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Cardiff Council
Repairs Policy

This policy sets out the way that Cardiff Council Homes responds to responsive repairs across its housing stock. It explains how repairs can be reported, the timescales for completion and the responsibilities of both the Council and tenants for different types of repairs. 
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Purpose
1.1 This policy outlines the approach that Cardiff Council Homes will take in delivering repair and maintenance services. This will comply with all applicable legislation and standards and provide a high-quality service for our tenants.  

1.2 Tenants rightly expect a reliable, straightforward and well managed repairs service. Our aim is to meet these expectations by providing clear communication, timely responses and a consistent approach to resolving issues. These commitments underpin our vision for the service.


2. Legislative and Policy Background
2.1 Under the Renting Homes (Wales) Act 2016, landlords have clear, legally defined responsibilities regarding the condition and safety of the homes that they provide. Part 4 of the Act places obligations on landlords to ensure that every dwelling is kept in repair and is fit for human habitation (FFHH) throughout the duration of the occupation contract. 

2.2 Under the Welsh Government Renting Homes Wales Act, an individual or household that occupies a property under an occupation contract, in exchange for paying rent is legally referred to as a contract holder. Feedback from our contract holders indicates they prefer to be referred to as tenants. Therefore, the term tenant will be used throughout this document.

2.3 The Welsh Housing Quality Standard (WHQS) 2023 sets minimum quality standards that all social housing homes in Wales must meet.  

2.4 The WHQS was strengthened from April 2026 and now includes further requirements relating to responding to hazards. Where hazards are identified, the Council will respond in line with the requirements set out in the Standard and any associated guidance, using a risk‑based approach that prioritises tenant safety. For more details, please refer to the WHQS Requirements on Responding to Hazards.

2.5 The Housing Health and Safety Rating System (HHSRS), sets out the approach to assessing the condition of a property and identifying any hazards, including damp and mould. The HHSRS considers the health needs of the residents alongside any issues with the property to assess the level of the risk. The HHSRS is used to determine whether a property is fit for human habitation. 


Vision Statement 
We aim to provide safe, high-quality homes in a good state of repair, which meet all legal, regulatory and contractual obligations. We will achieve this through planned and proactive maintenance and through timely and effective responsive repairs. 
We aim to provide a prompt, professional and efficient responsive repairs service, resolving the issue on the first visit wherever possible, and minimising any inconvenience to our tenants.  

We are committed to putting our tenants first and to ensuring that tenants feel informed, respected and supported throughout the repair process. 


3. Statement of Intent
· We understand that good quality housing is key to the health and wellbeing of our tenants and their families. Our intent is to ensure that every one of our homes is safe, warm and well maintained, providing tenants with a secure and comfortable place to live. This will be achieved through proactive and planned maintenance programmes of works alongside timely, effective responsive repairs.

· We aim to achieve high standards of customer care and overall tenant satisfaction by ensuring repairs are easy to report, through a range of accessible contact methods and that appointments are available at times convenient for tenants. 

· We will take a tenant centred approach, understanding the needs of the tenant and other residents in the household and responding appropriately. 

· We will take into account individual circumstances, making reasonable adjustments where required to make the service as accessible as possible.

· We will set clear timescales to ensure that repairs are prioritised and carried out promptly. We will publish our performance against these timescales. 

· We aim to deliver a ‘first time fix’, resolving the issues at the first visit. Where this is not possible, we will explain the reasons to the tenant. We will seek to arrange any necessary follow-on work during the initial visit, or as soon as possible thereafter.

· We aim to keep tenants informed throughout the repairs process, with regular updates and reminders.
· Our operatives will have the appropriate training and qualifications to carry out thorough investigations of reported concerns, and to implement the most appropriate repairs or improvements.

· We will clearly explain which type of repairs we will undertake as the landlord and which are the tenant’s responsibility. We will apply a consistent and fair approach when applying and recovering the costs of rechargeable repairs.

· We will ensure staff training and procedures reflect this policy, and use risk-based methods aligned with Welsh Housing Quality Standards, Housing Health and Safety Rating System and the Equality Act 2010.


4. Scope
4.1 This policy applies to all homes owned or managed by Cardiff Council Homes.

4.2 This policy applies to all tenants who have an occupation contract with Cardiff Council. 

4.3 This policy will be made available to tenants, via:
· Cardiff Council Housing website
· The sign-up pack for new tenants
· To all tenants on request

4.4 This policy applies to staff working within the Responsive Repair Unit (RRU), Surveyors, Inspectors, Operatives and Scheduling officers; Connect to Cardiff Contact Centre (C2C) teams and external contractors carrying out work on behalf of Cardiff Council Homes.  It may also apply to other staff working within services provided by Cardiff Council Homes.

