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1. Introduction

The publication issued by the Department of Communities and Local Government (DCLG)
entitted A Decent Home: Definition and guidance for implementation states: “Where an
individual tenant does not want work carried out to their home to bring it up to the Decent
Homes Standard, then the home can remain below the standard until the property is vacated,
at which point the necessary work can be undertaken”.

Exceptions to this are where works are required to maintain the structural integrity of the
dwelling or to prevent other components within the dwelling from deteriorating or where a
category one hazard must receive early attention.”

If residents refuse to permit works to be carried out on their homes to bring them up to the
Decent Home Standard (DHS) the property is not considered as failing the DHS whilst the
resident continues in occupation. However refusals disrupt work programmes and can
damage the economies of scale offered by larger improvement programmes.

2. Objective’s of the Policy

This policy is required to ensure fairness when dealing with all residents who refuse elements
of planned works or access for stock condition surveys to determine the extent of future
planned works. This needs to be clear to all stakeholders in order that partner contractors,
surveyors and staff can implement this policy in a fair and consistent manner.

Whilst acknowledging that the works proposed are designed to enhance the condition and
appearance of properties, South Essex Homes respects all residents’ rights to the quiet
enjoyment of their homes, so long as this right does not have a detrimental effect on the fabric
or structural condition of a property, wind and weather tightness or health and safety.

The implication of resident refusals for South Essex Homes is that the works will have to be
carried out at a future date. Out of sequence, this is harder to administer and less cost
effective.

3. Impact on the Business Plan

The South Essex Homes Business Plan details the works required over the next 5 years to
meet the Decent Homes Standard, to ensure all homes are adequately insulated and heated,
are safe for occupiers and visitors, are wind and weather tight and have reasonably modern
facilities.

South Essex Homes will consult and discuss the works with residents to address any
concerns and to encourage all residents to have the necessary repairs and improvements
carried out to their homes.

However, it is recognised that certain residents including those who may be frail and or
elderly or have health problems may not want to accept the disruption of certain improvement
works.

4. Policy

It is South Essex Homes policy that the following works may be refused by residents
although every effort will be made to persuade them to have the works done including
reminding the resident of their tenancy obligations.

¢ Non-essential repairs;
e Kitchens (except where are full rewire is needed at the same time)
e Bathrooms;




¢ Window and door renewals (except where it affects wind and weather tightness)
e Heating upgrades (except where no heating exists at present or when the boiler is
past its effective life).

It is South Essex Homes policy that residents shall not be allowed to refuse the following
works and that South Essex Homes will implement action under the terms of tenancy to
undertake works. This does however depend upon the individual circumstances of the
resident and the actual works required.

e Stock condition and asbestos surveys;

e Essential repairs;

e Electrical rewires

e Electrical upgrades including modern consumer units (fuse boards)

e Re-roofing;

e Boiler replacements

e Installation of loft and cavity wall insulation;

e Where moderate or severe hazards exist, as assessed under the indicative Housing
Health and Safety Rating System (HHSRS).

o Where refusal of the works will be detrimental to other residents
Note: Gas servicing (covered under the gas procedures)

South Essex Homes will encourage residents’ to reconsider their decision not to have the
works undertaken by:

e Using the contractors’ Resident Liaison Officers to outline the benefits of the works on
the first visit;

e The supervising officer for the project visiting the resident

e Providing resident information packs and information on the website;

e Outlining the choices available;

e Reassuring residents that disruption will be kept to a minimum;

e Organising open meetings on relevant sites including sheltered schemes;

e Providing packing boxes for cupboard emptying etc;

e Outlining the contractors code of conduct when visiting and working in properties;

e Reassuring over the strict timescales in place to complete the works;

e Encouraging residents to visit other properties already improved and to talk to other
residents about their experiences;

e Explaining that there will not be any rent increases as a result of the work to be
undertaken;

¢ In certain circumstances explaining what respite facilities are available whilst works
are carried out; and

e Visits by their Neighbourhood Services Officers to encourage residents to have all
work carried out.

5. Refusal of Particular Work Elements

Where a new kitchen, bathroom and rewire are required, residents cannot refuse just the
rewire and still have the kitchen and bathroom upgrade. Similarly if a heating upgrade is
required in conjunction with replacement of windows residents cannot refuse the heating but
expect to have the windows replaced.

Where residents have failed to provide access for decent homes work or have not responded
to at least two letters and an additional ‘appointment card’ they will be deemed to have
automatically refused the works. In these circumstances a final letter (Appendix five) will be




issued before the property is removed from the decent homes works programme. No access
to the property will be recorded using a special form (Appendix One) and amendments made
on the data management system.

