


Maintenance Service

Shettleston Housing Association’s maintenance service covers day-

to-day repairs, cyclical maintenance and planned component

replacement. The Association does not use a single contractor but
contracts with a number of mostly small businesses to deliver the

service.
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Day to day repairs

Who is responsible for what?

The Association is responsible for keeping in good repair the
structure and exterior of your home and we will also maintain and
repair most fittings in your home. However, you are responsible for
any repair that is required as a result of damage caused by
yourself, a family member or visitor.

The following tables show who is responsible for repairs in your
property — you or Shettleston Housing Association.

DOORS YOU SHA
Door bell (except door entry) 4
Door chain 4
Door name plate v
Door viewer/eye viewer

Door locks (mortice & Yale)

Letterbox

Stair doors and closers

SN XX X

Flat door and glasses

Keys — lost or broken v
Forced entry v
Burglary (if reported to police and incident number

given) 4
KITCHEN YOU SHA
Cooker (unless provided by Association) 4
Cooker socket v
Kitchen units v
Sink bowl and drainer v
White goods (unless provided by Association) 4



PLUMBING YOU SHA

HEATING YOU SHA

WINDOWS YOU SHA

ELECTRICAL YOU SHA




BATHROOM YOU SHA

STRUCTURE YOU SHA

OTHER YOU SHA

If the Association is responsible for the repair

If the Association is responsible for the repair, then you can contact
us in the following ways:

e Telephone our FREEPHONE number on the reverse of this
leaflet and speak to a member of our maintenance team. For
emergencies outwith office hours call our special emergency
number.

e E-mail your repair to us via the Shettleston Housing
Association website www.shettleston.co.uk

e (Callinto the Association office and report the
repair in person at reception.



« Emergency repairs

T Arepairis classed as an emergency repair only if the
problem seriously affects the occupation of your
property eg by posing a danger to the structure of the

building, the health of occupants or neighbours or by making
your home insecure. Such problems include:

e Water coming in and affecting electrical equipment.
e Complete blockage of soil or waste pipe.

e Dangerous structural condition, e.g. falling masonry.
e Total lack of water and/or heating.

e Total loss of light/power to house.

e Total loss of security due to broken windows or damaged
doors.

If you need an emergency repair during office hours contact our
FREEPHONE number on the reverse of this leaflet.

For emergencies outwith normal office hours, at weekends or
during holiday periods, contact the emergency phone number
on the reverse of this leaflet.

Emergencies do not include losing keys, failure of door entry or
TV aerial systems or any other repair that can wait to be dealt
with on the next available working day.

You will be charged for an emergency call out outwith office
hours, if the problem is not an emergency.

Repairs targets

We will do all we can to respond to requests within the following
timescales, subject to access being made available.

* Routine Repairs
Definition: Any day-to-day repair not categorised as emergency
or urgent e.g. loose floorboard, washer replacement.
Response time: Within 15 working days.

e Urgent Repairs
Definition: Repairs that require prompt attention to prevent
further deterioration and extended damage to property e.g.



minor roof leak, problems where it would be unreasonable to
expect a tenant to wait longer than 5 working days.
Response: Within 5 working days.

¢ Emergency Repairs
Definition: Repairs which, if not attended to, would seriously
affect the property structure or security or constitute a danger
to health eg. wind damage to chimney stacks, subsidence, no
heating, electricity or water, broken window affecting security.
Response: Within 12 hours.

If the tenant is responsible for the repair

If the repair is your responsibility, you can arrange for the work to
be carried out by a tradesperson of your choice.

Alternatively, the Association can arrange for one of our
contractors to carry out the repair on your behalf, at the same
competitive rates that we enjoy. We will ask you to sign a ‘recharge
sheet’ and will send you a bill for the works on completion.

Cyclical maintenance
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The Association carries out a number of jobs annually
to keep your property in a safe condition and
to meet our legal responsibilities.

