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Reactive Repairs Policy 

 
 
1.0 Introduction & Background 
 
1.1 Cadder Housing Association (the “Association) is a registered social 

landlord, which took ownership of properties in 1994 with the aim to 
improve the living conditions for residents in the Cadder area in the 
north of Glasgow. It operates on a ‘not for profit’ basis and is run by an 
elected Management Committee consisting mainly of local residents 
who employ a staff team to manage the Association on a day to day 
basis. 

 
1.2 This document outlines the Association’s Reactive Repairs Policy, 

which is one of the key documents we produce.  In line with legislative 
and good practice requirements our objectives of this policy are for 
there to be a consistent and fair structure for carrying out reactive 
repairs to our properties. 
  

 
 
2.0 Aims and Objectives 

 
 
2.1 Cadder Housing Association is committed to providing a high quality, 
efficient  and effective repairs and maintenance service which aims to:  
 

• Deliver of a high quality, prompt, and cost efficient reactive repairs 
service.  

 
• Have procedures that allow tenants to make simple and convenient 

requests for repairs which minimise disruption to the tenant.  
 

• Take account of a differing customer service requirements.  
 

• Take account of future planned maintenance programmes when 
deciding on repair or replacement of defective components.  

 
• Provide easily accessible information for customers on our repairs 

service.  
 

• Maintain effective contact with customers keeping them informed of 
progress with their repairs requests.  
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• Maximising the useful life of the properties and their components.  
• Establish and maintain efficient and effective repairs and 

maintenance procedures.  
 

• Provide sufficient appropriately trained staff and adequate 
administrative resources to implement the policy, efficiently and 
effectively.  

 
• Ensure that the required service is provided within the available 

budget.  
 

• Ensure that there is proper monitoring and review of the policy, 
service delivery and budgetary control by the Housing Management 
Sub-Committee.  

 
• Adopt legally correct practice at all times.  
 
• Involve tenants and service users in reviewing our service wherever 

possible  
 
 
 

3.0 Consultation 
 
3.1 Provision of Housing (Scotland) Act 2001 
 

Consultation with the community and resident participation has always 
been one of the key aspects of the way in which the Association 
operates.  We therefore, welcome the statutory provisions of the 
Housing (Scotland) Act 2001, which require all social landlords to take 
tenants’ views into account when formulating key service policies. 
 

3.2 Methods of Consultation 
 

There are two strands to policy consultation within Cadder: - 
 

o Firstly, we believe it is important to inform all tenants when a 
policy review is due, together with some information on the 
proposed changes by the Association. 

 
o Secondly, to invite feedback from tenants on (i) how well they 

feel the proposals address the needs of the community and (ii) 
whether there are any particular amendments they would like to 
see. 

 
 
3.3 Resident Participation Strategy 
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The Association’s Resident Participation Strategy outlines our 
commitment to providing information and consulting with residents on 
our policies and in particular, the ones that affect them. 

 
 

4.0 Legislation and Regulation 
 
4.1 The legislative requirements include the need to comply with the range 

of health and safety duties imposed upon landlords; and various 
landlord responsibilities set out in the 2001 and 2010 Housing 
(Scotland) Acts. Various contractual terms are imposed via relevant 
tenancy, occupancy and management agreements. The Association 
shall ensure all its practices accord with these terms and requirements. 

  
   

4.2 The Social Housing Charter came into effect in April 2012 and this sets 

the standards and outcomes that all social landlords should aim to 
achieve when performing their housing activities. The Charter replaces 
the Performance Standards and states in terms of maintenance 
landlords should:  

 

 Manage their business so that tenants and other customers find 
it easy to communicate with their landlord and get the 
information they need about their landlord, how and why it 
makes decisions and the services it provides.  

 Manage their business so that tenants’ homes, as a minimum, 
meet the Scottish Housing Quality Standard by April 2015 and 
continue to meet it thereafter, and when allocated, are always 
clean, tidy and in a good state of repair.  

 Manage their businesses so that tenants’ homes are well 
maintained, with repairs and improvements carried out when 
required, and tenants are given reasonable choices about when 
work is done.  

