
 
 
 
 

 

 
 

 
 
 
 
 
 
 
 
 
Policy Title: Reactive Repairs and Maintenance Policy 
 
Policy Manual Section: Property Management 
 
Policy Number: PM01 
 
Performance Standards References:   

Guiding Standards GS 1.2, 1.3, 1.4, 1.5, 3.1 
Activity Standards AS 1.10, 2.1, 5.2 

 
Date Approved by Management Committee: 26 May 2010 
 
Next Review Date: May 2013 
 
 
 
 

 
 
 
 
 
 
 

This document will be made available in different formats and 
languages, including Braille, on request. 

 



1.0 Aims 
 
1.1 It is the Association’s objective to keep its housing stock in good repair and also to 

provide a high quality maintenance service for tenants. 
 
1.2 In drawing up this policy the Association has taken cognisance of the Scottish 

Housing Regulator’s Performance Standards, published in 2006. 
 
 

2.0 Association Responsibilities and Access Arrangements 
 
2.1 The maintenance responsibilities of the Association are established in the Scottish 

Secure Tenancy Association. To meet these responsibilities the Association will (in 
conjunction with other owners if appropriate): 

 
 keep in good condition the structure and exterior of its property and; 
 undertake any repairs relating to rising or penetrating dampness. 

 
2.2 The Association will also keep in proper working order any part of the structure, 

flooring, walls, ceilings, door, windows, etc. and all other fixtures and permanent 
fittings of the property owned and/or installed by the Association, including (but not 
limited by): 

 
 space heating, water heating and sanitation, and any associated pipework, 

including gas pipework in the ownership of the association (i.e. from the point at 
which it leaves the gas meter). 

 basins, sinks, baths, toilets, flushing systems, waste pipes, and showers (where 
fitted by the Association) 

 electrical wiring from the meter, fitted fires, flues and chimneys, central heating 
systems, door entry systems, communal TV aerials (where installed by the 
Association), extractor fans, smoke alarms, loft alarms. 

 
2.3 In line with gas regulations, the Association will carry out an annual gas safety 

check on any gas appliance fitted by us and will provide the tenant with a copy of 
the inspection report within 28 days of the safety check. 

 
2.4 The Association will give appropriate notice in writing of access being required for 

routine maintenance. If access is not provided no further action will be taken unless 
it is necessary to carry out the work for safety or legislative reasons or to carry out 
works that affect others. If urgent or emergency access is required (e.g. where a 
gas safety check is about to expire; to stop the flooding of a flat below) every effort 
will be made to contact the tenant, whose co-operation will be expected.  If access 
is denied after we have given every reasonable opportunity for the tenant to provide 
access, or the tenant cannot be contacted, we will gain access to the dwelling by 
any appropriate means (normally by forcing access and changing locks) in line with 
the terms of the Scottish Secure Tenancy Agreement. Whenever access is gained 
to a flat where there is no-one present in the flat there shall be two representatives 
of the Association present at all times the dwelling is open.  

 
2.5 The Association will (in conjunction with other owners where appropriate) take 

reasonable care to keep common parts in good repair and fit for use by residents 
and visitors to the property. 

 



2.6  If the Association needs the agreement of another person, or needs their co-
operation to provide access, to inspect or carry out repairs or other work to a 
dwelling or common parts we will make every effort to gain access.  It is recognised 
that it may not be possible to carry out non-emergency repairs until we get such 
permission. 

 
2.7 Where houses are served by a communal TV or communications aerial provided 

 by us, the Association will take reasonable steps to repair any defect within 
standard routine repair timescales. Where repairs are impractical or not economical 
the Association will consider replacement of the system only if it is economically 
 viable to do so. The Association will, out of good will, undertake minor repairs and 
maintenance on systems installed by others (e.g. at Govan C/ Festival Court) but 
will not undertake improvements or major repairs. If the Association decides for any 
reason that it will no longer maintain a system and/or it fails and the Association 
decides for economic or other reasons not to repair it, the responsibility for restoring 
TV reception will lie with the residents.  

 
2.8 The Association will implement in full the Right to Repair as required by Part 2, 

Chapter 1, Section 27 of the Housing (Scotland) Act 2001, which requires us to 
carry out certain types of repairs within a specified time.  If we fail to do so, the 
tenant is entitled to, and will be paid, compensation. If a tenant is due 
compensation and they have any outstanding debt with the Association the 
compensation will be credited to that debt. 

 
2.9 The Association’s properties will be maintained to meet the Scottish Housing 

Quality Standard at all times, apart from where, in line with the SHQS guidelines, it 
is not technically or economically feasible to do so. It is recognised that it is not 
possible, technically, to achieve the SHQS in many flats where the kitchen is in the 
living room. 

 
 
3.0 Tenant’s Responsibilities  
 
3.1  The tenant’s responsibilities are established by the Scottish Secure Tenancy 

Agreement. This requires the tenant to take reasonable care of the house, including 
carrying out minor repairs (e.g. fitting/renewing plugs and chains on sanitary ware, 
replacing light bulbs and cooker hood filters, lost or broken keys, internal door 
handles) and internal decoration to the house. 

