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This policy sets out how Link Group (Link) will recover its rechargeable repair costs 
from current or former tenants.  It includes feedback from consultation events and 
costs applied for work required. 
 

This policy has been reviewed and complies with Link Group’s vision of providing 
socially inclusive services underpinned by our core values of equality and diversity. 
Procedures which are developed from this policy will be subject to similar 
assessment.  
 

A privacy impact assessment has been carried out and risks in relation to the 
sharing of data assessed in line with the Data Protection Act 1998. 
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1. INTRODUCTION  
 
This policy sets out how Link Group (Link) will recover its rechargeable repair costs 
from current or former tenants, ensuring that our homes are properly maintained and 
that the application of recharges is fair, transparent and makes effective use of Link’s 
maintenance budget.  A rechargeable repair is where a repair is carried out that is 
the responsibility of the tenant, and is a result of damage or neglect by the tenant, 
their family, visitors or pets.  In addition, this applies to repairs carried out to vacated 
properties to bring the property up to Link’s lettable standard and/or the cost of 
forcing entry to carry out repairs or gas servicing.   

2. PRINCIPLES 
 

The following principles govern the operation of this policy:  
 
This policy is applicable to all rented tenures for both current and former tenants.  
 
Responsibility is clearly stated in Section 5.10 of the tenancy agreement: “Nothing 
contained in this Agreement makes us responsible for repairing damage caused 
wilfully or negligently or accidentally by you, anyone living with you or an invited 
visitor to your house”.  Tenants will normally be asked to pay for a repair if damage, 
through accident, wilful act or neglect has been caused to their home, garden or any 
of the common parts of a block or garage.   
 

3. OBJECTIVES 
 

The objectives of this policy are to: 
 
Contribute to the efficient and effective maintenance of Link’s housing stock, 
ensuring that expenditure is managed effectively.  To apply a standardised approach 
when determining a rechargeable repair and ensure procedures are in place to 
effectively recover any costs incurred while carrying out rechargeable repairs. 
 

4. APPROACH AND METHOD 
 

The Link Housing Board in its formal approval of the policy acknowledges that it 
accepts full responsibility for its implementation. Day-to-day responsibility for the 
operation of this policy lies with the appropriate directors and managers of the Link 
group of companies. All relevant employees have a responsibility to ensure that this 
policy is applied as instructed.  
 
The policy will be implemented using the following approaches:  
 
Staff are required to establish whether the repair is the tenant’s responsibility due to: 
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(a) The repair item being one of those listed as the responsibility of the tenant, 

e.g. replacement plug or fluorescent tube, or damage is the result of a 
forced entry. (See appendix one for a detailed breakdown of 
responsibilities.) 

 
(b) The item to be repaired has been damaged by the tenant or their family, 

visitor or pet. The damage may be accidental, such as a cracked toilet or 
sink due to something being dropped, or intentional, such as vandalism. 
Tenants are not required to pay for fair wear and tear, or a breakage 
because an item is faulty 

 
(c) As part of the visit to assess the property before the tenancy is ended a list 

of repairs required by the tenant will be provided.  These will be agreed on 
site with the outgoing tenant where possible. 

 
4.1.1 Once a repair is identified as rechargeable the tenant will be advised if the 

repair is their responsibility.  We will offer the tenant 28 days to arrange for the 
repair to be carried out by an alternative contractor and advise Link once it has 
been completed.   

. 
 
4.1.2 In some circumstances Link will carry out a tenant rechargeable repair without 

waiting 28 days, these are: 
 

(a) When repairs are essential to meet legislation requirements and Link’s 
duty of care; for example any repair to gas fittings or pipes, minimum works 
to ensure a property is secure following forced entry or to stop a water 
leak. 

 
(b) When it is in Link’s interest to carry out a repair immediately e.g. graffiti 

that is offensive. 
 

(c) Where the tenant is vulnerable. 
 

