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NORTH LANARKSHIRE COUNCIL 

To: HOUSING COMMITTEE 

From: DIRECTOR OF HOUSING 

REPORT 

Subject: REPAIRS AND MAINTENANCE 
POLICY REVIEW 

Date: 15 JANUARY 1996 Ref: GSWMR 

1.1 Introduction 

1.1 Reference is made to my progress report of 10 October 1995 which was submitted to the first meeting 
of the Housing Committee on 25 October 1995. Within the aforementioned report I indicated my 
intention to submit more detailed reports on all major aspects of the housing service in order that 
Committee could determine the policies and service standards which should operate from 1 April 
1996. 

1.2 The purpose of this report is to review the following aspects of repairs and maintenance policy: 

e Service Standards and Response Times 

Window and Door Replacement 

e Service Delivery Arrangements - Moodiesburn area 

e Out of Hours - emergency service 

e Tenant Discount Scheme 

e Rechargeable Repairs 

For each of the above, the report will highlight the main variations in policy across each of the 
merging authorities and where possible, make recommendations as to how these differences should be 
tackled in the short term. 

1.3 A number of other areas of repairs and maintenance policy are still being examined and will be the 
subject of a follow up report which will include: 

e Planned and Programmed Works 

e Decoration Allowances 

e Fencing Replacement 

e Aids and Adaptations 

e Void Houses 
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2.0 

2.1 

2.2 

3.0 

3.1 

3.2 

3.3 

3.4 

3.5 

Background 

The new Council will annually spend in excess of 528.7m from its revenue budget on the repair and 
maintenance of its housing stock totalling approximately 54,000 properties. The repair and 
maintenance service is one of the most important elements of the comprehensive housing service 
which the authority aims to make available at a local level throughout the area. 

This policy review is undertaken to ensure that a quality repairs and maintenance service is provided 
and specifically to ensure that it: 

8 

8 

8 secures value for money 
8 complements capital investment programmes 
8 is delivered efficiently at a local level 
8 meets the expectations of tenants 

meets the Council's statutory obligations 
maintains the housing stock in a satisfactory condition 

Service Standards and Response Times 

The landlord's obligations regarding the upkeep of dwelling houses and timescales for carrying out 
repairs are mainly defined in the Housing (Scotland) Act 1987 and more recently in specific 
regulations such as the "Right to Repair". Comparison of the existing policies within each of the 
merging authorities not surprisingly identified many similarities in policy and practice with the main 
differences being identified in the target response time for the different categories of repair. 

Appendix 1 summarises the main repairs camed out in each area in terms of existing policy 
regarding tenanaandlord responsibility and the relative priority given to various categories of repair. 
The extreme right hand column of this appendix details the recommended approach to be adopted by 
the new Council which in the main adopts the existing range of service as the baseline for 
development and enhancement from 1 April 1996. 

Appendix 2 identifies the target response times established for all emergency and routine repairs and 
the appropriate percentage repairs issued under these categories each year. As can be seen the target 
response times differ between authorities and it is recommended that with effect from 1 April 1996 
the following standards should be adopted throughout North Lanarkshire:- 

8 Priori[y One - Emergency Repairs (response within 3 hours day and night) 

8 Priority Two - Urgent Repairs (completion within 3 working days) 

e Priority Three - Routine Repairs (completion within 7 working days) 

8 Priority Four - Routine Repairs (completion within 20 working days) 

Adoption of the above standards will secure the continuation of a highly responsive repairs service 
with target timescales which are achievable within existing financial and operational resources. It 
should be noted that these priorities are also detailed within the recommendations set out in 
Appendix 1. 

Within the confines of routine repair priorities 3 and 4, it is proposed in due course to introduce an 
appointment system operated through the MDIS repairs software. 
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4.0 

4.1 

4.2 

window and Door Replacement 

All merging authorities have as a major capital programme priority the completion of window 
replacement in both pre and post war houses. Policy in relation to the ad hoc replacement of windows 
and the replacement of entrance doors however varies significantly between authority as illustrated in 
Appendix 3. To address these differences the following recommendations are submitted for 
consideration. 

All current capital financed window replacement programmes should continue to 
completion using current district policies. 

Ad hoc PVCu window replacements should continue, where original windows are 
unrepairable. This would apply to all types of windows with the exception 
of high performance hardwood windows, which will be replaced meantime like 
for like. 

If a property requires 60% of its windows replaced at any one time then all 
windows should be replaced. 

