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Participants will learn about :- 

● The important role played by front line officers in repairs 

reporting; 

● The importance of gathering effective information and the 

passing over of same to interested and affected parties’; 

● The ‘Right First Time/ First Time Fix’ culture and what’s involved;  

● Effective diagnostic questioning across the most commonly 

reported repairs; 

● The appropriate application of construction and repair 

terminology and the enhancement of skills and technical 

knowledge; 

● The importance of giving timely and effective advice in order to 

protect parties’ interests in line with applicable legislation; 



Improving the Repairs Reporting and Diagnostics  Function 

● Are Housing Repairs Reporting Staff trained in :- 

 

● An appreciation of Interested Parties Aspirations 

● Overall Repairs Strategy and Pressure on Organisations - Planned, Cyclical, Day to 

Day 

● Statutory Repairing Obligations and Legislative Frameworks  - Implications of Failure 

● Building Technology, Diagnostic Skills 

● Repairs Priorities - Effect of Ordering Emergencies 

● The Contract Conditions and Company Policy, Recharges, Schedule of Rates 

● Interviewing and Questioning Skills 

● Customer care 

● The I T System 

● Basic Skills eg Measurement 



● What is the Definition of Right First Time ? 

● First Time Fix ? 







● How can an organisation go about achieving a 

right first time - first time fix culture / practices ? 



Improving the Repairs Reporting Function 
 

● Innovative Delivery :- 

● Sophisticated  Diagnostic Tools  

● Multi - Skilled operatives - Empowerment 

● Stocked Vans - Satellite Tracked, Navigation Systems, Handhelds 

● Competent info to Contractors – Handhelds 

● Property attributes updated – Handhelds 

● Partnering – Contractor Ownership of Repairs 

● Caretaker, Warden, Housing Officer, Minor Repairs and Maintenance 

● Secondment, Shadowing, Pilot Housing, Training Academies 

● Call centres, Neighbourhood Office 

● Free-phones, direct access to telephone at local offices, Web Site Access, Web Chat 

,Text etc 

● Effective feedback/ review systems - Networking   



Workshop 

● What do you think are the aspirations of the following parties when it comes to 
housing  management and repairs to their properties 

 

 

● Tenants’/ Customers 

 

● Landlord’s 

 

● Contractors 

 



Time, Cost and Quality 



 

Tenants Perspective 
The Achievement of a Good Property Management and Maintenance Service 

is  :- 
 

● Provision of and maintenance of safe, sound, affordable and appropriate housing and 
estates as best suited to occupying tenant –  in compliance with Legal Obligations and 
Codes of Practice etc 

 

● Treatment of Tenant as a Valued Customer – Care, Respect, Courtesy and Fairness. A 
service that takes into account Customers’ Views 

 

● Organization's Approach to Customer Care – Clear and Effective Policies and 
Procedures – Application of Appropriate Re-let Standards, Transfer and Exchange 

 

● That Officers understand procedures and are knowledgeable 

 

 

 

 



Tenants Perspective  

The Achievement of a Good Service is :- 

 

● That the Service Satisfies the Customer and meets set or agreed timetables/ 
targets 

 

● That Repairs when needed can be easily Reported, Quick Response, Appointment 
kept and if not informed of change 

 

● General Appearance – Facilities, Finishes of  Stock and Estates, Contractors and 
Staff 

 

● Workmanship and Quality of Service and Finished End Product 

 

● Right First Time ! 



Service Delivery 

Contractor’s Perspective :- 

● Profit / At least be viable 

● Predictable Payment 

● Predictability of Workload – where possible! 

● Consistency of Approach by those Informing and Clear Setting of Standards 

● Appropriate Information provided to facilitate ‘Right First Time/ First Time Fix’ 

ethic 

● Continuity of Work 

● Effective use of Resources 

● Provision of Quality Service and satisfaction of interested parties’ aspirations 

● Treated as a Valued Party and Appreciated  



Typical Repairs and Property Maintenance and 

Management Policy Objectives  
 

● Compliance with Legal Obligations and codes of practice in terms of Property and 

Estate Management 

● Provision and maintenance of safe, sound and appropriate housing and estates as best 

suited to occupying tenant – decent homes, hhsrs etc, minimum re-let property 

standards, mutual exchange protocol compliance and fairness  

● Maximise the Useful Life of the Housing Stock 

● Affordable and sustainable housing! 