(d)  Where the tenant is under the supervision of a care organisation that has 
asked Link to carry out the repair for them. 
 

4.1.3 Once the tenant advises that a repair is complete, depending on the type of 
repair, an inspection may be carried out to check that it has been done to 
Link’s standards.  

 
4.1.4 If the tenant has not completed the repair within 28 days and it is not a health 

and safety concern, the repair will be left until the property becomes void.  
 
4.1.5 If the repair is assessed to be detrimental to other residents or the future 

maintenance of the property, Link will carry out the repair and invoice the 
tenant. 
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4.2 RETROSPECTIVE CHARGES TO TENANTS 
 
Works that have already been undertaken may be rechargeable to the tenant in the 
following circumstances: 
 
4.2.1 The out of hours emergency repair service has been used inappropriately, e.g. 

for works which are not classed as an emergency, such as a report of a single 
light fitting failing, or for works that are the tenant’s responsibility, such as 
damage following a forced entry. 
 

4.2.2 Any repair reported which proves to be the result of tenant damage. 
 

4.2.3 Repairs are identified when a property is vacated and are a result of damage 
or neglect. The Void Inspector will provide a full report of void rechargeable 
works, including photographs.  If a property is found to be deliberately 
vandalised this will be reported to the Police and charges may be brought 
against the perpetrator(s). 
 

4.2.4 Where a stage 4 gas servicing action is instructed to gain access to a 
property. 
 

4.3 RECHARGING 
 
The amount recharged to the tenant will be as listed in the standard charges 
identified in Appendix 2 and will be reviewed annually. A minimum charge will apply 
for minor items. 
 
4.3.1 If a rechargeable repair is carried out with normal working hours of 9am – 

5pm, Monday to Friday, an invoice will be issued immediately on completion of 
the repair.  

 
4.3.2 If a rechargeable repair can be identified when reported over the telephone, 

full or part payment will be requested in advance of instructing any work. 
 
 

4.4  DEBT COLLECTION 
 
The tenant will be offered the option to pay in one lump sum or over four instalments 
via a payment card.   
 
4.4.1 If the agreement to pay is not kept, the tenant will be requested to pay the full 

amount and if no payment is made a notification will be sent advising that only 
wind and watertight repairs or those of a health and safety nature will be 
carried out until the debt is cleared.  (Appendix 3 lists the repairs that will not 
be attended to) 
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4.4.2  Where a tenant is considered to be vulnerable staff have flexibility when 
applying the recharge or withdrawing repairs services. (Vulnerability in terms 
of the policy will include a range of circumstances such as age; drug/alcohol 
dependency; mental and/or physical health; learning disability; young children 
or elderly people living in the property and pregnancy).   

 
4.4.3 In the case of former tenant charges, where no repayment agreement is in 

place or where the tenant has left without a forwarding address, Link will 
instruct a debt collection agency to pursue the debt. 
 

4.5 DEBT WRITE OFFS 
 
If there are exceptional circumstances when it would be unreasonable to pursue the 
charge the debt may be written off if authorised by either the Housing Services or 
Asset Management Manager. 
 
5. MONITORING, PERFORMANCE MEASUREMENT AND REPORTING 
 
The following areas will be subject to monitoring:  
 

 Risk management  

 Provision of training and/ or information to staff 

 Compliance with policy requirements and procedures  
 
These will be monitored by appropriate managers within each company and/ or 
function, and reported to the relevant director. If any significant issues of concern 
arise, these will be dealt with by the director who will report such matters to his/ her 
Board.  
 
Any matter which demonstrates a serious failure of internal controls should also be 
reported immediately to the Chief Executive.  

6. COMPLAINTS AND APPEALS  
 
Link Housing welcome complaints and positive feedback, both of which provide 
information which helps us to improve our services. We use a complaints handling 
procedure (CHP) developed by the Scottish Public Services Ombudsman (SPSO) 
and the Scottish Housing Regulator.  
 