If a window replacement programme is due within 12 months, a temporary repair 
(make safe) should be camed out on the original window, with the replacement 
taking place within the forthcoming capital works. Make safe repairs should 
comply with legislation keeping property windwatertight and secure. 

Double Glazing: Current district programmes should continue as present. 
However a hture programme encompassing NLC to replace single glazing 
with double glazing should be formulated. 

Cognisance should be taken of tenants who purchased double glazing within 
current contracts e.g. rents could be adjusted where NLC fit double glazing 
within a fiture contract, tenants who purchased double glazing previously could 
have nil rent increase. 

A maintenance/service programme should be introduced (ideally within area 
office paintenvork cyclical work) to overhaul, lubricate and adjust all PVCu 
windows and doors. 

All doors and windows fitted either through capital programmes or on an 
ad hoc basis should be manufactured to the same specification and design but 
using existing profiles. 

All external timber doors requiring replacement should be fitted in PVCu, 
with the exception of doors onto communal stairs, walkways which 
will be fitted in timber (fire check doors). 

Cost to be monitored for the first year taking cognisance of price variation 
between original timber and PVCu doors and anticipated increase in 
number of requests from tenants for new doors. 

Standard six designs/styles for PVCu doors should be offered. 

Capital window programmes should include replacement doors only where 
door is an integral part of a window screen - side light etc. 
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oc) Damaged timberPVCu doors should be recharged to tenants. Tenants will 
make payment (or agree an arranged payment) prior to replacement door being 
fitted, original door should be temporarily repaired to ensure property is secure, 
wind and watertight until payment is made. 

5.0 Service Delivery Arrangements - Moodiesburn Area 

5.1 Whereas the repairs service in Motherwell, Monklands and Cumbernauld and Kilsyth can continue to 
be provided on the basis of existing contract arrangements from 1 April 1996 this is not the case with 
regard to the proportion of the housing stock transferring to North Lanarkshire from Strathkelvin 
District Council (2,027 houses). 

5.2 On the assumption that North Lanarkshire Council would wish to provide all aspects of the repair 
service (with the exception of servicing and repairs of gas central heating units) by its own Building 
Services Department work has progressed to absorb this work within the Motherwell District Council 
bulk tender contract system. Work will, therefore, be issued to the NLC Building Services 
Department based on the job types and schedule of rates codes currently operating in Motherwell to 
cover the Moodiesburn area where a works centre will be established. 

5.3 The servicing of some 1,500 gas central heating units could be added on to the existing contract with 
the Monklands area covered by Gas Plan and it is recommended accordingly. 

6.0 Out of Hours Emergency Service 

6.1 In the short term current emergency out of hours services will continue in the same format. The 
Moodiesburn area service will, however, be controlled through Motherwell emergency system 
utilising NLC Building Services workforce (as in 5.1 and 5.2). 

6.2 Work will continue to develop a centrally based system covering all North Lanarkshire including 
other Council departments who require to operate an out of hours service with the aim of becoming 
operational by 1 April 1997. 

7.0 Tenant Discount Scheme 

7.1 A Tenant Discount Scheme operates in the Motherwell area only and enables tenants to make a 
contribution to the replacement of fitments which due to their condition do not merit replacement 
under the Council's repair and maintenance policy. The scheme is extremely popular and it is 
recommended that it be updated as detailed within Appendix 4 and adopted for operation throughout 
all of the North Lanarkshire area within defined budgetary limits. . 

8.0 Rechargeable Repairs 

8.1 It is important that all tenants are treated on a fair and consistent basis regarding the completion of 
repairs. Any repairs which are deemed to be the tenants responsibility by definition or through 
neglect or abuse should however be carried out on a k l ly  re-chargeable basis using the very 
competitive contract prices provided by the Building Services Department. Owner occupiers should 
also be recharged for a percentage of all communal repairs within their block (e.g. owner occupiers 
within 4 in a block flat would be charged 25% cost of Council repairs). In all cases re-chargeable 
repairs should be subject to an additional administrative charge determined on the following scale: 
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&l .OO to 550.00 
€51.00 to &100.00 

5 

Administration Charge Table 

plus 55.00 
plus 510.00 

I 5101.00 to &150.00 I Dlus I 515.00 I 

9. Summary and Recommendations 

This report reviews key areas of the repairs service and outlines proposals for implementation on 
1 April 1996. 

It is recommended that Committee approve:- 

(9 The operation of a repairs and maintenance policy as detailed at Appendix 1. 

