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1.  Vision and values 

 
Wellhouse – the Place to Be. 

 
This simple statement is our vision of Wellhouse as an attractive place where people 
feel happy and safe, benefit from having a good home and an attractive environment 
and feel proud to be part of a vibrant community.   

 
We believe that our values of Trust, Honesty and Integrity, Excellence, 

Accountability and Sustainability supported by a comprehensive policy framework 

will help make our vision a reality. 

2. Governance 
 
Wellhouse HA is a community controlled registered social landlord and is managed 
by a group of local people who are elected onto the Management Committee. Their 
role is to make sure that the Association is well run, meets the needs of the local 
area and is responsive to what is important to local people. We may co-opt other 
people onto the Management Committee from time to time where we feel we need 
specialist support. 
 
The Management Committee appoints senior staff, agrees all the Association’s 
policies and takes all the key decisions. The Director and the senior team support 
the Committee in these responsibilities. 
 
3. Policy Aims 
 
We aim to provide a comprehensive, quality and responsive maintenance service to 
meet the needs of our customer, maximise the life of our properties and meet current 
regulatory standards. 
 
4. Equal Opportunities Statement 
 
We aim to ensure that all services, including the delivery of this policy, provide 
equality of opportunity.  
 
We will respond to the different needs and service requirements of individuals. We 
will not discriminate against any individual for any reason, including age, disability, 
gender re-assignment, marriage, civil partnership, pregnancy and maternity, race, 
religion or belief, sex or sexual orientation, or other status. 
 
5. Scottish Housing Charter 
 
The Scottish Government’s Social Housing Charter came into force in April 2012. 
The Charter sets out the standards and outcomes that Registered Social Landlords 
should achieve. 
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There are 4 outcomes under the Charter that are especially relevant to our repairs 
and maintenance service, these are: 
 
 
 
Outcome 2: Communication  
 
Social landlords 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.  

 
Outcome 4: Quality of Housing  
 
Social landlords 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.  

 
Outcome 5: Repairs, maintenance and improvements 
 
Social landlords 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.  

 
Outcome 13: Value for money  
 
Social landlords manage all aspects of their business so that: 
 

 tenants, owners and other customers receive services that provide continually 
improving value for the rent and other charges they pay.  

 
6. Legislation 
 
The following legislation is relevant to this policy: 
 

 Housing (Scotland) Act 2001 & 2010 

 Gas Safety (Installation and use) Regulations 1998 

 Property Factors (Scotland) Act 2011 

 The Tenements (Scotland) Act 2004 

 Control of Asbestos Regulations 2012 

 Building (Scotland) Act 2003 

 The Construction, Design and Management Regulation 2015 
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 Energy Efficiency Standards for Scotland 2014 

 Occupiers Liability (Scotland) Act, 1960 
 
7. Our principles and standards 
 
We will ensure that 
 

 Customers’ homes as a minimum will meet the Scottish Housing Quality 
Standard and the Energy Efficiency Standards for Social Housing. 

 Customers’ homes will be well maintained, repairs and maintenance will be 
carried out when required and customers will be given reasonable choices about 
when work is done. 

 We will carry out repairs when it suits customers and inspection appointments 
will be within 48 hours 

 We will tell the customer what priority a repair is, when it will be completed and if 
it is covered by the right to repair 

 We aim to complete all jobs on the first visit 

 We report our repairs performance annually 

 We always treat customers with courtesy and respect and ensure our 
contractors do the same  

 We involve customers in designing our repair practices  

 We employ contractors we trust to put customers first and give a top class 
service  

 We keep to agreed programme dates or agree alternatives 
 
We ask that customers to 
 

 carry out minor repairs they are responsible for 

 seek permission before making changes to their home 

 keep appointments  

 repair or pay for any damage they are responsible for 

 contact the Association as quickly as possible about repairs. 
 
8. The Policy 
 
Our Long Term Plan - How we will maintain our homes 
 
We will develop long term plans so that our homes will be in good condition for the 
next 30 years and beyond.  
 
We will carry out repairs as the need arises; we also carry out a programme of 
regular or cyclical maintenance, for example, close painting. We will also put aside 
money each year from our rental income to make sure we can replace major 
elements on a planned basis, for example, replacing kitchens or central heating 
systems.  
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The Association will carry out a stock condition survey every 3 years to update the 
life cycle costings and a minimum of 20% of each property type will be inspected. 
We will take professional advice on a regular basis to inform our planned 
maintenance programme.  
 