The CHP allows for most complaints to be resolved by front line staff within a five day 
limit (first stage), or if the complaint is complex, a detailed investigation will be made 
by a manager within a 20 day limit (second stage). At the end of the second stage 
our response will be made by a director. If the customer remains dissatisfied he/ she 
may then refer the matter to the SPSO.  
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The SPSO does not normally review complaints about our factoring service. If a 
factoring customer is dissatisfied after using the CHP, the complaint may be referred 
to the Homeowner Housing Panel.  
 
Anyone receiving care or support service from us has the right to complain either 
direct to the Care Inspectorate or to us.  
 
At each stage Link Housing will advise the customer how the complaint should be 
taken forward, and advise which agency would be most appropriate to consider the 
case.  

7. POLICY AVAILABILITY  
 
This policy is available on request free of charge from Link Housing. A summary of 
this policy can be made available in a number of other languages and other formats 
on request.  

8. POLICY REVIEW 
 
Link Housing undertakes to review this policy regularly, at least every three years, 
with regard to:  
 

 Applicable legislation, rules, regulations and guidance  

 Changes in the organisation  

 Continued best practice 
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Appendix 1 – Tenant Responsibilities in relation to repairs 

Repair Link Tenant More Details 

Replacing glass in windows 
  

Rechargeable if the breakage was 
caused by you, your family or a 
visitor. 

Replacing lost keys and the 
cost of re-entry if locked out 

  
 

Maintaining heating 
appliances 

  
 

Maintaining sanitary ware 
  

Rechargeable if the breakage or 
damage was caused by you, your 
family or a visitor. 

Maintaining chimney flues    

Decoration and repair of 
common areas including 
closes 

  
Rechargeable if the damage or 
disrepair was caused by you, your 
family or a visitor. 

All internal decoration    

Replacing light bulbs    

Clearing blocked waste pipes 
  

Rechargeable if it was caused by 
carelessness or misuse 

Damage caused through 
neglect or misuse  

  
 

Cleaning common areas like 
closes and staircases where a 
service is not provided or paid 
for through rent 

  

Rechargeable if caused by misuse 
e.g. vomit or excrement  

Smoke alarm battery    

Pest or vermin control 
  

Rechargeable if proved to be caused 
by carelessness or unhygienic 
lifestyle 
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APPENDIX 2 
 
 
TENANT RECHARGABLE REPAIRS - FIXED RATES  
 
o Forced entry - during working hours  £65.00 

 
o Forced entry - emergency call-out out of hours  £85.00 

 
o Securing door/window where tenant has forced entry  £50.00 

 
o Renew solid core front door to include ironmongery and painting  £430.00 

 
o Boarding window - working hours  £50.00 

 
o Boarding window - emergency call-out out of hours  £70.00 

 
o Reglaze window - As per glazier’s invoice  £95.00 

 
o Flat/rubbish clearance - small one man, one hour  £50.00 

 
o Flat/rubbish clearance - medium - two men, 2 hours each  £125.00 

 
o Flat/rubbish clearance - large - two men 4 hours each  £200.00 

 
o Emergency call-out not required - power card/trip switch  £50.00 

 
o Unblock toilet/sink - during working hours  £50.00 

 
o Unblock toilet/sink - emergency call-out out of hours  £70.00 

 
o Replacement of double socket  £50.00 

 
o Replacement of single socket  £50.00 

 
o Replacement of light switch  £50.00 

 
o Replacement of wash hand basin  £194.00 

 
o Minimum charge  £50.00  

 
o Minimum charge out of hours  £50.00 

 
o Other minor items that require an hour’s time or less to be charged at £50.00, 

otherwise charge at actual costs following completion of works. 

 
VAT applies to all charges and costs are shown excluding VAT 

To be considered: Fly Tipping, garden clearance, light fittings and pest control 
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Appendix 3 - Excluded Repairs 
 
The following is a list of the repairs that will not be carried out if a tenant has 
defaulted in payment of their rechargeable repair. 