Examples of these are:

e An annual gas safety check, along with a
smoke detector and carbon monoxide
monitor check.

e Annual gutter cleaning in all our properties to ensure
that debris does not block the rainwater system.

e Alandscaping contract to ensure that our green spaces and
external common areas are kept neat and tidy, with grass,
shrubs and bushes trimmed regularly throughout the year.

e A painting schedule for all the common and external areas of
our stock to keep them in tiptop condition. We paint external
areas every 5 years and internal areas every 10 years.



Major component replacement

The Association’s major component replacement programme covers
essential fittings in your home such as kitchens, heating systems
and close doors. The replacement programme is based on our stock
condition survey and our knowledge of the current condition of the
components in your home. This upgrade work is an example of the
Association continuing to invest in its properties and ensures that
your home meets the Scottish Housing Quality Standard.

Gas and electricity

If you smell gas:
e DO NOT turn electric switches on or off.
e DO NOT smoke or use a naked flame.
e DO turn off the gas supply at the meter.
e DO open doors and windows to get rid of the gas.

Phone National Grid on 0800 111999 but DO NOT use the phone in
your home if this is the source of the smell.

If you lose power or the lights go out:

Check to see if your neighbours are also affected and, if so, call
Scottish Power on 0845 2700 700.

If the fault is in your home only:
e Check that your power card or meter is in credit.
e Check your trip switches (see ‘Handy Hints’).

e [f neither of these solves the problem, contact us.

If your gas fire or boiler is not working:
e Check that you still have credit.
e Check that your pilot light is lit.
e Check if the appliance belongs to SHA.

If you have credit and there is no problem with the pilot light,
contact us.



Annual gas servicing

The Association carries out an annual gas service and safety \
check in your home to keep you safe and to ensure that we comply

with the Gas Safety Regulations. During the gas servicing visit, we will
also check that your smoke or carbon monoxide detector is working properly.

We will write to you ahead of the due service date to make arrangements for
our service engineers to get access to your home. It is important that you
give us access to carry out these important checks. We will arrange visits for
times that are convenient for you.

Please note: You should arrange to have at least £2.00 of credit in both gas
and electricity Pay As You Go meters to allow the gas service to be
completed. You should also arrange a service for any gas appliances which
the Association did not provide for you.

New tenants

You should take meter readings as soon as you enter the property.
Contact the gas and electricity suppliers to let them know that you
have moved in, giving them the readings and your date of entry as
stated on your tenancy agreement. You should keep a note of the
readings and check they are used to open your account.

If you are not sure who supplies the gas or electricity, make a note
of your meter serial number, which is printed on your meter below
the bar code sign, and contact the National Grid as follows:

MPAS Gas: 0870 608 1524

MPAS Electricity: 0845 270 9101

If your gas supplier is not listed, this is because the gas is
transported by an Independent Gas Transporter and their contact
details should be listed on your gas meter.

Can | change my gas or electricity supplier?

Yes, by contacting your preferred supplier. However, new tenants
must register with the current supplier before they can change.

What if | want to change my meter?

If you wish to have a Pay As You Go meter instead of a credit meter
or a credit instead of a Pay As You Go, you should request this from
your supplier.
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House keys

When you sign your Tenancy Agreement you will get 2 full sets
of house keys. You may also get keys for common areas such
as bin stores or bike sheds. If you do not think you have been

/' given all the keys you need, please contact your housing officer.

Does the Association keep keys?

The Association does not keep keys for your house or flat. We may
have copies of keys to access common areas such as stair
cupboards or attics.

What if my keys are lost or stolen?

If you have lost one set of keys, you should get copies made from
the other set. You will have to arrange and pay for this yourself. In
some cases, the keys are security keys and cannot be copied at
high street shops. If this is the case, contact us and we will advise
you how to get a replacement key.

If your keys have been stolen, report this to the police and get a
joiner or locksmith to change your locks. You will have to arrange
and pay for this yourself.

What if | am locked out?