 Manage all aspects of their business so that tenants, owners 
and other customers receive services that provide continuing 
value for the rent and other charges they pay. 
 

Social landlords are responsible for meeting the standards and 
outcomes set out in the Charter. The Scottish Housing Regulator is 
responsible for monitoring, assessing and reporting on how well social 
landlords, individually and collectively, achieve the outcomes 
 . 

 
5.0 Landlord and Tenant  Responsibilities 
 
5.1 The management of each property is a shared responsibility between 

the tenant and the Association although the major liability rests with the 
Association. The liability of both parties is detailed in Appendix 1 of this 
policy 



 6 

 
 

6.0 Delivery of the Repairs Service 
 
 
6.1 Reporting Repairs 

 
The Association will maximise the opportunity and methods for tenants 
and owners, to report repairs within and outwith office hours  
 
 
 
 

6.2     Processing Repairs Requests - Categories and Response Targets  
 

 The Association will operate an appropriate system for the processing of 
internal house and common repairs. All repairs will be accurately 
recorded, acknowledged, inspected where appropriate and checked all 
within the approved timescales. Tenants will receive confirmation of all 
reported repairs.  

 
6.2.1 Repairs Categories  
 

All internal house and common area repairs will be categorised using the 
following groups:  
 
Emergency Repairs: are those where there is a risk to safety, danger to 
health and to prevent serious damage to the building or total loss of 
services to the tenant.  
 
Urgent Repairs: are those where there is a partial loss of a service to 
the tenant that seriously affects the comfort or convenience of the tenant 
or where not carrying out the repair will result in further damage to the 
property  
 
Routine Repairs: are those that do not seriously interfere with the 
comfort and convenience of the tenant and cause further problems to the 
property.  
 
Repairs by Appointment: are those repairs which would normally fall 
into the categories of urgent or routine repairs but where an appointment 
of a specific date and time (morning or afternoon) to suit the 
convenience of the Tenant is offered.  
 
6.2.2 Response Targets  
 
The Association, with the assistance of our contractors, will aim to meet 
the following targets for the completion of repairs.  
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Emergency Repairs: Our contractor will attend within 6 hours  to make 
safe or restore services. A follow up Urgent or Routine job line may be 
created to fully complete the repair.  
 
Urgent Repairs: will be completed within 3 working days,  
 
Routine Repairs: will be completed within 10 working days  
 
Repairs by Appointment: will be completed on the date agreed with the 
Tenant when offering the appointment.  
 
 
Right to Repair: We will operate within the Scottish Secure Tenants 
(Right to Repair) Regulation 2002, which provides a statutory scheme 
covering ‘All Tenants’ and recognises that tenants should be 
compensated when qualifying repairs are not completed within a set 
period identified in the schedule. It also allows tenants to use another 
contractor if the originally designated contractor fails to respond within 
the set period relating to the repair. 
 
 

6.3  Quality Control  
 The Association will:  
 

 

 Set target response times for staff and contractors and monitor 
the performance of staff and contractors in meeting the target 
response times.  
 

 Check a number of post repair inspections to ensure that the 
quality of repairs completed on our properties are of a high 
standard and that our contractors are providing us with value for 
money service and the invoice value is acceptable.  
 

 We will undertake to complete a minimum number of post 
inspections based on a random 10% sample of all completed 
reactive repairs. From the selected sample the Technical Services 
Officer will contact the tenants to arrange a suitable date and time 
for a post inspection visit.  

 

 The outcomes of the inspection will be recorded in our IT systems 
including an assessment of the overall quality of the completed 
repair and will take into account the views of the tenant. This data 
will allow us to monitor trends and to feed back performance to 
our contractors. 
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6.4 Equal Opportunities 

 
The Association will regularly test this policy for equal opportunity 
implications and take appropriate action.  To ensure equal access to 
the information contained in this policy for all, we are happy to provide 
copies in Braille, in larger print, translated into other languages or on 
tape to you or anybody that you know upon request and where 
practicable. 
 
