REPAIRS, DEFECTS
AND MAINTENANCE

FOR HOME OWNERS

THAMES VALLEY HOUSING



Repairs, defects and
maintenance

The leaflet gives you information about:

* What a defect is and how it differs from repairs
* How to report defects and communal repairs

* How long your repair will take

e Your, and our responsibilities

* Maintenance your communal areas

* Improvements you can make

Reporting Repairs

To report a repair or defect, including
emergency defects please contact:
Customer Services Centre on

0800 358 7767 and choose option 1.

What is a defect?

After we receive handover of our new properties
from the builder, there is a ‘defects liability period’.
This varies with each property, but is usually 12
months. Please note that it starts from the date the
completed building was handed over by the
developer to TVH, and not from the date you
bought your home.

A defect may be in your home orin one of the
communal areas. As a home owner you can only
report intfernal repairs to your home during this
period. You should report them to the CSC who
will assess whether they are defects or not. If they
are not, you will be responsible for the repair.

Something is a defect if it is missing, doesn’t work or
is broken.

[tems which are not defects include:

* Any repairs that have come about during the
defects period due to any fittings, alterations or
additions you have made to your home.

* Any damage you or your visitors have caused.

e Such issues as minor cracking to the plaster
work etc



NB You should still report communal repairs during
this period, whether they are considered defects
or not.

Once the defects period has passed, you can only
report communal repairs.

What happens when you
report a defect?

If a repair or fault is deemed a defect, after you
have reported it, the confractor will let you know
whether it will be dealt with immediately or af the
end of the defects period.

Less urgent defects will be considered during the
‘end of defects’ inspection, which takes place at
the end of the defects liability period. Our
consultant and the builders will carry out an
inspection of your home and the communal areas.
This inspection is used to identify and agree what
work (if any) still needs to be completed. You
should make a note of any defects that appear

during this period and show them to the inspectors.

If you are not able to be at home for the inspection,
please ensure that you make TVH aware of your
defects before the date of this inspection.

Emergency defects

If a defect is likely to cause damage to the
property, or your health or safety we will deal
with it as an emergency. You should report these
immediately to the Customer Service Centre on
0800 358 7767 (option 1).

Structural faults

All of our newly built homes have a warranty for
major structural faults. This warranty normally
lasts for either 10 or 12 years.

If you think your home is suffering from a maijor
structural fault, please let us know immediately
by calling the Customer Service Centre on 0800
358 7767. You should also contact the National
House Building Council on 0844 633 1000. The
NHBC provide the vast majority of these
warranties. A small number of homes have a
different warranty provided. This information
should have been provided by your solicitor. If
you are in any doubt, contact your solicitor or
the Customer Service Centre.



If you think that your home is suffering from a
major structural fault, please let us know
immediately and contact the National House-
Building Council (NHBC) on 0844 633 1000.

Reporting communal repairs

Once the defects liability period has ended we
are responsible for repairs to the communal parts
of your block or estate. You are responsible for
the internal repairs to your home.

Ways to report

communal repairs
1. By telephone:

All Repairs Monday to Customer Service

Friday Centre
8am - épm

on 0800 358 7767
Choose option 1

Emergency [EolljF.1¥6iil<l-3 Customer Service

repairs only RlelV§¥elle} Centre on
weekends 0800 358 7767

Choose option 1

From a Office hours Customer Service

mobile and Centre on
Emergency 0208 607 0677
[{ToLel (R M1l Choose option 1

office hours

NB If you are reporting an emergency repair out

of office hours and you are not transferred to our
emergency repairs line, you should call 01707 290
219.



2. Using the website at www.tvha.co.uk
How to report a repair online

Go to ‘My TVH' which is at the top right-hand
corner of the Home Page. You need to register
first, and once you have registered you can
report a repair immediately.

To register you will need:

* Your Tenant Reference number
* Your postcode

* Your email address

* A memorable password

If you registered to use our previous TVH website,

you can use the new one automatically.

NB Emergency communal repairs should be
reported immediately to the Customer Service
Centre on 0800 358 7767 (option 1).

3. Write fo us with full details of the communall
repair and how to contact you.

Address your letter o the Customer Service
Centre aft:

Thames Valley Housing Association
FREEPOST TK1763

52 London Road

Twickenham

Middx

TW1 3BR

4. In person by visiting our offices located at
Premier House, 52 London Road, Twickenham,
TW1 3RP




Prioritising repairs

Category and

time completed

Types of repairs

Category and
time completed

Types of repairs

Emergency
Dealt with in 24
hours.

