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larger text, Braille and on audio cd or cassette.

As a leaseholder/shared owner you are responsible for the
maintenance of your home.

If you live in a property that has just been built you will have a
12 months defects period. This means that any repairs during
the first year will be carried out by the company that built the

property.

If you live in a property that has just been refurbished you will have a 6
months defects period that covers only the items in the property that
have been refurbished. For example if the property has had a new boiler
and it breaks down within the first 6 months this will be repaired free

of charge. If any repairs are required to items that were not refurbished
you would be responsible for fixing this yourself.

If you are unsure if the item was included in the refurbishment please
contact our repairs team at the West Area Office who will be happy to
find out for you.

Once the defects period has expired; if you live in a house you will be
responsible for all the repairs both internally and externally. If you have
a structural fault you may be able to claim via your NHBC guarantee or
via your buildings insurance.



If you live in a flat or bungalow that is part of a block you will be
responsible for all internal repairs to your property. Any external or
structural repairs will be carried out by Beech Housing Association but
will be paid for via your service charge or if applicable via the insurance
policy. Please refer to your lease for a more detailed breakdown of the
repairing responsibilities.

How to report repairs

Report your repair to the West Area Office by telephone or in person. In
less urgent cases you may be wish to let us know about the problem via
email or by reporting it on our website. If you live in a sheltered scheme
you can also report repairs to your Scheme Manager.

What to tell us

Whenever you report a repair it will help if you give us clear information
such as:

« your name, address and phone number

* 3 clear description of what needs repairing

« information for our team or the contractor who will do the repairs
such as daytime telephone number and when you will be in so we can
arrange an appointment

Reporting repairs outside normal working hours

When our offices are closed you should report emergency repairs to
our out of hours call service. The number for this service is 0845 345
7808 and is left on our office answer phone message. If an out of hours
repair is classed as an emergency the out of hour’s service may send
someone out immediately. If it is not an emergency they will pass the
report onto us when the office is open and we will then contact you with
regard to making an appointment.

Please only report repairs to the out of hours service that are the
responsibility of Beech Housing Association.



How we prioritise repair jobs

Every day we have many repair requests to attend to. It is therefore
important for us to prioritise the work we do in a fair and consistent way.

The system we use is:

Emergency Repairs

Such as: Dangerous structures:
We aim to do these repairs within 24 hours of you reporting them to us.

Urgent Repairs

Such as: Faulty common services such as lighting, warden call, door
entry, fire alarm and lifts:

We aim to do these repairs within 7 days of you reporting them to us

Routine Repairs

Such as: Minor outside repairs to your home and paths, yards fences
and boundary walls (in schemes with communal areas only):

We aim to do these repairs within one month of you reporting
them to us.

For all repair jobs we will send you a letter detailing the work that has
been ordered and you will also receive a satisfaction response slip to fill
in and send back to us (freepost) when the work is done. If you are not
happy please tell us why.

Helping us to help you
You can help us provide you with an excellent repairs service by:

* Always reporting faults quickly.
« Keeping appointments you make with our own workforce, contractors
and our inspection staff.



« Sending back your satisfaction response slip so we know how our
contractors and our own team are performing.

* Ensuring that your home is not damaged deliberately, recklessly or
through neglect.

Planned and cyclical maintenance

It makes sense to deal with some maintenance issues in a3 more
structured way than responding to problems as and when they occur.
This type of work is known as planned and cyclical maintenance.

We will always write to you in advance when any work is due and
arrange an appointment to inspect and carry out the work.

Planned maintenance

By knowing the life expectancy of many of the structural or external
elements of our properties we can save money by replacing or
improving similar things at different properties at the same time; this is
known as planned maintenance.

The types of things we improve through our planned maintenance
programmes include windows, doors, soffit and fascia boards,
pathways, guttering, roofs and brickwork.

Our planned maintenance programmes are based on information we
gain from visiting our properties and surveying their condition.

You will be told about any improvements that will be carried out as a
result of this survey.

Cyclical maintenance

Our cyclical maintenance programme covers things that have to be
attended to on a fixed cycle.



This includes:

Fire alarm servicing to schemes with communal areas
External redecorating
Redecorating communal areas of schemes

All planned and cyclical works are paid for by the leaseholder/shared
owner via the service charge. In some circumstances before we can do
any work to your property we have to consult with residents about the
work that we are proposing to do.

These are as follows:
Consultation on major (qualifying) works

We can not carry out major works to the building where it costs any
leaseholder more than £250 without first consulting you, failure to do
this means we may not be able to recover all the costs.

Consultation on long-term agreements

We can not enter into certain agreements or contracts for any service
over 12 months where the cost to any leaseholder is more than £100
per year without first consulting you.

The procedure for carrying out this consultation is that we will send a
notice to all residents in a scheme outlining the work that we plan to

do. We will also specify from whom we propose to obtain an estimate
from for the proposed work. We will invite written observations from the
residents about the proposed work and invite residents to nominate a
contractor that they would like us to obtain an estimate from. This notice
lasts for 30 days.



After the 30 days have expired we will prepare a tender document for
the work and send it to the contractors we proposed to get an estimate
off. We will also send it to contractors nominated by the residents as
long as the contractor can provide the insurance and health and safety
information that we require to enable us to put them on our approved
list.

Once the estimates have been returned we will write again to all
residents enclosing copies of the estimates and stating which contractor
we are proposing to use. Residents then have 30 days to make
comments or observations about the estimates in writing.

After this 30 day period has elapsed a contractor will be appointed and
the work will be organised.

Improving your own property

You can make improvements to the interior of your premises as you see
fit, unless they are structural in which case you should seek permission.
If you are making improvements to the exterior of the house we would
ask that you let us know what they are before you do them and in some
cases you may need to get planning permission or make sure your plans
satisfy building regulations.

Gas safety

If you have purchased a newly built property from us we will give you

a certificate that says the gas installations have been installed correctly
and are safe. If you have purchased a property that has previously been
lived in we would recommend that if you have gas appliances serviced
before you move in.

For all residents we would recommend that if you have any gas
appliances in your home that you get them serviced every year.

30 people die annually in Britain from carbon monoxide poisoning



caused by gas appliance and flues that have not been maintained or
installed correctly. Many others suffer ill health as a result.

You can’t see carbon monoxide, you can’t taste it and you can’t even
smell it but carbon monoxide can kill without warning in hours.

You are particularly at risk when you are asleep, as you can not
recognise symptoms that include tiredness, drowsiness, headaches,
nausea and pains in the chest and stomach.



Getting in touch
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