[image: image1.png]



WESTNEW MANAGEMENT LIMITED

1st Floor Northumbria House, Oceana Business Park, 

Davy Bank, Wallsend, Tyne & Wear

NE28 6UZ

Tel: (0191) 2636777                                                                      Fax: (0191) 2633975
WESTNEW MANAGEMENT LIMITED

Repairs & Maintenance
Repairs are an important part of our service to you. We aim to complete your repairs within an agreed timescale that is acceptable to you.

	We grade repairs in the following way

	Emergency repairs
	(Priority 1)
	To be done within 24 hours

	Urgent repairs
	(Priority 2)
	To be done within seven working days

	Routine repairs
	(Priority 3)
	To be done within 28 working days


How to report a repair

Repairs to your home can be reported in the following ways, by telephone to our repair line, by e-mail or by writing to our office.

We'll tell you how soon we will do your repair when you contact our repair line. We'll try to give you as much notice as possible, and ask if you would prefer us to visit you in the morning or afternoon.

Our Customer Services Team will take your repair reports between 9.00 a.m. and 12.00 noon, Monday to Friday. Outside of those hours repair reports will be picked up by an answer phone. This answer phone is cleared at regular intervals until 5.30 pm Monday to Thursday and 4.00 pm on a Friday. After these times all repairs on the answer phone will be dealt with at 9 a.m. the following working day. 

To report a repair by telephone ring our repair line on 0191 259 8748 

To report a repair by e-mail contact repairs@oceanagroupholdings.com
To report a repair in writing our office address is:


Westnew Management Limited


1st Floor Northumbria House 

           Oceana Business Park


Davy Bank, Wallsend


Tyne & Wear


NE28 6UZ

Information required when reporting repairs

When you call the repairs line you will be asked for the following information:

· Name

· Address of property requiring the repair

· Contact telephone number

· As much detail about the problem and possible

· Times when we can call (anytime between 9.00a.m. and 3.00p.m.)

When you report a repair you will be informed of a repair response time. This will be decided by the type and seriousness of the problem but will fall into one of the three categories shown below. We will agree with you a date and time of day (a.m. or p.m.) that a workman will call to carry out the repair which you have reported. It may also be necessary to inspect a problem beforehand to enable us to assess the extent of the repair. This will be agreed with you. You will be given an order number for your repair. These appointments must be kept. If you are not at home at the agreed time and the workman is unable to gain access to your property to carry out the repair, he will leave a card for you to contact the office for another visit and YOU WILL BE CHARGED A FEE OF £50, for the wasted trip, due within 7 days unless otherwise arranged. If you wish to cancel and re-book an appointment for exceptional reasons, this may only be done, without charge, if more than 48 hours prior notice is given to our repairs line. If your account goes above £200 action will be taken.
N.B. We will not be responsible for any costs if you appoint your own contractor to carry out a repair.

How soon will my repair be done?

We deal with all repair requests as soon as possible, but the wide range of repairs means we have to divide them into categories of urgency. These categories are:

Emergency Repairs - To be completed or made safe within 24 hours of notification, provided that notification is received by 12.00 noon on Friday (excluding Bank Holidays). 

Some examples of emergencies are:

· Fire

· Major flood

· Gas Leak – call Transco in the first instance on 0800 111 999

· Dangerous structure

· Blocked main drain

· Major storm damage

· Full breakdown of heating system or hot water system where the tenant has no alternative forms of heating or hot water

· Major burst pipes

· Any fault which would endanger life or put the safety of the public, tenants or the building at risk

· Total loss of mains water or electrical services or gas supply

Urgent Repairs - To be completed within 7 working days

Some examples are:

· Ground floor windows not able to be closed or locked

· Security faults

· Blocked waste systems (may be chargeable)

· Door entry system

· Lighting system faults (any fault for safety reasons)

· Glazing repairs (may be chargeable)

· WC not flushing

· Minor storm damage (make safe/water tight)

· Major roof repairs

· Locks (may be chargeable)

· Key cutting (may be chargeable)

· Fuses in consumer units and spurs

Routine Repairs - To be completed within 28 working days

· All other repairs

Deferred/discretionary Repairs

We put off some repairs until a later date, for example:

· Rebuilding of garden walls

· Replacing of fencing

· Works requiring major refurbishment

if this happens, we will inform you that the work has been deferred. A temporary repair may be done in the meantime.