We will develop an action plan showing how we will meet the Energy Efficiency 
Standard for Social Housing requirements.  
 
Standards of new lets 
 
We define our lettable standard which is reviewed annually. A full description of our 
lettable standard is at Appendix 1. 
 
Selecting our Contractors 
 
We will recruit 3 contractors per main trade to our Approved List of Contractors this 
will be renewed every 3 years. Each contractor will be required to assure the 
Association that  
 

 they have necessary insurances (annual check) 

 their hourly rates are competitive and that they charge reasonable rates for 
materials 

 they are members of appropriate trade bodies (annual check) 

 they have appropriate trading body certification (annual check) 

 they have an adequate labour force  

 they have an appropriate equal opportunity policy 

 they can supply good references 

 they disclose relationships with staff or committee (annual certification) 

 they follow the Association’s Code of Conduct 
 
Getting it Right First Time 
 
We will try and ensure that our contractors get the job done right first time so there is 
no need to return to finish a job. We will, where required, inspect some reported 
repairs prior to issuing an instruction, these might include where the report indicates 
the work required is of a complicated nature. We will endeavour to clarify as much as 
we can with customers before we issue an instruction. 
 
As far as we can we will carry out any work at a time that suits customers within 
normal working hours where the job is routine or urgent and whenever is necessary 
for emergency work. 
 
We will monitor and report on how many jobs are completed first time and how many 
allocated appointments we keep. 
 
We will also inspect a sample of work carried out to ensure they meet our high 
standards. We will inspect 
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 all work carried out under the Associations planned renewals programme 

 all work costing over £750 

 an annually agreed sample of other work, 
 
Reporting Repairs  
 
We will ensure that customers are able to report repairs easily. 
 
During office hours repairs can be reported by telephone, e-mail, mail, via social 
media or in person. In addition, repairs can be reported to any member of the 
Association staff visiting a customer’s house on business.  
 
Non-emergency repairs can be reported when the office is closed by leaving details 
on the telephone answering machine, email, by letter or via social media.  
 
Emergency repairs can be reported to the Association’s approved contractors 
directly, using special phone numbers issued periodically (at least annually) to 
customers. 
 
Emergency numbers are available on the Associations website which are updated as 
required www.wellhouseha.org.uk 
 
How long will it take for us to carry out repairs? 
 
We classify repairs into 3 main types as follows and set completion targets for each 
 
Emergency Repairs 
 
Where a repair is required that is an emergency and the fault may cause injury to the 
tenant or further damage to the property, we aim to make the property safe within 2 
hours and carry out the repair within 24 hours. 
 
Urgent Repairs  
 
Where there are faults that may cause inconvenience to a customer but little 
possibility of further property damage we will complete these repairs in 3 working 
days. 
 
Routine Repairs 
 
These are faults that are not hazardous or which cause minor inconvenience to a 
customer. We aim to carry out routine repairs in 10 working days. 
 
We aim to complete all repairs in the timescales set out above, though there may be 
times when this is not possible, for example, where a particular component is not 
available or where we cannot get access. 
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We have set ourselves the following targets but will review these annually to ensure 
our service is improved continuously  
 
Complete all emergency repairs in 4 hours 
Complete 95% of urgent repairs in 3 working days 
Complete 95% of routine repairs in 10 working days 
 
Right to Repair 
 
The Housing (Scotland) Act 2001 places additional responsibility on landlords in the 
form of Right to Repair. Appendix 2. 
 
We tell our customers if a repair is covered under the Government’s Right to Repair 
Scheme and give details on:  
 

 The maximum time allowed to do the repair.  

 The last day of that period. 

 Their rights under the scheme.  

 The name, address and phone number of our contractor.  

 The secondary contractor they can approach if necessary.  
 
If we fail to complete the repair in time, we will pay compensation in line with 
Scheme rules. 
 
Rechargeable Repairs 
 
If any repair is required because of neglect, carelessness or malicious damage on 
the part of the customer then they will be responsible for the repair.  If the customer 
wants the Association to carry out the repair, then this will be classified as a re-
chargeable repair. 
 
Association staff will have discretion as to whether a repair is re-chargeable; if the 
customer disagrees with the decision, there is a right of appeal to the Association’s 
Director. Our schedule of charges for rechargeable repairs is attached at Appendix 
3.  
 
