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1.0  Introduction  

 
1.1 The delivery of a quality repair and maintenance service is of high importance to The 

Wrekin Housing Group (the ‘Group’) and it is one of the most important services offered 
to residents. It is also a key service that residents refer to when forming a view of the 
overall services provided by the Group as their landlord. 
 

1.2 This policy ensures compliance with the Regulatory Consumer Home Standard. 
 

2.0  Policy Statement   
 

2.1 This policy sets out the Group’s responsibilities and commitment to providing homes that 
are safe and well maintained.  

 
2.2 This policy should be read in conjunction with the Tenant Handbook, which sets out the 

responsibility of the Group and its residents in maintaining and looking after our 
properties and homes. 

 
2.3 This policy should also be read in conjunction with the Code of Conduct for visiting or 

working in residents’ homes. 
 

3.0 Policy Scope 
 

3.1 This policy applies to properties owned and / or managed by the Group. It applies to all 
Group colleagues, contractors and residents affected by repair and maintenance 
activities including cyclical maintenance but excluding home improvements. 

 
4.0 Definitions  

 
4.1 ‘Same day service’ - the Group’s same day repair service is where we endeavour to 

attend a property on the day that a repair is reported.   
 

4.2 ‘Cyclical maintenance’ – periodic safety checks such as gas servicing and electrical 
checks.   
 

5.0 Roles and Responsibilities 
 

5.1 The Executive Director of Operational Services and Senior Managers will oversee the 
implementation of this policy in their respective business areas. 
 

5.2 All Group employees and contractors are required to adhere to this policy. 
 

6.0 Group Responsibilities 
 

6.1 Through our same day repairs service, we will provide a service that is flexible, cost 
effective and which maintains consistently high levels of resident satisfaction.  
 

6.2 We will provide an out of hour’s service for residents with urgent repairs that cannot wait 
until the following day. 
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6.3 We will work with residents, and take account of individual needs and preferences, to 
provide a range of options which ensure that all residents have access to the repairs 
service. 

 
6.4 We will ensure that the safety and wellbeing of residents, Group colleagues and 

contractors comes first and we will take whatever immediate action is required in a 
situation where a risk to life is identified.   

 
6.5 We will attempt to carry out repairs at the time agreed with the resident, to a good 

standard of workmanship and in a safe manner. 
 
6.6 We will carry out essential planned work so that homes are structurally sound and 

weather tight with hot water and heating. Investment in our properties will be made with 
consideration to cost effectiveness and value for money. 
 

6.7 We will maintain communal areas and services provided for common use by residents. 
 

6.8 Repairs that are due on a new build property within the first 12 months of handover will 
ordinarily be dealt with by the developer. 

 
6.9 We will seek to adopt operational procedures that respect the environment and use 

methods that improve our environmental sustainability performance. 
 

7.0 Resident Responsibilities 
 

7.1 We require residents to report any repairs, faults or damage to us as soon as possible.  
 

7.2 We expect properties to be kept in a good, clean condition in line with the tenancy 
agreement, lease or license. 
 

7.3 Residents are required to provide access for the annual gas service. If access is not 
provided, formal legal proceedings will be taken and the tenancy may be at risk. 

 
7.4 We require residents to provide access for cyclical and routine maintenance so that we 

can keep homes safe and comply with our statutory duties.  
 
7.5 Residents should always obtain written permission prior to carrying out any work or 

permanent improvement to a property. 
 
7.6 Residents should ensure that they have adequate insurance to cover all of their 

responsibilities and belongings in the event of damage being caused to their own, or Group 
owned, assets or equipment. 

 
7.7 If a repair is the result of action by either a resident or a third party visiting a property, the 

resident will be charged before the Group carries out the repair. If the damage poses a 
health and safety risk to the resident, the responsible officer may agree to add the charge 
to their account, subject to a payment plan being agreed. This is not limited to, but includes, 
accidental or deliberate damage, neglect or faulty appliances. In the event of damage 
caused by a criminal accident, the resident should report the incident to their local policing 
team, obtain an incident number and inform the Group’s housing team. 

 
7.8 If residents do not comply with their tenancy conditions, subject to meeting our legal 

responsibilities as their landlord, we may introduce measures to the service that manage 
and support them. 
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8.0 Statutory Duties 
 

8.1 This policy operates in the context of the following legislation: 
 

• Health and Safety at Work Act 1974; 
• Management of Health and Safety at Work Regulations 1999; 
• Gas Safety (Installation and Use) Regulations 1998; 
• Control of Asbestos at Work Regulations 2002; 
• Environmental Protection Act 1990; 
• Control of Asbestos Regulations 2006 (CAR 2006); 
• Defective Premises Act 1972; 
• CDM Regulations 2015; 
• Homes (Fitness For Human Habitation) Act 2018; 
• Occupiers Liability Act 1984; 
• The Landlord & Tenant Act 1985; 
• The Electricity at Work Act 1989; 
• The Electrical Safety Standards in the Private Rented Sector (England) Regulations 

2020; 
• The Smoke and Carbon Monoxide Alarm (England) Regulations 2015 (private rented 

properties); 
• Housing Act 2004 – Housing Health & Safety Ratings System; 
• Building Regulations 2018; 
• Regulatory Reform (Fire Safety) Order 2005; 
• Building Act 1984; 
• Lifting Operations and Lifting Equipment regulations 1998; 
• Construction Design Management Regulations 2015; 
• Equality Act 2010; 
• Energy Act 2011. 

 
8.2 This policy also operates within the context of: 

 

• The Social Housing White Paper;  

• The Building Safety and Fire Safety Legislation;  

• Net Zero Carbon; 

• Decent Homes 2. 
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