4.5 This policy includes any cyclical maintenance, such as electrical and gas safety checks, which will be carried out on schedule, ensuring the safety of our tenants and their homes.

4.6 This policy does not cover private sector housing. For private sector housing, more information can be found at https://www.srs.wales/en/Home.aspx. 

This policy does not cover leasehold properties, i.e. Cardiff Council properties which have been sold. For any enquiries, the Leasehold Property team can be contacted by email leaseholdrtb@cardiff.gov.uk or on 029 2053 7150.

This policy does not cover accommodation provided as part of the tenants employment. 

This policy applies to homes owned or managed directly by Cardiff Council Homes. It does not apply to temporary accommodation, hostels or properties leased from private landlords or housing associations, which are covered by separate arrangements and policies.

4.7 This policy applies to repairs that relate to the home itself and to any associated communal areas, for example shared areas in a block of flats. 


5. Definitions
· Case Management team – The team uses a case management approach, taking responsibility for coordinating and managing damp and mould and other complex cases. This ensures that works are delivered in a joined-up way, rather than being addressed in isolation by individual trades.

· Contact Centre (C2C) – The Customer Service Contact Centre for Cardiff Council, which provides a direct link for tenants to report issues, request services and get advice.

· Contractors –In some cases we use external contractors to carry out responsive repairs.

· Cyclical Maintenance – Carrying out planned, recurring maintenance at set intervals to keep a building safe, compliant and in good condition.

· Damp – Excess moisture within a property caused by condensation, leaks, or structural issues.

· Decant: When a tenant must move temporarily because it is not possible for them to continue living in their principal home, the property where they hold their occupation contract (tenancy). This can happen either as a result of an emergency for example a fire; when planned major works are carried out or as a response to an unforeseen hazard in the property.

· Dry Homes Team – Specialist team dedicated to managing damp and mould cases.

· Hazards and Risk 
· Significant Hazard – Red risk rating.  Classed as category 1 within the HHSRS framework. The risk of harm is high and severe and requires immediate attention.
· Moderate Hazard – Amber risk rating.  Classed as category 2 within the HHSRS framework. The risk is lower than category 1 but still requires urgent attention.
· Minor Hazard – Green risk rating. Unlikely to cause serious harm and has a low severity rating.

· Independent Survey - an assessment of a property carried out by an external, independent surveyor where there are persistent or disputed repair issues, particularly relating to damp and mould.

· Mould – Fungal growth resulting from damp conditions.

· Occupation Contract – The legal agreement that gives a person (the contract holder/tenant) the right to live in a dwelling and sets out the rights and responsibilities of both the landlord and the contract holder. An occupation contract was previously called a tenancy agreement.

· Reasonable Adjustments – Changes or measures put in place to remove or reduce disadvantage experienced by a tenant due to disability, health condition, age or other protected characteristic, in line with the Equality Act 2010.

· Responsive Repairs Unit (RRU) – Manages and delivers day to day repair and maintenance for Council properties, ensuring homes are kept safe, secure and well maintained. 
· Risk Rating – The classification used to assess the level of risk posed by a reported issue, in line with the Housing Health and Safety Rating System (HHSRS), and to determine appropriate response priorities.


· Technical Managers – Manage the in-house workforce and contractors and will carry out inspections in tenants’ homes to determine works required and ensure repairs are completed to a high standard. 

· Tenants – Under the Welsh Government Renting Homes (Wales) Act, an individual or household that occupies a property owned by Cardiff Council under an occupation contract, in exchange for paying rent is legally referred to as a Contract Holder. Feedback from our Contract Holders indicates they prefer to be referred to as tenants. Therefore, the term tenant will be used throughout this document.