When an initial ‘works are about to start’ letter is sent to residents advising them of the
proposed works, it will be made clear that if access cannot be gained after three attempts
then this will be treated as a refusal.

Where access has been refused to service gas appliances (covered under the Gas
Procedures), no improvement works will be undertaken until the gas equipment has been
serviced.

Where residents have refused works they will be required to sign a disclaimer (Appendix
Three) stating that they have refused the works and accept that they may have to wait until
the end of the Decent Homes programme before they will be offered the works again.
However, this will not apply if the improvement relates to items of a health and safety nature
such as electrics or boilers as these elements will need to be replaced. This is to guard
against increases in repairs expenditure not allowed for in the Business Plan, as older boilers
and wiring systems are more prone to failure.

6. Works to Void Properties

South Essex Homes Asset Management strategy sets out to avoid major works to a void
property, especially if those works are defined under the Decent Home criterion. This is to
ensure residents choice and for works to be part of a larger cost effective programme as
opposed to expensive “one offs”. Therefore any new incoming resident will be advised of
when the works will be done and such works will be added to the current programme.

7. Anti Social Behaviour by Residents.

Where, residents are known to be 'Potentially Violent’ due to their previous actions and are

still considered a risk to staff or operatives they will be excluded from the programme until the
risk has been reviewed and their anti-social behaviour ceases.

8. Supporting Information

In order to ensure that South Essex Homes provide transparency in this process the following
template letters / forms will be used:

Appendix 1. No-Response form.
Appendix 2. No response letter
Appendix 3. Refusal form for residents to sign (including reason for refusal)

Appendix 4. Enforcement letters for works of a health and safety nature

Appendix 5. Final letter




9. Complaints

Our commitment to you

We are committed to improving our services, and one way we can do this is by listening when
somebody sends us a comment, complaint or compliment. We always try to get things right
first time, but we appreciate that this might not always happen, and your comment, complaint

and compliment is valuable to us.

If you want to tell us what you like about our services, or if you want to say
‘thank you’ to us. Or, if you are not happy with the service you have received from South

Essex Homes please contact us on freephone 0800 833 160.

10. How to contact us

South Essex Homes Customer Contact Centre;

Freephone: 0800 833 160

Minicom number 0800 833 162

Email us: customerservices@seh.southend.gov.uk

Visit us: Central Housing Office,49 Alexandra Street, Southend on Sea, SS1 1BW.

Visit our website: www.southessexhomes.co.uk



mailto:customerservices@seh.southend.gov.uk

11. Translation request

This can be obtained from the Communications and Media Manager but

must not be distorted in anyway.

Bengali

afF e srestn O F ererifty wnfl i core m mw afs snefR s
A TNACAS FACS B ST SoYE 07 ea F95ta Ter T | ST
BT ST W A SneRE evds Suw Foe emes

Albanian

MNése déshironi njé kopje té kétij dokumenti né gjuhén tuaj ose nése déshi-
roni t& na kontaktoni, ju lutemni telefononi né numrin e méposhtém. Ne
kemi pérkthyes népérmjet telefonit té cilét mund t'iu pérgjigjen pyetjeve
tuaja.

Gujarati

Al dAHR 2 Exclldawell atset il udell el Hefdl slat, waal =1

A2 MRl Uus audl sl2t, dl #{18 20e Aoz GuR sle 530 il
WA vegalesl B, % MRl Yslall wellol slet Guz 20l ak 8.

Cantonese

A0 L ARAREE — 47 P S ERAR, FHIRITOL T SRR EERMER AL, SRR A R
il W AE e AR fr A TP,

French

Si vous souhaitez obtenir une copie de ce document dans votre langue
maternelle ou si vous souhaitez nous contacter, veuillez téléphoner au

numeéro indique ci-dessous. Nous avons des traducteurs qui peuvent ré-
pondre au téléphone a vos questions.

0800 833 160

This document is also available in large
print, on audio tape or CD, Braille or on
CD rom. Please contact the number
above and this can be arranged for you.
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Decent Home Programme

NO RESPONSE

Contractor:

Contract No.:

Work Element: Electrics Heating
Bathroom Kitchen
Roof Windows

Name:

Address:

Contractor
Comments:

Contractors

Signature/Date: (to
verify full ‘No Access’
procedure adhered to)

Contract
Administrator
Comments:

Contract
Administrator

Signature/Date: (to
verify full ‘No Access’
procedure adhered to)




APPENDIX 2

Central Area Housing Office, 49 Alexandra Street, Southend on Sea, Essex

SS1 1BW

This matter is being dealt with by Direct Line: 01702
Our Ref: RH/MJ Facsimile: 01702
334807

Your Ref: Switchboard: 01702
214201

29 September 2008

Re: Contract
No. M/...... — Kitchen Replacement

| am informed by my Surveyor that you have not responded to requests for access to survey
your kitchen to enable planned improvement works to be carried out.