 
3.2 The tenant will be responsible for damage caused by them or their visitors (whether 

or not accidental) to the property and any of the Association’s fixtures and fittings. 
This includes damage to glass, sinks or sanitary ware, choked drains, doors, 
windows, walls ceilings, and floors, replacing lost or broken keys and any costs 
incurred through forcing entry as a result of a tenant losing their keys. The tenant 
will also be responsible for any fixtures and fittings not belonging to the Association, 
which make use of gas, electricity or water. 

 
3.3  The tenant shall report promptly to the Association any defect or disrepair (including 

as a result of vandalism) for which the Association is responsible and shall ensure 
that access is provided to the property for repairs to be carried out. Similarly the 
tenant will ensure that access is provided for the inspection and safety checking of 
gas and electrical installations. 

 



3.4  The tenant will take all reasonable steps to ensure that the Association is notified 
immediately of emergencies, including those involving the supply of water, and to 
ensure that, where necessary, the Association’s representatives can gain access.  
In the event that the Association is informed of or becomes aware of any 
emergency and the tenant is unable to provide access to the property immediately, 
the Association may gain access to the property, using force if necessary, in line 
with the terms of the Scottish Secure Tenancy Agreement. 

 
3.5 The tenant will take care to ensure that water pipes do not freeze.  In the event of a 

tenant being absent from the property, the Association should be informed and the 
tenant should ensure that either the internal water supply is turned off, and pipes, 
tanks etc. are drained or the heating is left on at a low level for the duration of their 
absence. 

 
3.6 The tenant shall keep the interior of the house in good and clean condition and in 

proper decorative order. 
 

3.7 The tenant shall be required to repair or replace items damaged through neglect or 
carelessness on the part of the tenant or any member of the tenant’s household, or 
a visitor. 

 
3.8 Where the tenant has the exclusive use of a garden, the tenant agrees to maintain 

it, unless it is agreed as a service at the outset of the tenancy. 
 
3.9 The tenant will, in turn with other occupiers, sweep and clean the common parts at 

least on a weekly basis, or as required, unless this is provided by the Association 
as a chargeable service; where the common parts include a shared backcourt, the 
tenant will be jointly responsible for its maintenance in conjunction with other 
occupiers. 

 
3.10 If the tenant fails in any of these responsibilities the Association may carry out the 

work and recover the costs from the tenant. However if any damage is caused or 
repair required as a result of a crime having been committed the Association will 
bear the costs on condition that the tenant reports the crime to the Police and 
provides a crime reference number to the Association. If the alleged crime is not 
reported to the Police the Association will take it that the damage/ need for repair is 
the responsibility of the tenant. 

 
 
4.0 Repairs Categories and Timescales 
 
4.1 The Association deals with a wide variety of repairs, some of which require rapid 

response due to health and safety issues or to protect property, while others can be 
dealt with less rapidly. The Association will assess each reported repair and 
allocate a repairs category to it.  

 
4.2 Where the Right to Repair (RtR) legislation applies the “RtR Category” will always 

be applied, and timescales as defined by that legislation will apply, unless the 
Association’s categorisation and timescales to respond are faster than that provided 
by the RtR legislation (e.g. insecure property, which is treated as a 3 hour 
emergency by the Association, while RtR requires action within one working day). A 
full list of RtR repairs and timescales is attached at Appendix 1. The Housing 
(Scotland) Act 2001 states that repairs above a certain value (currently £350) are 
not covered by this legislation. Any repairs expected to cost more than this amount 



shall be categorised under one of the other repairs categories (or the categorisation 
amended once the value of the work becomes apparent). 

 
4.3 Where the RtR legislation does not apply an alternative repairs category will be 

applied.  This will define the speed with which the Association responds. The 
category, and associated timescales, shall be as shown in the table below. 
Appendix 2 shows examples of repairs under each of these categories. 

 
Repairs 
Category 

Time to respond Notes 

Right to 
Repair 

1, 3 or 7 working days Time to respond is contained within 
the legislation – see appendix 1. 

Emergency 
 

3 hours This category will be used to deal 
with any emergency to prevent 
danger to life or limb and/or serious 
damage to Association property 
Any follow up work will be re-
categorised appropriately. 

Urgent 3 working days Repairs to overcome substantial 
nuisance or inconvenience to 
tenants.  

Routine 10 working days Repairs where there is some 
inconvenience to the tenant but no 
threat to health or safety. 

Programmed  30 working days Any repair which may cause minor 
inconvenience but does not fall into 
one of the other categories and that 
is not being carried out under the 
Planned Maintenance programme. 

Planned, 
Cyclical or 
Management 
Repairs 

One year Any repair which causes no 
inconvenience, does not fall into 
one of the other categories and/or 
is part of ongoing major works 
being carried out incrementally. 
Normally used where a repair order 
needs to be raised but where 
timescales are irrelevant. 

  
4.4 All repairs other than emergency repairs will be carried out by appointment, with the 

appointment being either morning or afternoon.  Where the tenant chooses an 
appointment after the expiry of the correct response time, or does not provide 
access, the target will not apply.  