6. Associated Policies or Procedures
· Cardiff Council Homes Damp and Mould policy
· Cardiff Council Homes Decant policy 
· Independent Survey procedure 
· No Access procedure
· Repeated Damp Repair Request procedure
· Reporting Property Condition and Fit for Human Habitation (FFHH) procedure
· Rechargeable Repairs policy
· Repair Responsibilities 
· Repair Priority and Cyclical Maintenance 
· Tenants own Improvements
· Tenants with Additional Needs and Reasonable Adjustments
· Quality Assurance and Monitoring of Works 
· WHQS Requirements on Responding to Hazards 

7. Repair Responsibilities 
7.1 As a landlord, we are committed to keeping our homes in a good state of repair.

7.2 Some repairs are our responsibility as the landlord, and some are the tenant’s responsibility. Undertaking repairs to ensure the property is safe, secure, in good repair and structurally sound is our responsibility, as is carrying out regular safety checks. Following the repair, we will ensure that the area is left in a clean and tidy condition. 

7.3 Tenants are responsible for carrying out minor day‑to‑day maintenance tasks within their home, where these do not relate to structural, safety or statutory landlord responsibilities. Tenants are also responsible for the ongoing decoration of their home. Further detail and examples of tenant’s responsibilities are set out in the Repair Responsibilities Document.


8. How we Deliver the Repairs Service
8.1 Most repairs are carried out by our inhouse workforce of qualified tradespeople.

· We also employ trusted contractors to carry out some works:
· To help with demand at busy times 
· To carry out specialist work that the inhouse teams may not be able to do such as communal door entry system repairs or asbestos removal.
· For electrical testing.

8.2 We set high service standards for both the inhouse and contracted workforce and carry out regular inspections of their work.


9. Access to the Repairs Service
9.1 We aim to ensure that tenants can easily access the repairs services, through multiple channels of communication.

9.2 We encourage tenants to report repairs promptly, as soon as they notice any issues.

9.3 Repairs can be reported by telephone via Connect 2 Cardiff (C2C) on 029 2087 2087. Tenants can also report a repair by using one of the free phones within the local Hubs. Staff at the Hub can support tenants to make the call if required. 

9.4 The regular opening hours when tenants can report repairs by telephone to C2C are:
· Monday to Friday – 8:30am to 6:00pm.

9.5 When a tenant telephones to report a repair, we aim to book a convenient appointment straight away, while they are on the phone. Where this is not possible a repairs scheduler will contact the tenant as soon as possible to book the repair.

9.6 Webforms can also be completed at any time to raise a repair for Urgent and Routine repairs. Emergencies must be reported by telephone. If tenants are not sure how to do this, they can go into a Hub and staff can provide help. The webform can be completed on a smartphone or computer by accessing Repairs to your house - Cardiff Council Forms  

9.7 If the tenant has an emergency outside of the opening hours, of C2C, they will still need to call 029 2087 2087 but their call will be put through to the Out of Hours team. The ‘Out of Hours’ emergency service is available in the evening, at weekends and on bank holidays to respond to emergency repairs. If the repair issue is not considered an emergency, it should be reported through one of the standard reporting options outlined above and tenants will normally be asked to call back on the next working day to schedule an appointment.

9.8 Access to the repairs service will be available in Welsh as well as English. For those tenants with other language needs, Language Line is available.

9.9 The following appointment slots for repairs will be offered from Monday to Friday:
· 08:30 – 12:30
· 10:00 – 14:00
· 12:30 – 16:00 (12:30 – 15:30 Fridays)
· 08:30 – 16:00 (for jobs estimated to take over 4 hours)

9.10 The tenant will be kept informed about their repair through telephone calls and text messages. Reminders about the date and time of the repair appointment will be sent by text. For repairs scheduled with the inhouse workforce and where we hold a current mobile telephone number for the tenant, they will receive a text message:
· When the repair appointment has been arranged with C2C. 
· The day before the repair appointment is due to take place. 
· When the operative is on their way to the repair appointment.

9.11 For repairs that are with contractors, reminders about the date and time of the repair appointment will be sent by text.

9.12 If the tenant is unable to keep an appointment and would like to change or cancel, they should notify the Council by calling C2C at least 24 hours before the appointment is due to take place. However, tenants are encouraged to provide as much notice as possible if they need to make changes to their appointments. 


10. Tenants with Additional Needs and Reasonable Adjustments
10.1 Where the tenant or any of their household have additional needs, for example health issues, disabilities or language issues, we will work with them to ensure appropriate advice, assistance and support are provided throughout the repair process and adjustments are put in place to meet their needs.

10.2 For further information on how we support tenants, please refer to the Tenants with Additional Needs and Reasonable Adjustments document.


11. Missed Appointments and No Access
11.1 It is essential that operatives are able to access the property so they can complete the required works and ensure the tenant’s home remains safe and comfortable. Missed appointments place pressure on the service, as they use valuable resources and delay repairs for other tenants. Allowing Operatives access to complete repairs, benefits both the Council and tenants by helping us deliver repairs efficiently and maintain a reliable service for everyone.