The Association through the Repairs and Maintenance Policy will act to 
provide services in a manner that encourages equal opportunities and 
complies will all relevant equal opportunities requirements. 
 

 
 

7.0  Reporting & Review 
 
7.1 Reporting 
 

In order to measure the success of this policy and procedure, the 
Management Committee will monitor performance on a quarterly basis.   
Our performance will be monitored through: - 
 
 

 Performance of contractor in completing repairs against 
target 

 The cost of repairs against profiled budgets 

 Satisfaction with repairs outcomes 
 
 
7.2 Review 
 

This Policy will be reviewed in January 2016, or earlier to take account 
of: - 

 Legislative, regulatory and good practice requirements 

 Association performance 

 the views of tenants and staff 
 
 
 
 
 
 
 
 
 
 
 
 



 9 

Division of Repairs Responsibility      Appendix 1 

 

Item Landlord Tenant Comments 

Boiler X   

Balconies (where existing) X   

Banisters (internal and external) X   

Baths X   

Bin shelters X   

Brickwork, block work, etc X   

Car ports X   

Cellar (external door/lock) X   

Ceilings X   

Chimney stack/posts/cowls X   

Chimney sweeping  X  

Cisterns X   

Clothes Poles X   

Cookers  X  

Communal areas to flats X   

Cupboards X   

Damp proof course X   

Decoration - internal  X  

Door bell  X  

Doors to common area X   

Doors/door fittings - external X   

Doors/door fittings – internal X   

Door locks (fitted by the Association) X   

Door locks (fitted by the tenant)  X  

Door name plate  X  

Down pipes, rain & soil X   

Drainage (including blockage) X   

Driveways X   

Drying areas X   

Drying cabinets  X  

Electric heaters (provided by Landlord) X   

Electric plugs  X  

Electric wiring, sockets & switches X   

Entry systems X   

Fascia, soffit board, etc X   

Fences - garden boundary, divisional 

fences erected by Landlord 

X   
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Item Landlord Tenant Comments 

Fences - other  X  

Fire baskets, grate and surrounds X   

Fire - electric & gas (provided by l’lord) X   

Fireplaces tiles  X  

Floor tiles X   

Floorboards X   

Foundations X   

Fuse box, ELCB, fuses/MCB X   

Fuse to plug  X  

Gas Central heating, pipes, radiators, 

timer, thermostats, pumps etc 

X   

Gas piping X   

Garden huts  X  

Gates X   

Greenhouses  X  

Glass - external X   

Glass to internal doors/screen  X  

Glass - double/triple glazing X   

Guttering X   

Hatch to loft (communal or individual) X   

Handrails – external X   

Immersion heaters X   

Keys (replacement)  X  

Kitchen fittings/worktops  X   

Lifts X   

Light bulbs  X  

Lighting pendants and roses X   

Outbuildings  X  

Overflow pipes X   

Painting - external X   

Painting - internal  X  

Parking area (communal) X   

Path to main access X   

Path to garden X   

Paths - public X   

Pigeon lofts  X  

Plaster and Plasterboard X   

Play area and equipment X   
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Item Landlord Tenant Comments 

Porch X   

Pumps X   

Radiators X   

Retaining walls (provided by Landlord) X   

Roofs, roof tiles/slates X   

Roof lights X   

Ropes for clothes drying  X  

Rotary clothes lines  X  

Roughcast X   

Sheds  X  

Shower unit  X  

Sink base unit X   

Sink bowl and drainer X   

Skirting boards X   

Smoke detectors X   

Sockets (electrical) X   

Spin driers for communal use X   

Spin/tumble driers for individual use  X  

Stairs (common or internal) X   

Stair lighting X   

Steps X   

Switches (electrical) X   

Taps X   

TV aerials  X  

TV aerial communal aerials and sockets X   

Ventilators X   

Wash hand basin X   

Washer on taps X   

Waste plugs, chains to basin, bath, sink  X  

Water heating X   

Water supply X   

WC X   

Window frames, sills and fittings X   

 