If you are locked out, you should call a joiner or locksmith to force
entry to the door. You will have to pay for this yourself and also for
any damage caused to the door or surrounds. If you do not have
the money at the time to pay for the work, contact us. We will send
a joiner when one is available and you will be sent a bill for the
work at a later date. If the Association is called outwith office
hours to deal with this problem you will be charged the full
emergency rate for the work.

Can | get extra keys cut?

Yes. We recommend that you keep a spare set of keys with
someone local whom you trust, in case you lose yours or get
locked out. We are happy for you to get spare keys cut for this
purpose, at your own expense. Some keys may be cut at local
shops but others are security keys and you will need a letter from
the Association. If you are not sure which type of key it is, please
contact us.



What happens when | move out?

You must hand back all sets of keys you have. We will expect a
minimum of two sets to be returned. They must be returned on or
before the last day of your tenancy. You may be charged the cost of
a forced entry and lock change if you do not return them on time.
It is your responsibility to look after the keys we give you.

Handy hints...
before calling for help, try the
following...

No power?

Open the cover on your consumer unit (usually next to the meter
in the hall cupboard) and check that the trip switches are in the
ON position.

If the power goes on again, the problem is likely due to a faulty
appliance. Unplug all appliances, reset the trip switch and plug
the appliances in one at a time until the switch trips again. You
will then know which appliance is causing the problem.

Remember, a total loss of power may be a power cut, so check
whether your neighbours have lost power as well and, if this is
the case, contact Scottish Power on 0845 2700 700.

Blocked toilet?

If the bowl is already full, remove some of the water into a
bucket first. Use a plunger or toilet brush wrapped in a plastic
bag. Push to the bottom of the pan and pump up and down
vigorously about a dozen times. This creates a vacuum that may
shift the blockage.

Smoke detectors

Test your smoke detector weekly, press and hold the button for
a few seconds. The alarm should sound. If there is no sound, try
cleaning the detector with a vacuum cleaner nozzle. If there is
still no sound call the repair line.

If the battery in the detector gets low an alarm may sound every
few minutes or so and you should change the battery or contact
the repair line.

11
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- Pests and vermin

" Pest problems can be a risk to your health and safety so, as a

householder, it is important that you recognise the signs and know

what to do if your home is affected.

. Mice and rats — you may see signs of gnawing, tracks or
=" droppings.

—

‘Bees and wasps — they often build their nests in the eaves of
buildings, under windowsills, in openings in exterior walls or
chimneys.

Beetles — there are many different types but the most common
household beetle is attracted to stored food such as flour, cereal,
pasta, dried pet food, spices etc. They are most likely to appear
when these foodstuffs go unused for long periods.

Fleas — these parasites feed on blood of people and pets. They are
very small and you may only notice them by the small itchy red
spots they leave on the skin.

Pests in your home

The Association is not responsible for dealing with pest problems
in your home. You should contact Glasgow City Council’s Pest
Control Department on 0141 287 9700. We can, however, give you
advice on how to deal with the problem and can provide help after
the infestation has been dealt with. For example, we may be able
to block up holes in skirting boards or kitchen units to prevent
mice coming back in.

Pests in common areas

If you notice pests in common areas such as bin stores, you should
contact us. In cases of serious infestation we may be served with a
notice under the Prevention of Damage by Pests Act 1949. We are
then legally obliged to take steps to get rid of the pests and repair
any damage they have caused.



Preventing pest problems

e Mice and rats will be deterred if you keep all refuse and food
storage areas clean and keep food in sealed containers. If
setting traps or putting down poison, follow the instructions
provided carefully, especially if you have small children or
pets.

e Beetles can be prevented if you make sure food is properly
stored and throw out anything that you have not used for a
while.

e Experience tells us that the accumulation of food debris
behind cookers and food preparation areas are the main
cause of beetle infestation and the simple task of thoroughly
cleaning these areas will get rid of the problem.

e Insect sprays are widely available but, again, make sure you
follow the maker’s instructions.

e Check pets regularly for fleas, especially if they o i”/

are allowed outside. If they become infested /”'/‘
remember to treat their sleeping areas as well
as the animals themselves.