11.2 Where an Operative is unable to gain access to a property at the scheduled appointment time, the Council follows a standardised no access procedure to ensure fairness, accountability and consideration of tenant needs. 

11.3 Operatives will make multiple attempts to contact the tenant on the day of the appointment, using the tenant’s stated communication preferences. Reasonable adjustments will be applied where tenants have additional needs. If access is still not achieved, the Operative will record the no access attempt with photographic evidence and leave a calling card at the property advising the tenant how to rearrange the appointment. 

11.4 A clear No Access procedure is in place which sets out the action that is taken following a no access visit, this depends on the priority of the repair and whether it is a statutory requirement; the potential health and safety risk to the tenant and the risk to the property. All no access appointments are risk assessed taking into account these factors and action is taken as appropriate. 

11.5 Outcomes of the No Access risk assessment may include:
· Closing the repair (the tenant will then need to re-book the repair through C2C)
· Rebooking the appointment, this will be done routinely in any case where a health and safety risk to the tenant or a risk to the property has been identified. The number of times the appointment is rebooked will depend on the level of assessed risk. 
· Escalation to Tenancy Management or Case Management teams.
· Safeguarding checks / referrals. 
· Applying charges where criteria are met. 
Health and safety related works include Fire Safety, Gas, Electrical, Target Hardening, Damp and Mould, Disrepair and Fit for Human Habitation cases.
11.6 For full details, please refer to the No Access procedure.


12. Repair Priorities and Timescales
12.1 Repair Priorities
We categorise reported repairs based on their urgency. The priorities are as follows:

· Emergency 
Definition
These are repairs that pose an immediate danger to a person or where there is a serious risk of damage to the property.
This aligns with the WHQS definition - A hazard which may present a significant risk with an assessed likelihood of imminent harm. 
Timescale
We aim to attend most emergency repairs to make safe within 2 hours from the time the repair is reported. In any case, we will attend within 24 hours. 
We will work to eliminate all potential risk of harm and remedy any dangerous situation as soon as possible. Once made safe, any follow-up work will be arranged according to the timescales set in this policy. 
On occasions, it may not be possible to remedy a hazard within timescale. In this case, a written summary plan will be provided to the tenant within 5 working days.
During very busy times, we will prioritise repair requests based on urgency and explain this to tenants when they report the repair.
· Priority Urgent
Definition 
A hazard which presents a significant risk with no assessed likelihood of imminent harm. 

We will address the issue more promptly than other urgent repairs which do not represent a hazard. 
Timescale
We will investigate the hazard within 10 working days and aim to remedy the issue within a further 5 working days. 
On occasions, it may not be possible to remedy a hazard within timescale. In this case, a written summary plan will be provided to the tenant within 5 working days.
Advice may be given on steps to reduce any potential risk at home, such as not using the item, or temporary heating may be provided while the tenant waits for an operative or for the issue to be fully resolved.
· Urgent 
Definition 
A repair which does not present a significant risk and where there is no assessed likelihood of imminent harm. 

Urgent repairs are medium priority. While there is no significant risk to the tenant or household, we need to address this more urgently than a routine repair. 
Timescale
Works are usually carried out within 15 working days. 
Advice may be given on steps to reduce any potential risk at home, such as not using the item, or temporary heating may be provided while the tenant waits for an Operative to attend or for the issue to be fully resolved.
· Routine 
Definition 
A repair which presents a low risk with no assessed likelihood of harm. 
Routine repairs are non-urgent. These types of repairs mean that the tenant is safe in their home, and we can schedule repairs at a later date. Routine repairs are day-to-day repair works which are not prioritised under Emergency or Urgent repair categories.
Timescale
These are usually completed within 25 working days; however, due to the high number of repairs at present, this has been temporarily changed to 45 working days.
· Planned Priority Upgrades
Definition
These are repair works that are planned and carried out to keep items in good order or to replace items that have broken down.  From time to time, and in order to maximise the resources available, certain types of repairs may be scheduled to be undertaken as part of a planned programme. 
For larger weather dependent external works, the Council may ‘make safe’ and complete the full repair in spring or summer to reduce failed visits and support better communication and resource planning.
Timescale
These should be completed within 9 months.
For further detail and examples of repairs under each repair priority, please refer to the Repairs Priority and Cyclical Maintenance Document.