● Servicing all relevant appliances and fittings in line with their legal responsibilities 

● Provision of a prompt, economic and efficient maintenance and repairs service to same 

● High standards of customer care and satisfaction 

● Completion of repairs and work at a single visit, where practicable and arrange 

appointments to inspect and carry out work where necessary 

 



Typical Repairs and Property Maintenance and 

Management Policy Objectives  

 

● Provide a ‘value for money’ service 

● Secure Best Contractors/ Value for Money -  Cohesive Contract and Tendering Strategy 

● Provide opportunities for tenants to be involved in the decision making process 

● Ensure that all tenants are given clear information on the division of responsibility of 

landlord and tenant for managing properties and the maintenance  

● Maintain a comprehensive and systematic programme of cyclical painting, planned 

maintenance, major repairs and property improvements 

● Recover all mutual repair costs from owners 

● Recover all repair costs that are not due to fair wear and tear 

● Fairness and consistency in customer dealings 

 



Why Are Front Line Officers Important ! 



Because You Make It Work ! 



● What are the implications of ineffective Repairs 

Reporting and Not Getting it Right First Time ?  



IMPLICATIONS OF INEFFECTIVE REPAIRS REPORTING / 

DEFECT DIAGNOSIS  

 

● Failure to maximise resources – Follow up orders, pre-inspections, 

● Duplication of effort – client, contractor, inspectorate and front line 
staff – wrong trade sent 

● Wrong priority issued - Increased number of emergency repairs etc 

● Inconsistency in approach to ordering repairs 

● Delay in repair completion,  

● Deterioration of the fabric  - Environmental, Aesthetics and Quality 

● Diminished Capital Value of the Asset 

● Loss of amenity – Damage to properties – vandalism , loss of rent  

 



IMPLICATIONS OF INEFFECTIVE REPAIRS REPORTING / 

DEFECT DIAGNOSIS  

 

● Inconvenience to the tenant - Failure of acid test ? 

● Loss of Employee/ Tenant, Motivation and Respect 

● Complaint / Legal Action 

● Compensation 

● Health and Safety – Legal and Moral Aspects 

● Implications to yourself?  

● Not Getting it Right First Time/ First Time Fix ! 



Property Management 

Statutory and Other Requirements 

 
 

  

 

● Common Law - Torts 

 

● Legislation/ Statute 

 

● Tenancy Agreements 



Property Management 

Statutory and Other Requirements 
 

 

 

● Law of Property Act 1925, 1949 

● Landlord and Tenants Acts  - 1985 – 11,12 - Tenancy Agreements - age, character 

● Homes (Fitness for Human Habitation) Act 2018  

● The Social Housing (Regulations)  Act 2023  

● Occupiers Liability Acts 1957,84 

● Right to Repair Regulations 1994 

● Housing Acts 1961,74,85,88; Local Gov’t and Hsg Act 89 offences - ‘Unfitness’, free from 
serious disrepair, free from dampness prejudicial to health  

● The Environmental Protection Act 1990 –    Sections 80 – Statutory nuisance 

● Defective Premises Act 1972 ; HHSRS – HHSRS  Housing Act 2004 

● Decent Homes Standard 2006 

● Homes Standard – Regulator of Social Housing 2015 

● Health and Safety Legislation eg  H+S at Work Act etc 

● Building Regulations, Gas. Electric Regs, Codes of Practice etc etc 











Rechargeable Repairs   

● Landlords tend to charge for repairs in the following circumstances :- 

 

● Where the work is needed because of damage caused by the tenant, their family or 

visitors to their property 

● The landlord has to force entry to a tenant’s home due to their negligence eg loss of 

front door keys or emergency repair that is a tenant’s responsibility 

● To repair the property, remove rubbish or belongings after a tenant moves out 

● A tenant has falsely told the landlord that they are eligible for a discretionary repair 

● The tenant has provided a false or unrelated crime reference number for a repair they 

reported as a result of a crime 

● Lock changes and lumber removal from garages and the like 

● Missed appointments 



Property Management 

Statutory and Other Requirements 
 

 

 