N

Contractor identity cards HOUSSTON

The Association uses a number of
contractors to deliver our
maintenance service. For this

lan Meintosh
Froperty Manager

reason the tradespeople who call
at your home to carry out a repair
will not be wearing a standard uniform. However, all

contractors and Association staff will carry photographic identify
cards and are happy to present them for inspection. Please
make sure you check the identity of anybody claiming to
represent the Association and, if you have any doubt, refuse
them entry and phone us on our FREEPHONE number on the
reverse of this leaflet. We will then be able to confirm if a staff
member or contractor has been sent to your door.

13
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Tenants Right to Repair

If the Association fails to complete certain
emergency repairs within a specified period of
time, you have the right to appoint another
contractor from our approved list to carry out
the work. We must then pay you compensation
of £15 per job and £3 per day until the work is

completed. The Right to Repair applies to tenants who

have signed the Scottish Secure Tenancy and for jobs costing less
than £350. Qualifying repairs are outlined in the following table.

Blocked fire or boiler flue

Blocked or leaking drains, soil stack, or toilet
Blocked sink or bath

Complete loss of electrical power

Insecure window, door or lock

Unsafe access path or step

Significant leaks and floodings

Partial or complete loss of gas supply

Partial or complete loss of space or water heating
Toilet not flushing

Unsafe power, sockets or fittings

Complete loss of water supply

Partial loss of electrical power

Partial loss of water supply

Loose banister or handrail

Unsafe floor or stairs

Defective kitchen or bathroom extractor fan

1 day
1 day
1 day
1 day
1day
1 day
1 day
1 day
1 day
1 day
1 day
1 day
3 days
3 days
3 days
3 days
7 days



Pre and post inspection

The Association’s property managers carry out pre and post
inspections of many of the repairs reported to us. This is to ensure
that the works are justified and that we are receiving a good
service and value for money from our contractors. We also inspect
all our common areas every 3 months to ensure they are clean,
safe and maintained to a high standard.

How well did we do?

By now, many of you will have seen or completed one of our How

Well Did We Do survey cards. These cards were introduced in July

2012 and are designed to make it easy for you to tell us how well

we are working for you. All our maintenance staff carry a How Well

Did We Do card for our repairs service, and each time we complete
a service for you, we will offer you the opportunity to give us

‘ your feedback by handing you a card.

We value your views, so the next time we deliver a service to
you, why not fill out a How Well Did We Do card and tell us
how well we are serving you. Cards are available from all our
staff and are also available from the reception desk at our
office. All cards are reply paid, so all you have to do is
i complete it, pop it in the post, or into a special box in our
reception area. If you prefer to give us your feedback online,
you can do so at www.shettleston.co.uk by clicking on ‘How Did
We Do’ in the top right hand corner. Your feedback will help us
make improvements to our Maintenance Service where necessary,
and help us to try to get it right first time every time.

And don’t forget, all completed How Well Did We Do cards will be
entered into a monthly prize draw to win £30 of shopping vouchers
(as long as you tick the box to enter the prize draw). So please
keep your feedback coming in, and who knows, the lucky winner
could be you!

Customer surveys

Customer surveys are carried out regularly by the Association to
find out exactly what you think of our services. We welcome your
views as these will help us to improve or adjust our service so that
they are better suited to your needs.
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For all repairs, including

‘out of hours’ emergencies call:

Freephone 0808 202 6565

SHETTLESTON
l l HOUSING @
ASSOCIATION ®

Helen McGregor House, 65 Pettigrew Street, Glasgow G32 7XR  HAPPY TO TRANSLATE
Tel: 0141 763 0511 ® Fax: 0141 778 5278
Email: sha@shettleston.co.uk ® Web: www.shettleston.co.uk
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