Quality of the Repairs Service
Repairs will be completed to a high standard, on the first visit where possible to avoid inconveniencing the tenant. Where this is not achievable the operative must attempt to book a date for any follow on works while at the property with the tenant. 
Our operatives are expected to behave professionally at all times when attending tenants’ homes. This includes:
· Showing identification when attending appointments
· Being polite and respectful
· Wear shoe coverings if requested by tenant
· Providing clear explanations of the works being carried out, including reasons if a job cannot be completed
· Treating tenants, their homes and belongings with care
· Avoiding unnecessary noise or disruption
· Asking permission before using facilities such as toilets or electricity
· Leaving the property clean, safe and tidy after completing works
Operatives will be required to complete Equality, Diversity and Inclusion training ensuring tenants are treated fairly, with dignity and respect.

Damp, Mould and Complex Repair Cases 
We understand the impact that damp and mould can have on the health and wellbeing of our tenants and their families and we take a proactive approach to damp and mould, working to prevent it before it develops and responding quickly and effectively when issues arise. 
· Prevention is prioritised through investment in maintenance programmes, upgrades such as insulation and ventilation systems. We carry out full programmes of work when properties are empty and set high standards for our new‑build homes. 

Reports of damp and mould and more complex repairs are coordinated by a Case Management Team to ensure all works are completed in a joined‑up and timely way, supported by regular monitoring and management oversight.

A Damp and Mould leaflet is provided to tenants offering advice and guidance on how to help prevent damp and mould in the property.

· Our Dry Homes team provide specialist services to address damp in our homes, using the latest technology to identify the causes of damp and resolve them.

· When a tenant reports damp and mould, the case is triaged using structured risk‑based assessments to ensure swift action where health risks are highest. Inspections are then carried out by HHSRS qualified staff, the assessment takes into account the needs of the household including any health issues, heating, ventilation, structural integrity and potential sources of moisture. 

· Cases of damp and mould are prioritised carefully to determine the urgency of the case and they are categorised as follows:
· Red – Severe Risk
Where a hazard may present a significant risk with an assessed likelihood of imminent harm.
Cases are inspected within 24 hours and remedied within a further 24 hours. If the hazard is not remedied within timescale a written Summary Plan is provided within 5 working days.
· Amber – Moderate Risk
Where a hazard may present a significant risk with no assessed likelihood of imminent harm.
Cases are inspected with 10 working days and remedied within 5 working days. If the hazard is not remedied within timescale a written Summary Plan is provided within 5 working days.
· Green – Minor Risk
Where a hazard presents a low risk with no assessed likelihood of harm.
Inspections are carried out within 25 working days.

· We may commission an independent surveyor to inspect a property where issues are persistent, complex or disputed. 

Repeated Damp Repair Request Procedure 
· We ensure that any damp or mould problem reported in the same location within a 12-month period is identified, reviewed and escalated appropriately. This includes checking previous works carried out and arranging a further inspection where needed. 
The individual circumstances, additional needs and health issues of the tenant and their household will also be reviewed and updated.
· For more information, please see the Cardiff Council Homes Damp and Mould Policy. 


13. Independent Survey’s
· There may be certain situations where an independent survey is required.  This may include instances where additional expert advice is required such as when remedial works for damp and mould have been undertaken but the problem has re-occurred or proves difficult to address.  It may also be appropriate to employ an independent surveyor where a tenant disagrees with the council’s decision. 

· For further details see the Independent Survey procedure.


14. Quality and Performance Monitoring
14.1 We are committed to ensuring that all repairs are completed to a high standard of quality, safety and compliance. Quality assurance and monitoring is carried out regularly and includes the following: 
· Oversight includes diagnostic inspections carried out in advance of works where appropriate to accurately determine the nature of the repair, the appropriate solution and the resources required.
· Regular inspections are carried out of both ongoing and completed repairs. This applies to both the in‑house operatives and external contractors. 
· Regular review of service performance against key targets is carried out and reported as part of corporate monitoring arrangements. 
· Customer feedback and learning from complaints are also used to monitor performance.
 
14.2 Findings are used to identify trends, inform service improvements, support workforce development and strengthen accountability, ensuring a consistent and reliable repairs service for tenants.

14.3 Inspection Visits
While Operatives will carry out first time fixes if possible, there may be instances where repairs are difficult to diagnose via phone calls or after being reported through email or via Web Forms. In these instances we will  need to conduct inspection visits. These visits are essential to ensure that repairs are accurately assessed and promptly completed.