● Law of Property Act 1925, 1949 

● Landlord and Tenants Acts  - 1985 – 11,12 - Tenancy Agreements - age, character 

● Homes (Fitness for Human Habitation) Act 2018  

● The Social Housing (Regulations)  Act 2023  

● Occupiers Liability Acts 1957,84 

● Right to Repair Regulations 1994 

● Housing Acts 1961,74,85,88; Local Gov’t and Hsg Act 89 offences - ‘Unfitness’, free from 
serious disrepair, free from dampness prejudicial to health  

● The Environmental Protection Act 1990 –    Sections 80 – Statutory nuisance 

● Defective Premises Act 1972 ; HHSRS – HHSRS  Housing Act 2004 

● Decent Homes Standard 2006 

● Homes Standard – Regulator of Social Housing 2015 

● Health and Safety Legislation eg  H+S at Work Act etc 

● Building Regulations, Gas. Electric Regs, Codes of Practice etc etc 



 



Property Management 

Statutory and Other Requirements 
 

 

 

● Law of Property Act 1925, 1949 

● Landlord and Tenants Acts  - 1985 – 11,12 - Tenancy Agreements - age, character 

● Homes (Fitness for Human Habitation) Act 2018  

● The Social Housing (Regulations)  Act 2023  

● Occupiers Liability Acts 1957,84 

● Right to Repair Regulations 1994 

● Housing Acts 1961,74,85,88; Local Gov’t and Hsg Act 89 offences - ‘Unfitness’, free from 
serious disrepair, free from dampness prejudicial to health  

● The Environmental Protection Act 1990 –    Sections 80 – Statutory nuisance 

● Defective Premises Act 1972 ; HHSRS – HHSRS  Housing Act 2004 

● Decent Homes Standard 2006 

● Homes Standard – Regulator of Social Housing 2015 

● Health and Safety Legislation eg  H+S at Work Act etc 

● Building Regulations, Gas. Electric Regs, Codes of Practice etc etc 





 Property 

Management 

Safety 

Implications 



















ASBESTOS 

● Asbestos Regulations 1931 

● Asbestos Regulations 1969 

● Control of Asbestos at Work Regulations 1987 

● Asbestos (Licensing) Regs 1983 and 1998 

● Asbestos Prohibitions Regs 1985 

● Asbestos Prohibitions Regs 1992 

● Asbestos Prohibitions (Amendment) Regs 1999 

● Control of Asbestos at Work Regs 2002 

● Control of Asbestos Regs 2006 

● Control of Asbestos Regs 2012 etc 

 



 



Workshop 

● The collection of appropriate and relevant information from tenants, and the like, to 
facilitate the effective processing of a repair request and action an appropriate 
repair response is paramount to  embedding and achieving a ‘Getting It Right First 
Time’ culture and mindset.  

 

● In order to fulfil this requirement Front Line Officers will find it easier to adopt a 
structured approach in questioning technique. To this end.... identify 6 words you 
would recommend to  an officer in order to formulate a consistent approach and 
achieve this effective questioning technique.  



Workshop 

● What ? 

● Where ? 

● Which ? 

● When ? 

● Why ? 

● How ? 

● Who ? 

● Quantity ? 
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Trade or Other Implications 
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Session four – How to record, report and 

monitor estate/area walkabouts …(cont’d) 

● Dampness and moss caused by overflow 

















How might one differentiate between Condensation being the form 

of damp as opposed to others such as leaks, penetrating or rising ? 

● Tends to have a ‘season’ – September to March/ April; 

● Can have a ‘misty’ surface; 

● Stains or streaks of water running down – particularly in bathrooms and 

kitchens; 

● Damp patches with no definitive edge; 

● Mould growth – black pin mould; 

● Found generally behind wardrobes, external walls where air circulation is 

restricted and on ‘colder surfaces’ 

● No sign of efflorescence, hygroscopic salts 

● Penetration, leaks will have pattern of occurrence – rain, use of 

appliance eg whbasin intermittent as opposed to service pipe - 

continuous etc   

 



Factors Affecting Condensation Levels 

● The Residents  

● The Building 

● Heating 

● Insulation 

● Ventilation 

● Weather 

● Orientation 

● Moisture Movement and Absorption 

 

 

 



 


