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FULL REVIEW TRACKING

A “Full Review” refers to a point when the whole document is reconsidered by appropriate
stakeholders to establish if it is still fit for purpose and this is formally signed-off at the
appropriate management level. This acts as an assurance that Harbour Homes’ position on
key matters is up to date with legislation, regulation and good practice.

Policy owner
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Document author(s)

Asset Manager

Approved by RSL Operational Managers
MMR Operational Managers

Audited by Law at Work N/A

Review cycle Every three years
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Next review date January 2026

Communications &
training methods

e Discussed at team all operations meetings.
e Circulated to CA team.

The policy has a direct link | N/A
to the following Harbour
policies and procedures
This policy complies with e Housing (Scotland) Act 2014
the requirements of these e Scottish Secure Tenancy Agreement
legal and/or regulatory e Short Assured Tenancy Agreement
documents e Private Residential Tenancy Agreement
e Tenements (Scotland) Act 2004
e City of Edinburgh District Council Order

Confirmation Act 1991
e Property Factors (Scotland) Act 2011

This document was EDI Assessed by the Maintenance
Manager (Kevin Wilson) using the organisation’s set
procedure in March 2023 and is considered to be free of
anything which may lead to any unfair discrimination in
its application.

This document was DPIA Assessed by the Asset
Manager using the organisation’s set procedure in
August 2022 and is considered to be free of anything
which may lead to any breach of data protection
legislation in its application.
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INTRODUCTION

1.1

Harbour Homes Scotland Limited and Harbour Lettings Limited own and
manage a range of residential and commercial properties which will receive
requests from the residents or other owners to undertake chargeable repairs
to their property.

The aim of this policy is to ensure an effective management system is in
place an to set out the requirements for managing service standards for
chargeable repairs required to these properties. It is also to clarify for
customers the service we provide and to ensure that the organisation
recovers the chargeable costs incurred from its customers.

12

Further details of chargeable repairs and the entitlement for the recovery of the
costs for tenants and property owners are included within:
e The tenancy agreements
The tenant’s handbooks
The commercial lease
The written statement of services for factoring customers
The property owners title deeds
The Tenement (Scotland Act) 2004 and any decision made via Tenement
Management Scheme

POLICY STATEMENT

21

It is the policy of the organisations to ensure that it provides value for money for
its customers. This policy ensures that Harbour Homes and Harbour Lettings
recovers the cost of chargeable repairs from tenants, former tenants, sharing
owners, leases and owners for work carried out on their behalf that is their
responsibility to pay for.

RESPONSIBILITIES UNDER THE POLICY

3.1

RSL & MMR operational managers are responsible for the approval of the
policy.

32

The Maintenance Manager is responsible for:
o The effective delivery of the reactive repairs service
e Reporting to the Group Leadership Team via quarterly Business Review
Report.

3.3

The Maintenance Team Leader is responsible for:

e Ensuring that day to day responsive repairs to tenanted properties and
void chargeable repairs are effectively managed.

e Ensuring the tenant is fully aware of the volume of works to be charged
to them and anticipated costs.

e Ensuring that sufficient information is recorded in relation to the works to
be recharged that the debt can be chased via a recovery agency or
through the courts if necessary

34

The Asset Compliance Team Leader is responsible for:
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e Ensuring lease holders are aware of any repairs undertaken which will be
recharged to them under the terms of their lease.

35

The Common Repairs Officer is responsible for:

e The management of owner negotiation process and debt recovery via
the Tenements (Scotland) Act where the organisation not the full owner
or the appointed management agent.

¢ Ensuring sufficient information is recorded in relation to the agreement of
works to be recharged that the debt can be chased via a recovery
agency or through the courts if necessary.

e Ensuring that a Notice of Potential Liability is recorded managed
effectively against the property title deeds, Deed of Condition held by
Registers of Scotland. Or inhibitions or decree are instigated if necessary.

3.6

The Customer Advice Team Leader is responsible for:
¢ The implementation of the debt recovery process for the responsive
repairs for all tenures and void chargeable repairs for social tenancies
only.

The MMR Lettings Manager is responsible for:

e The implementation of the check in, routine inspection and check out
process to ensure property condition is recorded and chargeable repairs
advised.

e At termination of tenancy chargeable works will be advised and costs
recovered via the Tenancy Deposit Scheme when applicable.

e Charges above the value permissible via the Tenancy Deposit Scheme
will be recovered via our dept recovery.

37

The Factoring Officer is responsible for:

e The management of owner negotiation process and debt recovery via
the factoring service where the organisation is the appointed
management agent as per the Written Statement of Services.

e Ensuring sufficient information is recorded in relation to the agreement
of works to be recharged that the debt can be chased via a recovery
agency or through the courts if necessary.

e Ensuring that a Notice of Potential Liability is recorded, managed
effectively against the property title deeds, Deed of Condition held by
Registers of Scotland. Or inhibitions or decree are instigated if necessary.

POLICY FRAMEWORK
The aim of the policy is to ensure that:

41

We recover debt from chargeable repairs from tenants, former tenants, sharing
owners, lease holders and owners for work carried out on their behalf, that is
their responsibility to pay for and not the responsibility of the organisations.

