








Do | have to report all repairs
by phone?

No but you should always report
an emergency repair by phone
so that we can respond quickly.

You can report non-emergency

by email, addressed
to: contact.centre@
placesforpeople.co.uk

online at
www.placesforpeople.
co.uk/repairs

at your local office,

by using one of our
telephones or by
asking a member of
staff to help you report
the repair

@ © @

by letter addressed

to: Property Services,
Castle Rock Edinvar
Housing Association, 1
Hay Avenue, Edinburgh,
EH16 4RW
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to your sheltered
housing manager, when
they are on duty, if you
need help to report the
repair.

B

Whichever way you choose to
report a repair, please give as
much information as possible,
including your address with
postcode and a contact
telephone number.
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How long will the repair take?

It depends how urgent it is.

Only emergency repairs will be
carried out outside office hours.

Our timescale targets are:

Sometimes we'll only be able to

carry out a temporary repair to

make your home safe, and will
need to make another visit to

complete the repair.

Type of repair Response For example
target
Emergency| puts your or 24 hours serious flooding or leaks
others’ safety, no electric power
security and major electrical faults
health af blocked toilet (if it is your
immediate risk only toilet), flue or foul
drains
unsecured window/door
at ground level
Urgent will normally 5 working days dripping tap
affect your minor electrical faults
convenience or dripping overflow
comfort
Within this category, some qualifying repairs (Right to Repair)
will be carried out within 3 working days. You will be advised when
you report your repair.
Routine non essential work | 20 working repairs to common
days areas
fencing
roof and chimney
repairs
any other repairs not
classed as urgent or
emergency
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Do | have to pay for repairs?

Only if you are responsible for

the damage. For example, you

may have to pay us back if we

are called out because:

* you have lost your keys

* your washing machine has
flooded a neighbour’s home

° you have broken a window

* your sink or toilet is blocked by
things like cooking fat or air
fresheners

* your electric supply is fripping
because of faulty appliances

* you have damaged
something when doing work
to your home.

What about vandalism
or graffiti?

If your property has been
deliberately damaged by
someone else, you should call us
and the police within 24 hours of
finding the damage. Please get
a crime reference number when
you call the police as you will be
asked for this when you report
the repair. We will try to repair
damage caused by vandalism
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and remove graffiti as soon as
possible.

Your Right to Repair

The Housing (Scotland) Act 2001
infroduced the Right to Repair,
which means that certain small
urgent repairs, called qualifying
repairs, must be carried out
within a given timescale. When
you report a repair we will tell
you whether it falls into this
category.

If it does, this means that if we
do not carry out the repairs on
tfime:

* you can ask another
contractor from our list fo do
the job

* you may get compensation
for any inconvenience
caused

* you may get further
compensation for every day
the repair is late, up to a
maximum of £100.
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Please contact us for the Scofttish
Government leaflet on this.

Do | have responsibility for
organising any repairs?

Yes. As your landlord, we are
responsible for carrying out most
of the repairs to your home, but
you are responsible for repairing
certain things.

Check the following pages to

see who is responsible before
you report a repair.

CRE_booklet_repairs_print.indd Secl:5 @ 19/06/2008 09:09:08



Responsibility Us You | Exceptions

aerial/satellite dish [ ] unless installed by you or we own less

(communal) than half the properties in the stair

aerial/satellite dish [ ]

(your own)

bbasin [ ] unless installed by you

bath [ ] unless installed by you

boiler [ ]

boundary-wall [ ] unless the wall is jointly owned by
others - we will then pay a share

brickwork, blockwork, [ ]

etc

ceiling/wall [ ] decoration

central heating system [ ] unless installed by you and not

(including piping. adopted by us

radiators, thermostat,

fimer, pumps)

chimney stack or pot, [ ] flues will not be maintained by us if

cowl, flue you fitted the fire/central heating

chimney sweeping [ ] we will do one clean, but it is your
responsibility from then on

cistern [ |

coal bunker [ ] unless supplied by you

common stair [ ] unless we own less than half the

properties in the stair, we may pay a
share
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Responsibility Us You | Exceptions

cooker [ ] unless installed by us

decoration - inside walls [ ]

and inside woodwork

door bell [ ] unless provided by us

door entry system [ ] unless we own less than half the
properties in the stair, we may pay a
share

door frame [ ] infernal decoration

door handle [ |

door lock [ ] replacement keys

door [ | internal decoration

door - communal [ ] unless we own less than half the
properties in the stair, we may pay a
share

downpipe (rain and soil) [ ] unless we own less than half the
properties in the stair, we may pay a
share

drains (including [ ] unless we own less than half the

blockage) properties in the stair or repair
caused by misuse, we may pay a
share

driveway [ ] unless installed by you or jointly
owned by others

electric plug [ ]

electric wiring [ ] unless installed by you
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Responsibility Us You | Exceptions

extractor fan [ ] unless installed by you

fence [ ] unless installed by you or if the fence
is jointly owned by others, we will
pay a share

fireplace [ ] unless installed by you

fitted fire [ ] unless installed by you (fitted gas
fires may also be visually inspected
during routine boiler servicing)

floor board [ ]

floor covering [ ] unless supplied by us (such as non-
slip flooring)

fuse box (circuit [ |

breaker)

garages [ ] We are responsible for maintaining
the fabric of the garage building
and the door, only if part of your
house or let to you by us

garden hut [ ] unless provided by us

gate [ ] unless installed by you

guttering ] unless we own less than half the
properties in the stair, we may pay a
share

