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Responsive Repairs & Maintenance 
Policy 
 

1. Aim of policy 

To define the purpose of our repairs and maintenance service. 
 

2. Scope of policy 

This policy applies to all VIVID properties and estates in relation to performing the repairs, 
maintenance and estates services to customers (including cyclical estate services). 
 
We’re legally responsible to maintain the structure and exterior of our dwellings in good repair, 
together with supplies and fixtures for the main services provided.  An outline list of all repair 
obligations; both VIVID’s and our customers, is explained in tenancy and lease agreements. This is 
detailed further on our internal intranet VIV and on our website which underpins the repairs service 
standard (see copy in Appendix 1)  

3. Policy statement 

The purpose of the repairs and estates service is to ensure the homes our customers live in are safe 
and warm and in a state of good repair. Our customers should not feel their home poor 
neighbourhood is lesser quality because vivid are a social landlord. 

We will have a consistent and good standard of repair work, being clear about the services we’re 
delivering, and doing what we say we’re going to do when we said we’d do it.  

We will meet all our statutory and contractual obligations and ensure the overall service offers 
customers good value for money. 

4. Policy 

To achieve the aim of this policy and maintain our homes in line with our corporate objectives and 
service standard; and meeting the needs of our customers, staff and stakeholders; we will ensure; 
 

• We are easy to deal with when it comes to raising repairs and maintenance requests.   

• We minimise the need to contact us more than once about a repair. 

• We are clear with the customer about what we will and won’t do. 

• That the customer knows what to expect from us once we raise the repairs. 

• Repairs are allocated the appropriate priority for completion. 

• Repairs are completed within our target time (see service standards for more details).  

• Work is undertaken by the appropriate skilled member of staff, or by a carefully selected 
contractor. 

• Rechargeable works are appropriately outlined. 

• The health, safety and welfare of our customers and our staff. 



 

 

 

 

DOCUMENT UNCONTROLLED WHEN PRINTED OR DOWNLOADED 
Unpublished work copyright VIVID.  All rights reserved 

                      Repairs and Maintenance Policy                                       Page 2 of 10 

• That our employees, contractors and sub-contractors comply and meet our legal obligations 
in the repair of our housing stock. 

• That the policy and procedures are regularly maintained and updated. 
 

5. Statutory requirements 

We must comply with various legal duties to ensure our properties are safe for people to live and work 
in and we must also adhere to procurement legislation. Our statutory requirements in relation to 
repairs and maintenance can be found:   
 

• Commonhold and Leasehold Reform Act 2002 

• Control of Asbestos at Work Regulations 2012 

• Construction and Design Management Regulations 2015 

• Housing Health and Safety Rating System (HHSRS) 

• Decent Homes Standard 

• Electricity and Work Regulations 1989  

• Equality Act 2010 

• Gas Safety Regulations 1998 

• Health and Safety at Work Act 1974  

• Landlord and Tenant Act 1985 (in particular sections 8, 10, 11, 13, 17) 

• Lifting Operations and Lifting Equipment Regulations 1998  

• Management of Health and Safety at Work Regulations 1999 

• Provision and Use of Work Equipment Regulations 1998  

• Public Contracts Regulations 2015  

• Regulatory Reform (Fire Safety) Order 2005  

• The Housing Act (in particular section 105) 

We acknowledge and accept our responsibilities under relevant legislation and British Standards in 
relation to works connected with the repairs & maintenance service. 
 
Our health & safety team and specialist consultants provide advice on duties and legislative 
requirements and changes.  It is also included in job descriptions that staff should keep themselves up 
to date with legislation changes and good practice. 
 
Our procedures underpin this policy and detail how we make sure that we comply with the legal 
requirements and are regularly reviewed to ensure compliance. 
 
 

6. Related policies 

This policy should be read in conjunction with:  
 

• Complaints Policy 

• Health and Safety Policy 

http://www.hse.gov.uk/work-equipment-machinery/loler.htm
http://www.hse.gov.uk/work-equipment-machinery/puwer.htm
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• Adaptations Policy  

• Right to Repair Process 

• Compensation Policy 

• Lettings Policy 

• Void Property Standard 

• Rechargeable Works and Services Policy 

• Planned & Cyclical maintenance policy 

• Asset Compliance Policy 

• Estates Services Policy 
 

7. Monitor and review process 

This Policy will be reviewed annually.  
 
We monitor our performance in complying with our legal obligations and report regularly through 
the Executive Team.  
 
At intervals we complete internal audits and arrange for an independent audit of our procedures 
and records to ensure they reflect good practice are being followed. 
 
The responsibility framework: 
 

Main action Sub action 
Head of 
Property 
Services 

Property 
Services 

Team 

Director 
Customer 
Services 

Head of 
Asset 
Mgt. 

Asset 
Mgt 

Team 

Policy 

Ensure compliance with 
policy 

A R C I  

Monitor performance 
& budget 

A R I   

Service 
Standard and 

delivery 

Lead on Repairs 
Standard 

A R C C I 

Delivering service to 
repairs standard 

A R I   

Delivery of 
contracts/services out 
of scope (major 
projects, planned 
works) 

I I C A R 

Audits of work 
(external & internal) 

A R I I I 
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R – Responsible - achieve the task 
A - Accountable - final approving authority  
C - Consulted - opinions are sought 
I - Informed - kept up-to-date on progress 
 

 
 

Author Owner Date approved Review date 

Carolyn Munns – 
Head of Property 
Services  

Carolyn Munns – Head 
of Property Services 

January 2023 January 2024 
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Appendix 1 
We want our homes to be warm, safe, secure and a comfortable place to live. 
 
Here we've listed out our standard repair responsibilities, explaining who’s responsible and guidance on the quality of 
repair to expect. 
 
We’ve indicated who has repair responsibility using the following symbols: 
 

 
 
We’re aware that there can be differences in repair responsibilities in some of our tenancies/leases or when a new build 
property is in defects. Where there are differences, the repair responsibilities outlined in your tenancy/lease or defects 
arrangements will take priority. 
 
Some things to have in mind…. 
 

• Please let us know as soon as you notice a need for a repair.  

• Customers will be responsible if a repair is needed due to neglect or damage, including damage caused by 
household members or visitors. 

• We will try to repair rather than replace whenever possible, only looking to replace items where a repair is not 
possible or economical to do so. 

• Where a replacement is needed, we may undertake this work as part of our planned maintenance programme. 

• If you’re looking to make alterations to your home, please let us know beforehand so we can check you have all 
information you need to do this safely 

• Anything you have provided or fitted yourself will be your responsibility to repair and maintain, unless we have 
agreed in writing to do so. 

• Customers are responsible for insuring their personal belongings. Click here for more information. 

• Our communal repair responsibilities may be different where the building is run and managed by a managing 
agent. 

 
Source document: Repairs responsibilities and quality standard. If viewing on mobile, zoom in to view the table. 
 

https://www.vividhomes.co.uk/my-home/account/repairs
https://www.vividhomes.co.uk/my-home/looking-after/planned-maintenance
https://www.vividhomes.co.uk/my-home/account/repairs
https://www.vividhomes.co.uk/my-home/manage/insurance
https://intranet.vividhomes.co.uk/sorce/beacon/dmd/2813/view/Repair%2Bresponsibilties%2Bmatrix%2B.pdf
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