Rechargeable repairs may be paid in instalments. In all cases, a mandate must be 
signed by the customer agreeing to meet the cost incurred.  
 
Alterations to Properties  
 
We want customers to fully enjoy living in their home and we accept that customers 
may wish to make alterations to their home to suit them. We ask customers not to 
carry out any alterations without the express written consent of the Association. We 
will not unreasonably withhold consent.  
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To carry out an alteration then customers must complete a form which can be 
obtained from the office; we will let customers know within 28 days if the request has 
been accepted.  
 
Right to Compensation for Improvement Scheme 
 
Where a tenancy has ended and the customer has carried out improvement work to 
the property with the consent of the Association, we may make a payment to the 
customer up to the cost of the improvement work, after deductions of any grants paid 
by local authorities through repair improvement grants. 
 
Full details about this scheme and the procedure for applying are shown at Appendix 
4. 
 
There are circumstances where compensation is not payable: 
 
a) where the compensation payable is less than £100 
b) where the tenancy ends because: 
 

 the house was disposed of under section 14 of the 1987 Act 

 the house was disposed of under section 65 of the 2001 Act 

 right to buy was exercised 

 the qualifying person has been granted a new tenancy of the same or 
  substantially the same by the Association 
 

Adaptations to Properties  
 
We will support the carrying out of works which will enable independent living and 
enhance the quality of life of customers with mobility difficulties or where customers 
or members of their family cannot enjoy the full use of their home. 
 
We will ensure we follow best practice and regulatory guidance in relation to 
procurement of works; we aim to ensure such adaptations are carried out quickly 
and competently.  
 
There are some circumstances where we will not be able to carry out adaptations. 
This might include 
 

 The location of the property or property layout and type makes it unsuitable for 
the long-term use of the tenant requesting the adaptation. 

 Suitable alternative accommodation can be made available.  

 The adaptation is technically difficult to achieve without detriment to the 
property and other customers. 

 Funding is not available.  

 Advice from relevant agencies is that the proposed adaptation would not be 
appropriate. 
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Customers are welcome to discuss adaptations with a member of staff. Appendix 5. 
 
 
 
Gas Appliance Servicing - An Annual Service 
 
The Gas Safety (Installation and Use) Regulations 1998 places a legal duty on the 
Association to complete an annual inspection of gas appliances, pipe work and flues 
provided by the Association within a 12 month period of the previous inspection. In 
addition, a gas safety check is carried out at every change of tenancy when there is 
a gas appliance within the property. Full details are contained within the 
Association’s Gas Servicing procedures 
 
To meet these legal responsibilities, we require customers’ co-operation to secure 
access to properties for the purpose of enabling servicing work to be carried out. 
Where necessary this shall include taking appropriate action to gain entry. 
 
 
9. Monitoring and Performance 
 
We report to the management committee quarterly about our progress against 
targets as follow:  
 

 cost against budget 

 no. of repairs completed on time 

 number of repairs in each category 

 progress against programme of the planned maintenance programme 

 progress against programme of the cyclical maintenance programme  

 number of complaints about our maintenance service 

 major building defects or failures 
 
The management committee will receive annual reports as follows: 
 

 customer satisfaction 

 overall cost of maintenance against budget 

 progress against the charter indicators 
 
In addition, staff review performance weekly and any areas of concern are flagged to 
senior management. 
 
Wellhouse HA makes an Annual Return of the Charter ARC to the Scottish Housing 
Regulator showing how the Association has done over a series of indicators the full 
range of indicators relevant to this policy are shown at Appendix 6. 
 
These will be reported on to Committee annually, they will also be published in our 
annual report and at our Annual General Meeting. We will also report to committee 
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annually on progress against meeting the Scottish Housing Energy Efficiency 
Standards in 2020 
 
 
 
10. Consultation 
 
We aim to deliver excellent services, which respond to local needs and reflect what 
is most important to our customers.  
 
To do that we need our customers and local people to tell us how well our policy is 
working and help us to make the changes which will improve it.  In line with our 
Customer Engagement and Participation Policy: 
 

 We make it easy for customers and local people to give us their comments and 
views - face to face, by telephone, e-mail, on line or in a letter. 

 We commission formal independent tenant satisfaction surveys on a continuous 
monitoring basis carried out every three months. 

 We consult our Customer Opinion Panel 

 We publish the targets we set  

 We publish how we have performed against those targets  
 
We use your feedback to review our policies and ask you about the changes we are 
making. 
 