These works are programmed to meet the Government’s “Decent Homes” initiative which is
intended to ensure that life expired equipment is replaced for the benefit of residents.

It is essential that this work is carried out. Would you please contact my Surveyor, Mr
...... either by telephone (01702 .....) or by letter to make arrangements for access within the
next 14 days.
Please note the following condition of your tenancy:
4.5 ACCESS TO PROPERTY
To allow the Council access to the property at all reasonable hours through its
employees or agents, or other duly authorised persons for the following

purposes:

a. Inspection of the state of repair and condition of the property or
adjoining property.

b. The carrying out of repairs, alteration or improvement to the property.

Failure to contact us and arrange for the works to be carried out will mean that the property
will be put at the end of the decent homes programme.

Yours sincerely

Building/ M&E Projects Team Leader

South Essex Homes Limited is the Arms Length Management Organisation of Southend on Sea Borough Council Registered in
England and Wales
Registered Office: Cheviot House, 70 Baxter Avenue, Southend on Sea, Essex SS2 6HZ
Registration Number: 05453601
VAT Registration No: 864 0939 01
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Decent Home Programme WORKS REFUSAL

Contractor:
Contract No.:
Work Element : Electrics Heating
Bathroom Kitchen
Roof Windows
Address:

Reason for Refusal:

Signed:

Date:




APPENDIX 4

Central Area Housing Office, 49 Alexandra Street, Southend on Sea, Essex SS1 1BW

This matter is being dealt with by: Direct Line: 01702 214223
Our Ref: Facsimile: 01702 334807
Your Ref: No access Contact Centre 0800 833 160
28™ August 2008

Dear
Rewiring/ Boiler

As part of the Decent Homes improvements, we have planned to rewire/ replace the boiler
within your home. We have been unable to do this because of your refusal to allow access or
due to no response from letters and calls. It is very important that you contact us so we can
arrange for the rewire/ boiler installation to be carried out.

The work is to replace old life expired equipment and improve the design of the electrical
services/ boiler installation to benefit you and your family and for your safety.

It is considered essential that this planned work is carried out to improve the Health and Safety
of your home. Refusal may cause problems in the future with safety or repairs due to age.

Please contact the Supervising Officer, Mr ..................... , at the Central Area Housing Office
within the next 14 days, either by telephone on 01702 2142..., or alternatively by letter, to make
arrangements for access. If you have difficulties with arranging access you must still contact us
as we may be able to help.

Please note that we are considering giving priority for Windows, Kitchens and Bathrooms
replacements etc to those residents that have previously co-operated in allowing access.
Therefore refusing this work may affect your future Decent Homes improvements.
Please also note the following condition of your tenancy:
45 ACCESS TO THE PROPERTY
To allow the Council access to the Property at all reasonable hours
through its employees or agents, or other duly authorised persons for the

following purposes:

a. Inspection of the state of repair and condition of the Property or adjoining
property.

b. The carrying out of repairs, alteration or improvement to the Property,
including electrical wiring, gas and water pipes, drainage and heating installation.

c. To ensure compliance with these Conditions and Health and Safety Regulations.
I must advise you that should you fail to respond and agree to make arrangements for

access then the matter will be reported to the Neighbourhood Services Manager for
possible action against your tenancy.

Yours sincerely

ASSET & BUSINESS INVESTMENT TEAM




APPENDIX 5

HOUSING OFFICE, 2 MENDIP ROAD, WESTCLIFF ON SEA, ESSEX SSO
OHD

Direct Line: 01702 236182
Our Ref: PL/J Facsimile: 01702 510313
Your Ref: Switchboard: 01702 236100

Date: 5" February 2008

We have been informed by our Decent Homes Contractor that you have refused to have the
following improvement works undertaken to your property.

The reason given for the refusal is ...,

Therefore, unless you contact the South Essex Homes Asset Team within the next 14 days
on 01702 236182 and confirm that you require the works to be carried out, your property will
be placed at the end of the Decent Homes Improvement Programme which currently has an
expected completion date of 2013. Consequently no works appertaining to the programme
will be undertaken.

Please be aware that should the works refused be the upgrade of your heating system, , it
may not be possible to repair your heating in accordance with current repair timescales in the
event of a breakdown.

Yours sincerely

Asset and Business Investment Manager

South Essex Homes Limited is the Arms Length Management Organisation of Southend on Sea Borough Council
Registered in England and Wales
Registered Office: Cheviot House, 70 Baxter Avenue, Southend on Sea, Essex SS2 6HZ
Registration Number: 05453601
VAT Registration No: 864 0939 01
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