waste pipe 

• Beeping smoke alarm (after 3rd working day) 

• Repairs to wall tiles in shower area if could cause potential damage to 
walls whilst showering 

• Rain penetration through windows or external doors, which is not the 
result of abnormally heavy rain or strong winds 

• Repairs to internal doors that cause inconvenience when closing or 
opening etc (larger jobs would be put on P6) 

• Loose sink top or base unit.  

Notification to 
customer  

Acknowledgment letter confirming reported defect and appointment slot 
and including Satisfaction Survey form.  
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