11. Complaints 
 
We have a separate complaints policy and procedure. Leaflets and copies of the 
complaints procedure are available from the Association’s office and on our website. 
We also provide information on how our customers can make a complaint to the 
Scottish Public Services Ombudsman (4 Melville Street, Edinburgh EH3 7NS, 
telephone, 0800 377 7300) and how to contact the Scottish Housing Regulator. 
 
The Ombudsman will not normally deal with complaints unless customers have 
followed the Association’s complaints’ procedure 
 
 
12. Review timeframe 
 
The policy will be reviewed every three years, or sooner, in response to a change in 
legislation or circumstance. 
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Appendix 1  

Lettable Standards 

The following minimum standards should be achieved by all void properties 

Works Minimum Standard 

General 

Cleanliness 

The house will be cleared of furniture, carpets and belongings/rubbish from 

previous tenant.  Floors should be swept out, kitchen and bathroom 

surfaces should be washed down.  Attics, basements and out buildings should 

be emptied. 

Garden Areas Gardens attached to the property should be cleared of rubbish and grass cut 

as a one-off after tenant moves in.  

Electrics All electrics must be checked and a certificate of inspection issued to new 

tenant, copy to RSL.  Alteration to the electric system clearly undertaken by the 

tenant to be removed unless compliance certificate covers them.  

Gas All houses with gas central heating to have a full gas safety check undertaken 

and compliance certificate issued to new tenant, copy to RSL.  

Where gas supply cooker is purely to a gas cooker the carcassing should also 

be checked. 

Gas/Electric 

Cooking 

Where the previous tenant has left a gas or electric cooker, this should be 

removed as we are unable to certify their safety. 

Smoke Alarm The smoke alarm(s) should be tested as part of the electric safety check.  

Water 

Supply 

During the months October - April or during severe cold spells, consideration 

paid to whether stopcocks should be shut off and the water supply drained 

down.   

Windows All windows should be fully operational and checked for safety.  Window keys 

should be issued to customers where we have fitted locks. 

Front Door Minimum mortice and Yale timber door or securities lock on double glazed 

door.  Letterbox and back flap on all front doors.  Check security and 

drafts/water ingress.  

Back Door Minimum mortice timber door or security lock on double glazed door.  Check 

for security and draft/ water ingress. 

Internal  All pass doors should be intact and operating properly.  Kitchen should have a 
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Pass Door solid core pass door.  Bathroom doors should have locking devices. 

Floors  

 

All loose and missing floorboards to be re-secured/replaced.  Floor surface to 

be even to allow carpets to be laid. 

Skirting 

And facings 

Missing or badly damaged skirting/facings to be replaced.  If possible to repair- 

should be re-secured and filled where necessary. 

Bedroom 

Cupboards 

Should all have level shelf and clothes rail below, space permitting. 

Hall 

Cupboards 

Should have three shelves, space permitting. 

Kitchen Units All kitchen units to be thoroughly checked and hinges replaced/adjusted where 

necessary.  Damaged drawers and doors should be replaced, where possible.  

Damaged worktops as a result of burning/water ingress should be replaced 

where appropriate. 

Medical 

Adaptations 

All medical adaptation should be inspected to ensure that they are fully 

operational and meet with the needs of the incoming tenant  Where the 

adaptation is not required by the new tenant it should be removed prior to the 

tenant moving in. 

Bathroom 

Suite 

Bathroom suite should be checked for chips/cracks.  Where replacement of a 

part of the suite is required the available colour match should be investigated.  

If colour match is not found a 3 piece white bathroom suite to be installed. 

Shower Unit Any instantaneous electric shower should be included in the electric check.  

Showers must have a screen or shower rail. 

Decoration The Association is generally not responsible for the condition/level of 

decoration in a property.  However, where condition of the decoration is 

deemed to be as bad as to affect the likelihood of anyone accepting the 

property, then a minimum decoration allowance may be given. 
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Appendix 2 

Right to Repair   

Qualifying Repairs and Maximum Completion Times   

Type of qualifying repair and maximum time for completion (number of 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  

Loss of electric power. 1  

Partial loss of electric power. 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 if there is no alternative heating. 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   

Note: The maximum time for completion starts on either:  the next working day, after 

the tenant reports the repair, or   the next working day, after the Association has 

carried out an inspection (if we need to inspect the work before we can do the 

repair).    
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Appendix 3  

Rechargeable Repairs 

Repair Description Emergency 
Repair (4 

hours) 