42

We invoice tenants, former tenants, sharing owners and owners for the cost of
any repair works carried out on their behalf that it is their responsibility to pay for
based on:

e Their tenancy agreement.
e The tenant’s responsibilities as detailed in the Tenants Handbook.
e The commercial lease
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e The written statement of services for factoring customers

e The property owners title deeds

o The Tenement (Scotland Act) 2004 and any decision made via Tenement
Management Scheme

4.3

Examples of chargeable repairs include but are not limited to:

e Repair and replacement of items damaged through neglect or misuse by
a resident, their visitor(s) their dependant(s) or their or relative(s). e.g.
glazing, blocked sinks, showers or baths through misuse.

e Removal of fittings and fixtures installed by tenants

e Damage to the fabric of and equipment within the building and estate.

e Private owners’ contributions to common repairs and routine maintenance
to mixed ownership and factored properties.

e [tems abandoned or dumped in common areas where they can be traced
back to the individual or household.

e Consultant or project management fees in relation to the delivery of works.

4.4

We will use all available means to recover the costs of work when debts are not
paid in the timescales due, including charging for any fees incurred in recovery.

45

We will use all available means to recover the costs of work when debts are not
paid in the timescales due, including charging for any fees incurred in recovery.

4.6

Except for work required due to a Health and Safety issue we will only undertake
work where we have the authority to do so and there is agreement to our terms
and conditions for managing the work, receiving payment and collecting any
debt.

Basis of Charge

51

Tenants will be charged for applicable repairs at cost with no administration or
handling fee charges.

52

For repairs in relation to Commercial Leases, we will charge the actual cost of the
work and an additional fee to cover our administration and management costs.
This will be expressed as a percentage of the invoice cost. The percentage value
we request will be reviewed annually in light of our actual costs.

53

For owners where we do not factor the property and where we do not receive a
factoring fee, we will charge the actual cost of the work and an additional fee to
cover our administration and management costs. This will be expressed as a
percentage of the invoice cost. The percentage value we request will be
reviewed annually in light of our actual costs.

We may ask for a deposit or the full cost to be paid prior to the work being
instructed, this will ensure the risk to the organisation is minimised and the debt
is effectively managed. For larger projects we aim to have 80% of the value of
the estimated works costs together with the likely fees due in respect of such
works paid before signing the contract for works to commence. We will
generally enter into a Minute of Agreement with owners, outlining the scope of
the works and the terms of our appointment and the appointment of any
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contractor and consultants. We may apply a Notice of Potential Liability (NOPL)
to the property as means of ensuring that monies are recovered for the works.

54

Where we act as property factor our charging basis is detailed in the Written
Statement of Services.

55

Harbour Lettings will be charged for repair works as per the arrangement
detailed in the development lease and service level agreement between Harbour
Homes Scotland Limited and Harbour Lettings Limited.

Chargeable Repairs for Tenants and Lease Holders

6.1

Tenants and lease holders will be advised of the estimated cost at the time the
repair work is instructed. Where additional works are identified during the
carrying out of the repair, the estimate will be updated and the customer
informed as soon as practicable, however this is typically at the point the
contractor invoices for the works undertaken.

6.2

Where the contractor attends and determines that the repair could be re-
chargeable they will make safe the repair and notify the tenant and the
organisation that the repair may be chargeable. The organisation will then
contact the tenant and either arrange for an inspection to be undertaken or in
the case of a simple repair, following discussion with the tenant, instruct the
works.

Chargeable Repairs for Owners

71

Unless, in the case of an emergency repair situation, the organisation will ensure
agreement has been reached with owners in accordance with the Written
Statement of Services or The Tenement (Scotland Act) 2004 and any decision
made via Tenement Management Scheme.

Owners will be notified of all decisions reached and advised of the payment
terms required before and after any works are undertaken e.g. A deposit may be
required before a contract with a supplier can be formed.
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In the case of emergency works the organisation will instruct works to ensure
the building and common areas are made safe. We will advise of what has been
undertaken and the likely timescales of communication regarding a larger.

Non-Payment of Chargeable Repairs — All Tenures

8.1

Where there is non-payment of a chargeable repair debt we will send two
reminders following the invoices prior to taking any further action.

82

Where payments remain outstanding and there has not been an instalment
agreement made, or it is no longer being maintained, we will chase recovery by
the most economic means to us depending on the value of debt owed.

This will include the use of debt collection agencies and for owners, registration
of notices of potential liability and / or inhibitions on their property title and
sequestration; and for tenants, restrictions on the services they receive and court
action and potentially eviction.
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8.3

For tenants where the charge is not paid or an agreement to pay is hot made or
kept to for a three-month period, we will refuse transfer requests until the charge
is paid, or the agreement is reinstated and kept to for the necessary period of
time. We may also limit undertaking any repairs which are over and above our
statutory responsibility until the charge is made or an agreement put in place.

84

For Short Assured Tenancy and Private Residential Tenancy agreements any
chargeable repairs at the end of the tenancy will be subject to the rules of The
Tenancy Deposit Scheme in the first instance. Repair costs out with the value of
the deposit will be charged and the debt recovery process followed.

Non-Payment of Chargeable Repairs — Owners

Debts will be recovered in accordance with the Written Statement of Services
for factoring customers and/or in accordance with the Debt Recovery for
Managed Works Policy

10

POLICY & PROCEDURE EFFECTIVENESS ASSESSMENT CRITERIA

10.1

The Group Leadership Team will receive a quarterly report on the outstanding
chargeable debts for tenant and former tenant chargeable repairs, factoring and
owners’ common repair services and debt recovered. In addition, the Group
Leadership Team will receive details of the debt position quarterly in the
management accounts.