This only applies to
the work that is an
emergency. Part

of the repair work

Repairs that address
danger fo life, restore
essential services, maintain
a weather-fight condition
and make safe any
structural faults.

For example, in communal
areas of flafs: gas leaks*,

Non-urgent
Dealt with in
28 calendar days.

Repairs that are not an

immediate health or safety
risk. For example, broken or
damaged guttering to flafs.

may be burst water pipes, falling
completed at a masonry, loose hanging
later stage. electrical wires.
*(contact National Grid on
0800 111999 immediately if
you suspect a gas leak)
Urgent Repairs that prevent faults
Dealt within 7 affecting the health of the

calendar days.

occupants, visitors or the
public. For example, in
communal areas of flats:
external blocked drains,
major roof leaks.

Planned

Usually covered
by a planned
mainfenance
programme within
agreed times.

External redecorations and
maijor repairs for flats only.




Your and our responsibilities... Flats

Our responsibilities mainly cover communal areas. If you live in a flat, TVH is responsible for:

* The foundations (including brickwork,
concrete, damp proof course)

e The roof (including structure and coverings)
* Rain water gutters and pipes

*« Communal staircase repairs

* Communal windows

e External frames for windows

* Communal electrical wiring and lighting

* Entry phones

e Communal TV aerials

* Fire protection systems

* Communal rubbish facilities e.g. the bin store
(your rubbish is collected by your local authority)

* Plumbing (burst pipe up to the main stopcock,
communal water tank or communal soil pipe)

* Enfrance halls, communal doors and areas

e Flat entrance door frames



Outside structures (including boundary walls

and fences, pathways, balconies, access stairs,

garages, communal ventilation systems and
communal lighting that is owned by us)

You are responsible for:

The front door to the flat
Locks and fittings

Glass in windows

Electrical lighting in the flat

Domestic plumbing (including stopcocks, burst
pipes beyond the main stopcock, individual
water tanks, basins, baths or showers, toilets,
taps, water heaters and heating systems)

Internal decorations
All internal repairs

Removal of bulk items of rubbish

Houses

We will maintain the external communal areas
including:

* Rubbish facilities e.g. communal bin store
cupboards (your rubbish is collected by your
local authority)

* External communal boundary walls, fences
and pathways

* Lighting in communal areas which is not the
responsibility of the local council

e Trees in communal areas if they are not the
responsibility of the local council

You are responsible for all the repairs or
maintenance to your property (both intfernal and
external). If you have a private garden, you are
responsible for keeping it fidy.



Major works

You may have to pay a share of the cost for the
communal repairs we carry out to buildings or
grounds at your scheme. This includes day-to-
day repairs and planned work.

We make an allowance for the cost of day-to-
day repairs in your annual service charge. This
will normally cover your confribution fowards
work of this type.

We also make an allowance for cyclical
decoration work, which we carry out every 5 or
so years. This allowance is called the sinking
fund. The sinking fund can also be used to
collect contributions “on account” for other
types of planned work, such as window
renewal, roof replacement or work to the
communal enfrance.

If we need to carry out large-scale work, we will
write to you with details. According to current
legislation we will formally consult you if the cost
of the work is more than £250 per household.

If you would like more information about
planned maintenance, please go to
www.tvha.co.uk/resident-services or conftact the
Customer Service Centre on 0800 358 7767
(option 1).



Payment for major works

In some cases the cost of major works are not
recovered through the Sinking Fund. They may be
invoiced separately from service charges. Once the
work has begun you may be issued with interim
invoices for the estimated cost. A final invoice will
be sent after the work and any defects warranty
period have ended. The invoice is payable within 28
days of its receipt. If you are unable to pay this,
please contact us within the 28 days.

Improvements you could
make

You have the right fo make improvements to your
home if they are approved by us in advance
and comply with your lease.

We will usually agree if the work is carried out to a
good standard, meets with planning and building
regulations and does not damage the property.

You will need to supply written information to us
on the improvement including drawings,
planning consents and building control
requirements, where necessary. We may send a
maintenance surveyor to visit your property to
assess the proposals and/or the completed work.

If you have a private garden, you are responsible
for keeping it tidy.
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Translations and Interpretation

If you need to contact us about anything and need an inferpreder, call 0800 358 7767 and

tell us your language.
We can also provide a large print er an audlo version of this document
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