Urgent 
Repairs 
(3 days) 

Routine 
Repair (10 

days) 

Recharge 

Plumbing     
Dripping taps   ▲  

Leaking tap when used  ▲   

Blocked sink or basin ▲    

Loose taps  ▲   

Replacement taps  ▲   

Blocked WC ▲    

Blocked WC due to 
tenant negligence 

▲   ▲ 

Leaking WC ▲    

Replace flush handles ▲    

Toilet difficult to flush ▲    

Ball valve to tank  ▲   

Leaking overflow  ▲   

Broken toilet seat  ▲  ▲ 

Joinery     
Gain access for tenant due 
to faulty lock 

▲    

Gain access due lost keys 
by tenant 

▲   ▲ 

Renew faulty door lock if only 
means of security 

▲    

Renew faulty door lock if two 
forms of security on door 

 ▲   

Insecure door ▲    

Renew internal door   ▲  
Renew internal door, Tenant 
damage 

  ▲ ▲ 

Replace door handles  ▲   
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Replace door handles, Tenant 
Damage 

 ▲  ▲ 

Timber skirting board   ▲  
Architrave and frames   ▲  
Loose floorboards  ▲   
Repair Description Emergency 

Repair (4 
hours) 

Urgent 
Repairs 
(3 days) 

Routine 
Repair (10 

days) 

Recharge 

Electrical     
Faulty light fittings  ▲   
Faulty sockets  ▲   
Immersion Heaters  ▲   
Thermostats  ▲   
Aerial sockets   ▲  
No lighting single room  ▲   
No power ▲    
Partial power loss  ▲   
Dangerous wires ▲    
Corridor lights out  ▲   
Security lights  ▲   
Faulty shower with bath  ▲   
Faulty shower no bath ▲    
Replacement trunking   ▲  
Tripping electrics    ▲ 
Smoke alarms  ▲   

Communal areas     
Lift not working ▲    

Communal light out   ▲  

All communal lights out  ▲   

Emergency lighting  ▲   

Security lights  ▲   

Door entry system  ▲   

Loose handrail  ▲   

No TV reception  ▲   

Rotary driers   ▲ ▲ 

Uneven path dangerous  ▲   
Uneven path not 
dangerous 

  ▲  

Heating     
Total failure during 
winter 

▲    
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Total failure during 
summer 

▲    

Partial Failure  ▲   
Radiator leaking  ▲   
Storage heater 
replacement 

 ▲   

Repair Description Emergency 
Repair (4 

hours) 

Urgent 
Repairs 
(3 days) 

Routine 
Repair (10 

days) 

Recharge 

Windows     
Broken glass ▲   ▲ 
Cracked glass  ▲   
Loose window  ▲   
Window won’t close  ▲   

Faulty handle  ▲   
Leaking window  ▲   
Loose window cill   ▲  
Broken vent   ▲  
Roofs     
Moss removal   ▲  
Roof felt replacement   ▲  
Loose tiles  ▲   

Make safe after storm ▲    
Rain penetration  ▲   
Major roof repair   ▲  

Replace broken slates   ▲  

Rebed ridge tiles   ▲  

Flashings   ▲  
Water     
No hot water ▲    
No cold water at all ▲    
No water to single tap  ▲   
Faulty stop tap  ▲   

External     
Damaged fencing  ▲   

Renew fencing   ▲  

Damaged gate  ▲   

Loose paving not 
dangerous 

 ▲   

Trip hazards  ▲   

Renew flag stones   ▲  
Pointing   ▲  
Guttering repairs   ▲  
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Appendix 4  

Compensation for Tenants’ Improvements   

1 Objectives   

1.1 The Association will fully support their Tenants’ rights to carry out improvements 

as part of its policy of maintaining its houses to the highest standard and will seek to 

assist any tenant wishing to avail him/herself of this right.   

1.2 The Scheme will not be retrospective and shall apply to appropriate 

improvements carried out with effect from 1st April 1994.   

2 Qualifying Tenants   

2.1 The following tenants are eligible for compensation:   

A secure or assured tenant (or joint tenant) who terminates the tenancy and is not 

followed by a successor or spouse.   

A successor tenant or spouse who has inherited a qualifying improvement.  In the 

case of a secure tenancy a tenant may be a spouse, son or daughter of the tenant, 

or the installing tenant’s co-habitee.  The successor tenant will only be eligible for 

compensation when the successor’s tenancy is terminated.   

