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First Choice are committed to encouraging equality, diversity and inclusion among our workforce, and eliminating unlawful discrimination

1.0 AIM

To recover the cost of repairs which are not the responsibility of First Choice Housing Association Ltd.

2.0 OBJECTIVE

To clearly define the repairs which are not the responsibility of First Choice Housing Association Ltd, highlighting the source of funding.

3.0 DEFINITION OF RECHARGEABLE REPAIR

A rechargeable repair is one which is not part of the Landlord’s normal repair obligation and can be identified as:
Rechargeable repairs are typically the responsibility of the tenant where they are:-

· A direct result of intentional damage, accidental damage or negligence by the tenant, the tenant’s family, or visitors to the property (unsupported properties only).

· Clearly the responsibility of the tenant, as defined by their housing contract or tenancy agreement.
· Work is carried out at the request of the tenant that are not the landlord’s responsibility and acceptance of all costs incurred has been received in writing from the tenant before works have commenced. The Customer Services Manager can agree payments by installments. 
Rechargeable repairs are typically the responsibility of the support provider where they are:-

· A direct result of intentional damage, accidental damage or negligence by an employee of the support provider.

· Repairs are required to communal areas claimed within the support provider service charge.
· Work is carried out at the request of the support provider that are not the landlord’s responsibility and acceptance of all costs incurred has been received in writing from the support provider before works have commenced including details of who the recharge invoice should be sent to, their address, telephone number and email address. 
4.0
TYPES OF RECHARGEABLE REPAIRS

The following list provides some examples of the type of repairs that are rechargeable.  This list is not exhaustive. :-

· Damage to the Association’s fixtures and fittings, e.g. sockets, light fittings, windows, kitchen fittings, sanitary equipment, doors, locks and radiators (unsupported properties only).
· Call outs to heating and water appliances, where it is proved that the call out was not required or that misuse has resulted in the heating or water system not working properly, e.g. changing the cylinder stat setting from 58 degrees (unsupported properties or communal areas in supported living properties).
· Damage caused by bath overflowing (unsupported properties only).
· Blocked drains (unsupported properties only).
· Blocked toilets (unsupported properties only).
· Fire alarm system used or tested incorrectly (communal areas in supported living properties).
· Fire doors not shutting properly due to having been propped open or due to the fitting of new carpets or laminate floor coverings by the tenant or support provider (unsupported properties or communal areas in supported living properties).
· Electrics tripping due to portable electrical appliances, e.g. hairdryers, kettles, irons, toasters etc. (unsupported properties or communal areas in supported living properties).
· Supply of and repairs or maintenance to white goods such as cooker, fridge, freezer, washing machine, tumble dryer (unsupported properties or communal areas in supported living properties).
· Mobile hoist repair and servicing (unsupported properties or communal areas in supported living properties).
· TV aerial repairs (unsupported properties or communal areas in supported living properties).
· Replacement floor coverings, when not replaced as part of a major repair or revenue improvement (unsupported properties or communal areas in supported living properties).
· Missed arranged appointments with contractors, where the Association is invoiced i.e. failure to provide access (only if the contractor provides written evidence of the missed appointment – e.g. date and time the appointment was arranged and who they spoke to).
· Lost keys \ gaining access to property or rooms (unsupported properties or communal areas in supported living properties).
5.0
ADVISING THE TENANT / SUPPORT PROVIDER THAT A REPAIR IS RECHARGEABLE

If a repair is reported by telephone the person reporting the repair should be advised if the repair is rechargeable by the Customer Services Team.
If a repair is rechargeable this must be indicated on the Works Order, a copy of which will be sent to the property via email. A recharge form will be sent to the person reporting the repair and advised the repair will be rechargeable.

In some circumstances it may not be possible to identify a repair as rechargeable until a report has been received from the contractor. The tenant / support provider will then be advised and this communication will be logged on the FCHA Database comms system and linked to the work order. 
6.0
 TENANTS / SUPPORT PROVIDER UNDERTAKING THE REPAIR 


There may be occasions where the tenant / support provider wishes to carry out the repair. The Association’s Technical Services Team will advise whether the repair can be carried out by the tenant / support provider and the expected standard of the repair.  If it is not acceptable for the tenant / support provider to carry out the repair the Technical Services Team will specify that one of the Association’s approved contractors must carry out the repair.


Any contractor used who is not on the Association’s approved list, must provide a copy of their current Public Liability Insurance (PLI) to the tenant or support provider and FCHA before they start any work.  The contractor must have minimum cover of £2 million, but if they use heat generating equipment for hot works must have £5 million cover.

7.0
 EXCEPTIONAL RECHARGE INVOICES

On some occasions a recharge invoice may be issued for works requested by the tenant / support provider and organised by the Association e.g. replacement  of safety flooring in kitchen & bathroom prior to its planned replacement date, putting up shelves or fitting TV wall brackets, etc.
8.0      INVOICING FOR RECHARGEABLE ITEMS

On receipt of the contractor’s invoice the Association will obtain confirmation from the tenant / support provider that the work has been carried out to the expected standard.  The Association will pay the contractors’ invoice and send the tenant / support provider a recharge invoice. The recharge invoice will identify the work carried out, the reason why the work was not considered to be a qualifying repair, and the cost of work accompanied by a copy of the contractor’s invoice.