hatch fo loft [ ] unless we are not the majority

landlord, we will pay part of the
Costs
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Responsibility Us You | Exceptions

insurance (house [ ] includes decoration

contents)

insurance (sfructure [ ]

of the house and the

fixtures and fittings

belonging to us)

infernal staircase, [ ] unless we own less than half the

loanding, bannister properties in the stair, we may pay a
share

keys (replacement) [ ]

kitchen fittings, worktop [ ] unless installed by you

light bulb [ ]

overflow [ ]

poles for clothes drier ] unless installed by you

porch structure [ ] unless installed by you

roof files, slates, roof [ ] unless we own less than half the

light properties in the stair, we may pay a
share

rope for clothes pole [ |

rope for whirlygig [ ] unless drier installed by you

ropes for window sashes [ ]

rotary clothes driers [ ] unless installed by you

roughcast [ ]

shower [ ] unless installed by you
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Responsibility Us You | Exceptions

sink plug, chain [ |

sinks, drainers and taps [ ] unless provided by you

smoke detector [ |

batteries

smoke or carbon [ ] unless installed by you

monoxide detector

stair lighting [ ] unless adopted by council or where
we own less than half the properties
in the stair, we may pay a share

store [ ] only if part of your house

toilet [ ] unless installed by you

toilet seat [ ] unless installed by you

fumble dryer [ |

vandalism (must be ] unless caused by you, your family,

reported to police and visitors to your home or anyone you

to us within 24 hours) may be responsible for

washing machine [ | unless supplied by us for personal or
communal use

window frame, sill, fitting [ | unless damage caused by your
negligence, misuse, or damage
caused by someone visiting your
home

window glass (and [ ] unless damage caused by your

other glass in house)

negligence, misuse, or damage
caused by someone visiting your
home
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Maintenance

What about regular
maintenance work?

We carry out maintenance work
on all our properties on a regular
basis. This type of work includes:

* external painting

* annual servicing of gas
central heating systems

* landscape maintenance in
common areas.

We will write to you to let you
know when a contractor is going
to call to carry out this work and
you will get an appointment
fime.

What about major
improvements?

We have a planned
maintenance programme. This
covers work such as:

* window and door

replacements
e cenftral heating upgrades
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* new kitchens and bathrooms
* electrical upgrades

* digital aerial upgrades

* roofing.

We publish our planned
maintfenance programme list
every year in our newsletter, the
Rock Report. We will write to you
about any work planned in your
area or block, and consult you
on this work where necessary.

Can | make changes to
my home?

Yes. In general you have the
right to carry out alterations and
improvements to your home as
long as you ask us in writing and
wait to get our written permission
before you start the work.

We won’t say no unless we have
a good reason - for instance,
because you have rent arrears
or the work you are planning
would affect a neighbour. You
can get an application form by
contacting any of our offices.
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If you don’t get
permission first we may
have to charge you to
put things back to how
they were before.

A\

When do | need to get
written permission?

It’s better to ask before you
carry out any alterations or
improvements. For example,
you need our written permission
before installing or altering:

* cable TV

* qsatellite dish

* garden fences and gates

e central heating

* laminate or wood flooring

* ashower

* acatflap

* gas appliances

* tumble dryer vents

e electrical or plumbing
installations.
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For a copy of

our Alterations,
Improvements and
Compensation Policy,
call 0131 657 0600

®

Can | get help to adapt
my home?

It depends on your
circumstances. We have limited
funding for adaptations which
may help you stay in your home
rather than move to another
property. For example, we may
be able to fit grab rails or install a
level access shower or ramp.

To be considered for this, an
Occupational Therapist will need
to visit you to assess your health
and housing situation. They will
fell us what you need and why
you need it.

You can contact your local
social work department to ask
for an Occupational Therapist to
visit you and make an
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assessment, or call 0131 657 0600
and we can organise this
for you.

Your Right to Compensation for
Improvements

Under the Housing (Scotland)
Act 2001, our fenants are
entitled to the Right to
Compensation for certain
qualifying improvements carried
out after 30 September 2002.

This means that when you leave
the property, you could be
paid an agreed amount for
improvements that you have
made, provided that;

° you received written
permission before making the
improvements

° you kept receipts for any work
done

* you are leaving before the
lifespan of the improvement
has expired.

Please contact us for the Scofttish
Government leaflet on this.
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If you didn’t get our
written permission

for an improvement,
you will not qualify for
compensation when
you end your tenancy

A\

What if | am unhappy
with the service | have
received?

We aim to provide a high
quality, professional service

but we know that sometimes
things can go wrong. If you are
unhappy with our service, please
let us know and we will do our
best o put things right as quickly
as possible.

We have a complaints process
in place to deal with situations
where our service has not met
our high standards. We welcome
the opportunity to address

your complaints and you can
contact us by email, by post,
over the phone, orin person at
one of our offices.
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About Castle Rock Edinvar

Castle Rock Edinvar is one of Scotland’s largest
housing associations and is responsible for more
than 6,000 homes across Scotland. It provides

a choice of affordable homes for rent and sale
including shared equity, as well as a range of care
and support services that help vulnerable people
live independently in their home. It also provides
property management services to homeowners.

A member of the Places for People Group, Castle
Rock Edinvar contributes to the Group’s vision of
creatfing sustainable communities where people
are proud to live and where they have the
opportunity to prosper.

B4 Castle Rock Edinvar Housing Association
1 Hay Avenue
Edinburgh
EH16 4RW

= 0131 657 0600

customer@castlerockedinvar.co.uk
www.placesforpeople.co.uk

A Scofttish Charity No. SC006035
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