The personal representatives of a deceased tenant (other than a successor).   

2.2 A transfer of tenancy either between spouses or from parent to son/daughter 

does not constitute an end of tenancy.  Compensation should not generally be paid 

where the tenancy transfers to another member of the tenant’s household as the 

tenancy will not be treated as terminated unless the person claiming compensation 

vacates the house.  However, in cases where a tenant terminates his/her tenancy 

and a new missive is signed by a spouse or son/daughter, compensation will be 

made and the rent for the new tenancy calculated.   

2.3 In the event of a mutual exchange, if the outgoing tenant has undertaken an 

improvement, which would qualify for compensation, and both tenants’ sign a new 

missive, then compensation will be made for the former tenant’s improvement.  The 

Housing Association will subsequently be eligible to apply an increased rent to the 

incoming tenant, if it so wishes.   

2.4 Any tenant who abandons his/her tenancy will not be eligible for compensation.   

2.5 In the case of assignation of tenancy, the house must be vacated by the tenant 

claiming compensation before it will be considered.   

 3 Qualifying Conditions   
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3.1 Applications to carry out any improvements (other than interior decoration) shall 

be made in writing to Wellhouse Housing Association on a standard form available 

from the Association’s office.  Any improvements carried out without the 

Association’s consent will not qualify for compensation.   

3.2 Upon receipt of an application, the Association will normally advise the applicant 

within 14 days in writing of whether they can proceed or not.  Consent shall not be 

unreasonably withheld.   

3.3 Permission will normally be granted subject to the following conditions:   

3.3.1 The Association is satisfied any proposed improvements will meet relevant 

standards of material, safety and workmanship (although the Association accepts no 

responsibility for supervising the work).  Manufacturer’s recommendations for 

installation and maintenance must be adhered to, with an appropriately experienced 

and competent Contractor undertaking all works.   

3.3.2 Unreasonable maintenance expenditure will not be incurred.   

3.3.3 The work will not detract from the future letting of the property and any costs 

incurred by the Association to upgrade the improvements will be deducted from the 

compensation payable.   

3.3.4 An inspection may be required before any work proceeds and will be required 

upon completion to ensure that the work is carried out in accordance with the work 

for which consent is given.   

4 Compensation Payments   

4.1 The Scottish Government has provided a formula for compensation, linked to the 

costs for improvements, to the Association.   

4.1.1   Any improvements must not be provided simply for cosmetic purposes.   

4.1.2   For all approved improvements the tenant must have obtained the necessary 

building warrants and planning consents.  The work carried out must comply with the 

terms of these approvals.   

4.1.3   The cost of any improvement grants received by the tenant shall be deducted 

from any compensation due.   

4.1.4   The amount of any arrears or outstanding rechargeable repairs shall be 

deducted from any compensation due.   

4.1.5   Compensation will only be made upon termination of tenancy.  The tenancy 

will not be treated as terminated unless the person claiming  
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compensation vacates the house concerned.   

4.1.6   Compensation will not be payable in instances where the tenancy is 

terminated because the Housing Association has obtained a Court Order to 

repossess the house on the grounds of the tenant’s breach of tenancy conditions, 

e.g. eviction for rent arrears anti-social behaviour etc.    

4.1.7   Wellhouse Housing Association may consider rejecting application where a 

programme exists to carry out an improvement within a period of 2 years.  

Exceptions to this may be considered on medical grounds.   

4.2 Qualifying Improvement Work   

4.2.1    A list of qualifying improvements is identified in item 4.3.1 below.   

4.2.2   The improvements for which compensation has been made will be the 

property of the Association except in the event of a sale.   

4.3 Amount of Compensation   

4.3.1   The method of compensation will be based on the depreciation of the 

improvement over the notional life as defined below:   

Improvement Notional Life Bath or Shower 12  

Wash-hand basin 12  

Toilet 12  

Kitchen sink 10  

Storage cupboards in bathroom or kitchen 10  

Work surfaces for food preparation 10  

Space or water heading 12  

Thermostatic radiator valves 7  

Insulation of pipes, water tank or cylinder 10  

Loft insulation 20  

Cavity wall insulation 20  

Draught proofing of external doors or windows 8  
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Double glazing or other window replacement or secondary glazing 20   

Rewiring or the provision of power and lighting or other electrical fittings (including 

smoke detectors) 15   

Security measures, excluding burglar alarm systems 10    

4.3.2   The sum deducted from the costs will be for completed years of the notional 

life, parts of years will be disregarded.   

i.e. Tenant installs central heating 10 years ago Cost of the improvement £1200 

Amount of compensation £200   

5 Claims for Compensation   

5.1 Claims for compensation shall be made in writing within 28 days of the tenancy 

coming to an end.   