Recharge invoices are payable within 14 days.

9.0
INSURANCE CLAIMS 

There may be occasions when the Association can make an insurance claim for works required due to tenant / support provider damage / negligence. In these circumstances the tenant / support provider will be charged for the insurance excess on the Association’s policy. The Association’s excess is £500.

10.0
RESOLVING DISPUTES

If the tenant / support provider believes that they have been recharged for works for which they are not responsible, they should write to the Association’s Technical Services Manager or Customer Services Manager outlining their reasons. The Technical Services Manager or Customer Services Manager will investigate and respond in writing in 7 days.

11.0
RIGHT TO APPEAL

If the tenant/ support provider does not agree with the Technical Services Manager’s or Customer Services Manager’s decision they have the right to appeal under the Association’s Right to Appeal policy.

12.0
MONITORING

The cost of rechargeable items will be recorded in the Association’s Aged Debtors Report available through the SAGE software.  This will:-

· Highlight any problems with the Association’s policy and practice.

· Keep track of increasing or decreasing repair incidents which may demand other action.

RECHARGE INTERNAL PROCEDURE 
13.0
IDENTIFYING RECHARGEABLE REPAIR 


Where ever possible the Customer Services Team will identify any rechargeable works while taking a repair request.In some circumstances it may not be possible to identify a repair as rechargeable until a report has been received from the contractor.
14.0
COST OF REPAIR


If the repair is likely to be costly the tenant /support provider should be contacted. If the tenant / support provider wish to proceed, written confirmation is required before a work order can be raised. Should the works required affect the heath, safety & security of the property and its occupants, these works may be issued as a priority without estimates being obtained.
15.0
THE WORKS ORDER


The Works Order must categorise the status of the repair and the works required. The works order must also state that the works will be recharged, if it is known at this stage.
A copy of the Works Order should be sent to the property.
16.0  
STANDARD OF WORKMANSHIP


Payment must not be released for a contractor’s invoice until confirmation has been received from the tenant / support provider that the work has been carried out to the expected standard.
If the repair is not to the expected standard a defect notification should be issued to the contractor. 

17.0  
RECHARGE INVOICES
On receipt of the contractor’s invoice the Customer Services Advisor or Technical Officer will identify why it is not a qualifying repair, to whom the recharge invoice should be addressed and this will then be passed to the Finance Department to pay.
The recharge invoice will be issued by the Finance Department through the SAGE software. The recharge invoice will identify the work carried out, the work order number, cost of the work and a copy of the contractor’s invoice.

The original recharge invoice with a copy of the contractor’s invoice will be sent out to the tenant / support provider, a copy of both invoices are kept for finance records on the G:/drive The Finance Manager to provide The Customer Services Team with read only access to SAGE to enable them to view outstanding payments and copy invoices. 
18.0
RECOVERY OF RECHARGE INVOICES

The Finance Department will record payment of recharge invoices through the SAGE sales ledger. Recharge invoices will be issued within 5 working days of each payment batch. SAGE produced statements will be issued within 5 working days of each calendar month end.

Payment of Recharge invoices is pursued fortnightly by the Customer Services Team and all contact should be logged on the FCHA Database comms system and linked to the original work order, with the recharge invoice also added to the work order as follows:

· 28 days after invoice date – the Customer services Team chases payment via email via the relevant contact on the invoice / FCHA Database.
· 14 days after issue of email, the Customer Services Team should telephone the invoice recipient to chase payment.
· The Customer Services Team should escalate to the Customer Services Manager any debts > 2 months old.
· The Finance Team shall provide an Aged Debtors Report for the recharge account nominal code at the end of every week to the Customer Services Team. The Finance Team must ensure that the original work order number and property address are including in the details field of the report. 
· The Recharges Aged Debtor values by age shall be reported on the Management Team monthly KPIs with any recharges outstanding over 4 months.
· The Customer Services Manager in conjunction with the Technical Services Manager should review all outstanding debts at the end of each quarter and recommend continuation of pursuit of debt or write-off to Day-to-Day maintenance or another appropriate budget. 
· The Customer Services Manager shall notify the Finance Team the details of any write-offs as required All write offs to be authorised by the Technical Services Manager. The Customer Services Manager to re-code repair on both the purchase invoice register and work order screen. Finance Team to re-code on SAGE.

19.0
RECHARGE CREDIT NOTES
· If an appeal against a recharge is agreed, a recharge Credit Note should be raised through the SAGE software.  All credit notes must be authorised by the Customer Services Manager in conjunction with the Technical Services Manager. The Customer Services Manager to re-code repair on both the purchase invoice register and work order screen. Finance Team to re-code on SAGE.

20.0
INSURANCE CLAIMS 

There may be occasions when the Association can make an insurance claim for works required due to tenant / support provider damage / negligence. In these circumstances the tenant / support provider will be charged for the insurance excess on the Association’s policy. The Association’s insurance excess is £500.
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