Examples where inspections maybe required:
· Difficult to diagnose repairs
· Structural damage to property or walls
· Reports of damp/mould
· Reports that the property is not fit for human habitation
· Repair requests for Plastering
· Repair requests for Roofing
Whenever possible we will let the tenant know that an inspection will be needed before the works can be carried out.

14.4 Further information about how we carry out quality assurance is available in our Quality Assurance and Performance Monitoring document.


15. Temporary Accommodation (Decants)
15.1 Where a tenant and their household are not able to stay in a property while repairs are carried out, the provision of temporary accommodation will be considered.  The decant process is the approach we will use when a tenant must temporarily move out of their property because essential works cannot be safely or reasonably carried out while they remain in their home. A Decant Panel made up of senior housing officers and relevant staff considers the nature of the works, any safety risks, and the individual needs of each household member before deciding whether a decant is required. Once agreed, a dedicated Officer is assigned to each household to provide clear information, practical help, and ongoing communication throughout the move.

15.2 Where a decant is approved, the Council arranges suitable temporary accommodation and ensures tenants are not financially disadvantaged, offering support with removals, utilities, and essential costs. Additional assistance is available for households with extra needs, including help with packing, accessibility arrangements, and phased moves. Once works are completed, tenants are required to return to their principal home, with further support provided to ensure the transition back is safe and manageable.

15.3 For full details, please refer to the Cardiff Council Homes Decant policy.


16. Tenants Alterations
16.1 Permission must be obtained before starting work on any alteration to the building to ensure all necessary approvals, such as Planning and Building Regulations, are in place.

16.2 Tenants must obtain written permission before starting any work. To request permission, tenants should contact Tenancy Management by calling 029 2053 7501, emailing tenancymanagement@cardiff.gov.uk or visit any of the Hubs, where an application form will be issued. A list of the Hubs can be found here. 

16.3 Once a completed application has been received, permission will be considered and the tenant will be informed of the outcome.

16.4 Gas work must be carried out by a Gas Safe registered contractor, and electrical work by NICEIC or equivalent-registered professionals. Original certificates must be provided to us upon completion.

16.5 Structural work will be post inspected. If a tenant carries out any alterations without permission, or if an alteration does not meet the required standards, the tenant will be liable for any repairs or reinstatement needed, and we may return the property to its original condition at the tenant’s expense.

16.6 In some limited circumstances, retrospective consent may be possible after a full inspection is carried out by a Technical Manager.

16.7 Further information about when we need to carry out an inspection before any work takes place is available in our Tenants Own Alterations procedure.


17. Physical Adaptations
17.1 Some of the Council’s homes have been adapted to meet the needs of tenants who have a disability, including features such as level access showers and grab rails.

17.2 We are committed to providing homes that cater to the needs of our tenants, particularly those who may require adaptations. If adaptations are required, the tenant should contact the Rehousing Solutions Team, who can provide advice on whether there is more appropriate accommodation to suit their needs.

17.3 Tenants can also self-refer for an adaptation by contacting the Occupational Therapy team.
· An adult with a disability – 029 2023 4222
· A child with a disability – 029 2053 6490

Maintaining Specialist Equipment
17.4 Care & Repair is a specialist contractor who provide some of the adaptations and repairs to our properties.

17.5 We may instruct Care & Repair to undertake specialist repair works to adapted bathroom facilities, where such works require technical expertise, beyond the scope of the in‑house workforce or appointed contractors. This includes repairs, adjustments or replacements to adapted showers, toilets, wash‑dry systems, seating, grab rails and associated fixtures installed to meet assessed needs. This provision ensures that existing adaptations continue to meet statutory obligations and support the tenant’s health, wellbeing and independence in their home.

17.6 Care and Repair also organise regular checks of mechanical equipment provided such as through floor lifts and stair lifts which we have installed in 
Council properties. Completion of these checks is monitored regularly


18. Rechargeable Repairs
18.1 Rechargeable repairs are applied to ensure that Council resources are used appropriately and that the cost of repairs is allocated fairly. Where repairs are required due to a tenant’s actions, neglect, unauthorised alterations or failure to meet tenancy responsibilities, it is reasonable that the cost of putting this right is not met by the wider tenant population. Cardiff Council Homes therefore applies a consistent and fair approach when applying and recovering the cost of rechargeable repairs, taking account of individual circumstances and providing clear information to tenants.