Your Responsibility for Repairs

There are some repairs which are your responsibility. Before your tenancy started your home was inspected and any necessary works were carried out to bring it up to standard. You are responsible for providing, replacing or repairing the following:

· Anything that belongs to you

· Draught proofing

· Curtain rails

· Tidy dryers

· Strip lights (tubes and starters)

· Light bulbs

· Glazing. 

· Door bells

· Minor adjustments to kitchen cupboards and drawers

· Wall and floor tiles

· Coat hooks

· Trimming of doors for carpet clearance

· Work on minor cracks in ceilings and walls

· Toilet seats

· Replacement of lost keys

· New locks (there will be a charge for the replacement lock)

· Clearance of blockages in waste pipes and toilets caused by lack of care (e.g. fat, hair, disposable nappies)

· General good housekeeping (e.g. tightening screws)

· Sink and bath plugs

· Replacing batteries in smoke alarms

· Door furniture i.e. internal handles

Damage to your home

If you, your family or invited friends cause damage to any of our fixtures and fittings, or the property you live in then you must either make good the damage or pay us for any costs we incur in repairing the damage or replacement of an item. This also applies to fixtures and fittings damaged through neglect and carelessness. You must inform us immediately of any incident for our insurance purposes.

If any damage is caused to your home by an accident in an adjoining property (e.g. a flood) then we will repair the structural damage and make good any decoration damaged. However we are only insured for the building so any damage suffered by your personal effects must be claimed on your own household insurance.

If you suffer criminal or malicious damage to your home then we will pay for the repairs or replacement but only if you have reported the crime to the police and have a valid crime number. As a matter of course we will check this information. You should claim on your household insurance for personal effects stolen or damaged.

Improvements to your home

Before you undertake any improvements or alterations to your home you must write to us asking for permission. You must also seek permission from us before putting up a satellite receiver. You must not start any alterations before receiving a letter form us saying you can go ahead.

We will normally allow most alterations and we may also be able to help by providing you with some guidance on how to do it.

If you have added any fittings without first receiving written permission from our office, they will have to be replaced at your own expense. We will not carry out any work to your own gas/electric fire or your own kitchen appliances.

Decorating your home

It is your responsibility to keep the interior of your home in good decorative order; this includes minor repairs to surface cracks in ceilings and walls.

We are responsible for painting the exterior of your home.

Energy efficiency

In order to keep down your fuel costs, make your home warmer and help protect the environment it is important to use energy efficiently. Lost heat is costly and wasteful but you can prevent this by using simple techniques such as placing draught excluders in front of doors and using your heating wisely. You can save energy costs by turning off lights and electrical appliances when not required.

Our homes are to a high standard, but if you require draught proofing, this is your responsibility and for a small initial outlay you should be able to recoup your costs through reduced heating bills in the years to come.

You may be able to access some help with energy efficiency measures from your local Council who may operate grant schemes.

How to prevent condensation

Dampness and condensation can be easily confused. When dampness is caused by water penetration through your home, repair work can usually get rid of the problem. However, often the main cause of mould growth is condensation within the home.

Condensation occurs when warm air meets a cold surface. Water is formed at the point of contact with the cold surface, just as a bathroom mirror steams up when you have a hot bath. You can reduce the problems caused by condensation and dampness by following the advice below:

· Never block air bricks or vents in your walls, doors or windows. If you have a gas boiler in your home then vents may provide oxygen for the efficient operation of your heating system, therefore it is highly dangerous to block these vents off.

· When cooking in the kitchen, keep the door closed but open a window to allow steam to escape. If you have no windows the extractor fan should be left to run for a while.

· Reduce the amount of moisture in the air by not drying clothes directly on radiator or storage heaters.

· Do not allow kettles or pans to boil for longer than necessary.

· If you have an extractor fan – then use it, making sure it is clear and free of dust and rubbish.
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