5.2 Payment of compensation will normally be made within 28 days of receipt of the 

claim.   

5.3 The Technical Manager will have the delegated authority to arrange payment 

under the scheme. 
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Appendix 5  

Examples of adaptation works which may be carried out by the Association   

General Alterations    

Extension or alteration to provide bathroom, w.c. or bedroom etc. with level or 

suitably ramped access.    

Garaging and external facilities    

Widening of garden paths    

Carport and/or undercover access to the dwelling if practicable    

Remote control garage door to existing garage used (or for) a disabled driver    

Approaches to Entrance Doors    

Modification of steps, for example to widen treads or incorporate half steps or create 

a ramp    

Handrails or balustrading to ramps/steps and elsewhere within the dwelling where 

necessary    

Doorcall and entryphone system    

Doors and Windows   

Widening or re-hanging of doors to permit wheelchair manoeuvre    

Substitution of sliding or bi-fold doors for side hung doors    

Suitable ironmongery, for example lever handles in lieu of knobs, pull handles and 

rails to doors or kicking plates and/or protective edging to door frames and stiles   

Remote control door/window openers    

Conversion of window to French window where no other access to a garden area is 

possible    

Alterations to windows to give satisfactory sight lines for people in wheelchairs   

Larger windows for visually impaired people    

Staircase and Vertical Circulation    

Additional handrail to staircase or gate at head or foot of stairs    

Water Services    
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Substitution of screw down for lever taps    

Re-fixing of taps at convenient level    

Remote control valves for taps    

Thermostatic control for shower    

Relocation of control valve for mains water supply    

Electrical and Heating Services    

Re-fixing for socket outlets at suitable level, additional socket outlets or rocker 

switches    

Alarm call or loud bell for people with hearing difficulties.    

Relocation of prepayment meters or of thermostat heating controls    

Central heating or supplementary radiators to existing installation    

Fixed heating appliance (gas or electric) in place of open fire or other solid fuel 

appliance   

Fluorescent lights in kitchen, bathroom or other working areas for visually impaired 

people    

Warning systems for people who are hard of hearing e.g. Flashing lights    

Provision of power supply for electric hoists suspended from ceiling track    

Relocation of main switches for gas or electricity    

Provision of Lifting Aids   Reinforcement of ceilings and provision of track for 

personal hoist    

Entrance Halls    

Delivery shelf    

Relocation of clothes hanging rails    

Kitchens    

Alterations to provide fixed storage units, worktops and sink units at convenient 

levels    

Non-slip flooring    

Waste disposal unit to sink    
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Bathrooms and W.C’s    

Shower unit in place of or to supplement bath    

Shower cubicle, special wc fixture, special bath, suitable washbasin and/or bidet   

Raising of wc fixture    

Sluice sink    

Platform at head of bath    

Storage    

Storage provision for a wheelchair   
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Appendix 6  

Charter Indicators  

1. Percentage of customers satisfied with the overall service provided by their 
landlord. 

 

7.  Percentage of stock meeting the Scottish Housing Quality Standard (SHQS). 

 

 8. Percentage of properties at or above the appropriate NHER (National Home Energy 
Rating) or SAP (Standard Assessment Procedure) ratings specified in element 35 
of the SHQS, as at 31 March each year. 

 

 9.  Percentage of customers satisfied with the standard of their home when moving in. 

 

11.  Average length of time taken to complete emergency repairs.  

 

12.  Average length of time taken to complete non-emergency repairs.  

 

13.  Percentage of reactive repairs carried out in the last year completed right first time.  

 

14.  Percentage of repairs appointments kept.  

 

15. Percentage of properties that require a gas safety record which had a gas safety 
check and record completed by the anniversary date.  

 

16. Percentage of customers who have had repairs or maintenance carried out in last 
12 months satisfied with the repairs and maintenance service. 

 

22. Percentage of approved applications for medical adaptations completed during the 
reporting year.  

 

23.  The average time to complete applications.  