18.2 Exemptions
Recharges will not apply when:
· Damage is caused as a result of crime and a valid police reference number is provided. 
· Repairs are required due to structural issues, damp, or other landlord responsibilities.
· The issue is due to normal wear and tear.
· The tenant has followed all reporting and maintenance responsibilities.

18.3 Further information about how rechargeable repairs are applied and how a tenant can query or appeal a recharge, can be found in the Rechargeable Repairs policy.

19. Health and Safety
19.1 We are committed to ensuring that any repairs identified as a health or safety risks are managed quickly and in line with our standards, policies, and procedures. This includes:
· Asbestos Management Plan
· Electrical Safety policy
· Fire Safety Plan
· Gas Safety policy

19.2 We are committed to ensuring the health and safety of the in-house workforce. In certain circumstances repair work may be postponed until it is safe to proceed.  This may include situations where the condition of the property makes it unsafe to work in. Operatives will also refuse to enter a property where a child is present on their own, a safeguarding referral may be made in this case. 

Health and Safety Checks
Gas Safety
· We are legally required to carry out gas safety inspections to make sure all gas pipework and council-owned appliances, such as boilers, are safe. The inspections include checking that smoke alarms and carbon monoxide detectors are installed and functioning. These checks take place when a tenant moves in and continue regularly throughout their tenancy, including yearly inspections of Council-owned gas appliances. 

Electrical Safety
· We have a duty to carry out electrical safety checks and make sure all electrical installations in our properties are safe for everyone. We test the electrical systems at least every five years, and whenever a property is empty, we make checks and rectify any issues before a new tenant moves in. Regular testing continues to help us stay compliant with legislations and keep tenants safe. 
Where Mechanical Ventilation Heating Recovery unit’s are installed filters are changed as per manufacturer’s instructions and smoke detectors checked for operation. 
Both gas and electrical tests are provided free of charge. Tenants must allow access to their homes for these safety inspections after receiving the appropriate notice, and we will work with tenants to arrange convenient appointment times. 
If tenants do not allow access, it may be considered a breach of their occupation contract, and we may need to take further steps to fulfil legal requirements and keep everyone safe. For further details about safety checks, servicing, and related procedures, please refer to the Repairs Priority and Cyclical Maintenance document.

19.3 Asbestos 
We have carried out asbestos surveys on our properties and recorded the outcome. Operatives are able to access this information whenever required through the asbestos database. Most asbestos in our properties has been recorded as low risk and is safe if it is not disturbed. When dealing with asbestos we will ensure that:
· Any asbestos noted will be checked to make sure it is on the property asbestos survey and if not an updated survey will be arranged of the property or area where the work is being carried out. A copy of the survey will be used to update the asbestos database. 
· Any materials in the property that contain asbestos are noted by the operative before carrying out responsive work, these will be assessed and will normally only be removed if damaged.
· Where asbestos that is damaged or needs to be removed this will be completed by a competent approved asbestos contractor and the asbestos database will be updated to show that the asbestos has been removed.
· All repairs staff and operatives receive annual UKATA Asbestos Awareness training

19.4 Fire Safety 
All works to properties will be carried out by competent individuals and with fire safety in mind. Our approach to fire safety is set out in our Fire Safety Management Plan.   


20. Cyclical Maintenance
20.1 The Council operates a cyclical maintenance programme to ensure ongoing compliance with safety and quality standards. Some examples are maintenance of lifts, fire alarms and sprinklers.

20.2 For further information about Cyclical Maintenance, please refer to the Repairs Priority and Cyclical Maintenance Document. 

Monitoring Compliance Checks
· Regular reports are produced to monitor compliance with the required health and safety checks including gas servicing, electrical testing and fire safety. These reports are considered by senior managers appropriate action taken to remedy any issues.

Property Condition and Fitness for Human Habitation
· We are dedicated to keeping homes in good repair and making sure it is always fit to live in. We do this through a mix of responsive repairs, regular compliance checks, and planned maintenance programmes of work. When a property becomes empty, we inspect it to make sure it meets a high standard before a new tenant moves in. We also carry out routine visits after the tenant has moved in, to identify any repair needs and check the property condition. If we find any issues during these visits, we record them and deal with them according to our policy and the Welsh Housing Quality Standards. 
· If tenants are concerned about the condition of their home, they can make a request for an inspection. If they feel their property is not fit for human habitation they may withhold their rent until any issues are resolved. 
· We encourage all our staff members to proactively report poor property condition. For further information please see the Reporting Property Condition and FFHH procedure.