 
4.5 The target will also not apply if there are exceptional circumstances out with the 

control of the Association or its contractors which makes it impossible to do the 
repair within the maximum time (for example, severe weather or necessary  spare 
parts not being available locally). 

 



 
5.0 Appointments and No Access 
 
5.1 A morning or afternoon appointment will be agreed with the tenants when the repair 

is reported and categorised. The Association will be as flexible as it can be within 
the restraints of its resources, best value and its contractual agreements. For 
example, where the tenant is under particular time constraints (e.g. shift work; 
dropping children at school), a more accurate appointment time will be offered on 
an ad hoc basis (e.g. first morning call; last call; morning after 9.30)  but will not be 
guaranteed and will not form part of the formal performance monitoring. 

 
5.2 If a tenant does not provide access at the arranged time a card will be put through 

their door asking them to call the Maintenance office to re-arrange the appointment. 
Where there is no access the repair shall be cancelled. When the tenant contacts 
the Association to re-arrange the repair a new order will be created. 

 
5.3 Where there is persistent no access the tenant may be advised that any cost to the 

Association for further no accesses will be re-charged to them. 
 
 
6.0 Complaints 
 
6.1 The Association aims to provide an efficient, responsive and reliable high quality 

repairs service in line with this policy. If a tenant is dissatisfied with the service 
provided staff will endeavour to resolve the problem as long as that resolution is in 
line with this policy. If this action does not resolve the dissatisfaction the 
Association’s complaints policy and procedure shall be implemented. 

 
 
7.0 Review 
 
7.1 This policy will be reviewed in May 2013 and thereafter every three years. 
 
 



Reactive Repairs and Maintenance Policy  -  Appendix 1 
 

Housing (Scotland) Act 2001  
 

The Scottish Secure Tenants (Right to Repair) Regulations 2002 
 
The table below lists all defects and repairs which are “qualifying repairs” and the 
maximum timescale for completion (in working days following the day of reporting, or after 
the day of inspection, if needed) under the above legislation.,  
 

Qualifying Repair Maximum Period for Completion in 
Working Days 

Blocked flue to open fire or boiler 1 

Blocked or leaking foul drains, soil stacks 
or toilet pans where there is no other toilet 
in the house 

1 

Blocked sink, bath or drain 1 

Total loss of electricity (where HA 
responsibility) 

1 

Partial loss of electricity 3 

Insecure external window, door or lock 1 

Unsafe access path or step 1 

Significant leaks or flooding from water or 
heating pipes, tanks, cisterns 

1 

Loss or partial loss of gas supply 1 

Loss or partial loss of space or water 
heating where no alternative heating is 
available 

1 

Toilet not flushing where there is no other 
toilet in the house 

1 

Unsafe power or lighting socket, or 
electrical fitting 

1 

Loss of water supply 1 

Partial loss of water supply 3 

Loose or detached banister or hand rail 3 

Unsafe timber flooring or stair treads 3 

Mechanical extractor fan in internal kitchen 
or bathroom not working 

7 

 
The Right to Repair legislation only applies to repairs costing less than £350 (April 2010) 
where the tenant provides access, and where there are no exceptional circumstances 

applying (e.g. severe weather).
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Repairs Categories  
 

Examples of Repairs under each Category 
 

Emergency Repairs – 3 hour response time 
(Some of these are covered by RtR but the Association commits to responding more 
quickly than is required by the legislation) 

 Insecure property (front door; ground floor window) 
 Total loss of water supply or electricity (where HA is responsible) 
 Uncontrollable and significant water leak (e.g. from burst pipe) or water penetration 

(e.g. from roof failure) 
 Blocked toilet, where only one in house ( 
 Sparking or smoking electrical installations or bare wires where HA responsible (i.e. 

not tenant’s appliances or electricity meter or supply before meter) 
 Dangerous flooring or stairs 

 
Urgent Repairs – Response within three working days 

 Toilet not flushing where more than one toilet in house 
 Minor water ingress (e.g. from flat above) 
 Failure of Door Entry System 
 Minor, controllable leak (e.g. leaking sink waste pipe) 
 Total loss TV signal 
 Re-glazing broken/ boarded windows 

 
Routine Repairs – Completion within ten working days 

 Minor electrical faults (e.g. faulty, but not dangerous, socket or light pendant) 
 Sanitary ware and general plumbing repairs 
 Minor roofing repairs (e.g. missing tiles) 
 TV/ Aerial systems 
 Controlled entry repairs 
 Pass door handles, latches and bathroom door locks 
 Front door repairs (where secure) 

 
Programmed Repairs – Completion within 30 working days 

 Fence repairs 
 Bin Store repairs 
 Tiling repairs (where no water damage likely) 
 Sticking windows 
 Loose floorboard 
 External render repairs 
 Dripping taps 
 Painting flat doors 
 One off Gutter cleaning 

 
Planned & Management Repairs – Completion within one calendar year  

 Bin store demolition from multiple closes 
 Central Heating planned renewals (i.e. still operational) 
 Landscaping works 
 Stone repairs 