(ii) The revised target times for each category of repair as outlined in paragraph 3.3 

(iii) The recommendations contained in paragraph 4.2 in relation to window and 
door replacement. 

(iv) The inclusion of Moodiesburn area within the existing Motherwell District Council 
bulk tender contract system for day to day repairs and the existing Monklands 
District Council contract for gas appliance servicing. 

(4 The continuation of the out of hours emergency service as outlined in paragraph 6 .  

(vi) The extension of the Tenant Discount Scheme to all tenants in North Lanarkshirc 
and the pricing structure as outlined in Appendlx 4. 

(vii) The continuation of rechargeable repairs and the introduction of administration 
charges as outlined in paragraph 8.1. 

G S Whitefield 

Encl 

NLC63.doc 
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REPAIRS SERVICE S TANDARDS AND REPAIR 
RESPONSIBILITIES 

APPENDIX 1 

(Key to priorities used by aggregating authorities) 

CUMBERNAULD & KILSYTH (CKDC) 

Priority 1 = 3 Hours 
Priority 2 = 3 Days 
Priority 3 = 10 Days 
Priority 4 = 20 Days 

MONKLANDS 

Priority E = 24 Hours 
Priority U = 72 Hours 
Priority R = 23 Days 

MOTHERWELL 

Priority U = 2 Hours 
Priority X = 24 Hours 
Priority 1 = 3 Days 
Priority2 = 7 Days 
Priority 3 = 21 Days 

STRATHKELVIN 

Priority 0 = 3 Hours 
Priority 1 = 48 Hours 
Priority 2 = 5 Days 
Priority 3 = 20 Days 

NORTH LANARKSHIRE 

Proposed Priority 

Priority 1 = 3 Hours 
Priority 2 = 3 Days 
Priority 3 = 7 Days 
Priority 4 = 20 Days 



NORTH LANARKSHIRE COUNCIL 
Repairs Service Standards Repair Responsibility Appendix 1 
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Appendix 2 

NORTII LANARKSHIRE COUNCIL 
REPAIRS SERVICE STANDARDS - REACI'IVE RlCPAIIt PRIORITY 'I'IMESCALES 

Response within 3 hours 
Completion within 3 working days 
Completion within 10 working days 
Completion within 20 working days 
Corndetion as aareed 

31% 
29% 
37% 
2% 
1 Yo 

6569 
6168 
7818 
430 
141 

U Attended to within 2 hours (W.HoUrs) 5 yo 5336 
x Attended to within 24 hours 25% 24920 
I Completion within 3 working days 10% I0444 

3 Completion within 21 working days 42% 42604 
2 Completion within 7 working days 1lYO I1212 

5 
1 

2 
3 

Standby response within 3 hours 
Follow up to emergency, completion within 2 
working days 
Completion within 5 working days 
Completion within 20 working days 

nlc2- Iblwordlw2 
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NORTH LANARKSHIRE COUNCIL 
AD-HOC WINDOW AND DOOR REPLACEMENT POLICY 

* Estimated Figure 

nlc4a/word/w I 
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Item Discount 
Price 

Sink Unit 92.93 
Bathroom suite 165.23 
WC pan 25.35 

handles 
WHB 38.00 
WHB & pedestal 40.96 

1700 steel bath (with 93.72 

Appendix 4 

Proposed Total Price 
Including VAT 

(1 7.5 Yo) 

109.19 
194.15 
29.79 
110.12 

44.65 
48.13 

North Lanarkshire Council 

Tenant Discount Scheme Items Subject to 50% Discount 

WC cistern (plastic) 
WC cistern (china) 
WC seat & lid 
Tiled grate (with 

18.85 22.15 
26.88 3 1.58 
4.82 5.66 

204.43 240.2 1 
b.boiler) 
Post formed worktop 
Base/wall unit 
Internal saple door 

1 1.24 13.21 
44.64 52.45 
26.72 3 1.40 

nlc3 .doc 
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Item 

PVCU Door various type 
PVCU Door Screen various 
type 
PVCU Window* upto 1 sqm 
PVCU Window* over 1 sqm 
PVCU Screen* 
Double glazing addition to 
above windows 

Appendix 4 
Continued 

Discount Price Proposed Total Price 
Including VAT (17.5%) 

323.8 1 392.50 
462.19 560.23 

217.34 263.03 
401.05 486.12 
805.50 976.36 
16.83 20.40 

North Lanarkshire Council 

Tenants Discount Scheme Items Subject to 25% Discount 

* PVCU Window price for single glazed units 

nlc3a.doc 