21. Customer Complaints
21.1 We view complaints as a valuable opportunity to continuously improve our services. We take any feedback seriously and use it to identify recurring issues, emerging trends, and areas where the repairs service can be enhanced. A dedicated team of officers respond to complaints about the services provided by Cardiff Council Homes.  Where the complaint is upheld we will offer a full apology and set out how we intend to remedy the issues raised, including consideration of financial redress as set out below.

21.2 Tenants can make a complaint by emailing the Complaints team at housingcomplaints@cardiff.gov.uk or by calling C2C on 029 20872087.

21.3 Regular reports on complaints received about the repairs service are produced by senior managers to consider trends and any corrective action needed.


22. Financial Redress and Disrepair Claims
22.1 Our aim is to provide the highest standard of customer service to our tenants; however we recognise that there are times when things go wrong. When this is the case, we aim to put things right as quickly as possible.

Financial Redress
22.2 After investigating a complaint from a tenant, or where it has taken multiple attempts to resolve a repair, we may identify that the tenant has suffered significant inconvenience or injustice. In these cases it may be appropriate to make a financial redress payment in acknowledgement of the issues our mistake or inaction has caused.

22.3 In all circumstances where a redress payment is offered, the Council will request written confirmation of the complainant’s acceptance of the redress offer and the appropriate bank details to facilitate the payment.
Disrepair Claim
22.4 If a tenant feels that their property is in a poor condition and we have failed to carry out necessary repairs after the tenant reported the repairs, then a disrepair claim can be made.

22.5 Claims must be addressed to:
Cardiff Council
County Hall 
Atlantic Wharf
Cardiff
CF10 4UW

23. Insurance
23.1 It is important for tenants to ensure that the contents of their homes are properly insured. Tenants are responsible for any loss or damage to their home due to incidents such as theft, flooding, fire, or accidental damage. Additionally, tenants may be held responsible for damage caused to neighbouring properties resulting from such events. 

23.2 Home contents insurance is not included in a tenant’s rent payment to Cardiff Council Homes.  Further information about home contents insurance can be found on the Council website - https://www.cardiff.gov.uk/ENG/resident/Housing/Living-in-a-council-property/low-cost-home-contents-insurance/Pages/default.aspx


24. Equalities Statement
24.1 Cardiff Council is committed to promoting equal opportunities through our policies and strategies, and in providing equal access to all our services. We are also committed to making sure people have equal opportunity to fulfil their potential. 

24.2 Discrimination on grounds of race, nationality, ethnic origin, religion or belief, gender, marital status, sexuality, disability, or age is not acceptable. The Council will tackle inequality, treat all people with dignity and respect, and work to improve services for all.

24.3 As a bilingual organisation, we have legal responsibilities relating to the Welsh Language Measure 2011. All documentation will be available in both Welsh and English, and alongside this, advice and support for tenants will also be available in Welsh. Information will be provided in accessible formats and other languages where required.

24.4 The legal framework is provided by the Equality Act 2010 and the Public Sector Equality Duty.

24.5 Further details can be found on the Cardiff Council website.

24.6 A Single Impact Assessment has been carried out.


25. GDPR and Data Protection Act 2018
25.1 Cardiff Council Homes is committed to ensuring all data is:
· Processed lawfully, fairly, and transparently
· Collected for specific legitimate purposes only
· Relevant and limited to what is required
· Accurate and kept up to date
· Stored as specified in the Housing Management’s Records Retention Policy
· Secured against unauthorised or unlawful processing and accidental loss, destruction, or damage

25.2 Further information about Cardiff Council’s GDPR commitments can be found on the Cardiff Council website.

26. Consultation
26.1 The Dry Homes Team, the Case Management team, the Responsive Repairs Unit and Tenancy Management have been consulted.

26.2 Tenants were also consulted in the development and review of this policy.


27. Monitoring and Review
27.1 This policy will be reviewed every three years, or sooner if required by statutory, regulatory, best practice, emerging developments, or reviews of other Council-wide policies.





28. Document Control
28.1 This is a controlled document and should not be changed unless authorised by the policy owner.
· Approved Date: 13.05.2026
· Effective Date: 14.05.2026
· Next Review Date: 14.05.2029
· Legal Review Date: 14.06.2029
· Tenants Reading Group: 11.03.2026
· Policy Owner: Jane Thomas
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