• Faulty aerials (unless communal and the issue is affecting more than one 

tenant) 

• General joinery repairs 

• Repairs to doors, windows and floors 

• Repairs to kitchen fittings e.g. handles 

• Repairs to plaster work 

• Dripping taps or shower units 

• Minor plumbing repairs 

• Repairs to tiling 

• Easing of doors and/or windows 

• Renewal or replacement of fencing (if not affecting others) 

• Repair/replacement of rotary dryers 

At all times the health and safety of the tenant and integrity of the property will be 
considered before refusing to carry out any of the above listed repairs. 
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EXPECTED STANDARD OF YOUR PROPERTY  
 
We have a series of standards that we expect each of properties to reach before you 
leave. Please read the information below as this will provide guidance to you on what 
is required before you return your keys.  
You may be charged if your property does not meet the expected standards 
 

Area Standard 

Keys  Please return two sets of keys and door entry keys. 

 Keys are due before midday on the date of termination. If we 
do not receive your keys on or before this date, your rent will 
be charged on a daily basis until the keys are received. 
Should an extension be required, please contact to discuss. 

 If after 7 days we have not received your keys and you have 
not contacted us, we will force entry and change the locks, 
costs incurred by Link will be recharged to you. 

Standard of 
Cleanliness 

 Fully clean the inside of the property  

 The property should be empty and cleared of all belongings 

Decoration 
 

 Leave the property in good decorative order 

 Remove any damaged wallpaper.  

 Clean gloss paintwork and re-paint if badly damaged.  

Gas & Electric 
 

 Take final meter readings immediately before you depart 

 If you use a gas or electricity pre payment meters, please 
leave them in credit and leave the pre payment cards in the 
property. 

Kitchen 
 

 Clean kitchen units and worktops are clean and ensure they 
are in good condition. 

Bathroom  Clean all bathroom fittings and leave in good condition. 

 Ensure that all seals, tiling and grouting will be clean and in 
good condition.  

 Repair any broken tiles 

Internal Doors  Ensure that internal doors are free from holes or serious 
damage and handles and latches work.  

 
Windows  

 

 Leave all keys for window locks (if installed in your property)  

Floors  Remove carpets and lino unless they are in excellent 
condition 

Plasterwork  Ensure that all plaster work is in good condition. Fill any 
holes after the removal of shelves and pictures. 

Garden/External  Cut grass, trim bushes and ensure gardens is left tidy  

 Leave rotary drier (if provided) 

 Ensure that any gates or fences are in good and safe 
condition. 

 Do not leave any rubbish or bulky items in the garden 

 Empty all bins 

 Remove sheds (or any outhouses) 
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Privacy Impact Assessment [PIA] 

 
What is a PIA? 
 
A process which helps an organisation to identify and reduce the privacy risks of a 
project. A PIA enables an organisation to systematically and thoroughly analyse how 
a particular project or system will affect the privacy of the individuals involved.  
 
The purpose of a PIA is to ensure that privacy risks are minimised while allowing the 
aims of the project to be met wherever possible.   
 
What are the benefits of PIAs? 
 
The Information Commissioner’s Office promotes PIAs as a tool to help organisations 
meet the obligations of the Data Protection Act. PIAs are a way to reassure 
customers (and the ICO) that an organisation takes data protection seriously.  
 
PIAs also allow an organisation to be transparent in the way it deals with personal 
and sensitive data and will show what risks are considered when dealing with that 
data.  
 
Arguably the most important benefit of PIAs is the increase of awareness of data 
protection issues within an organisation. They insure that privacy is considered at an 
early stage.  
 
Projects which may require a PIA 

 

 a new IT system for storing and accessing personal data 

 a data sharing initiative  

 a proposal to identify people in a particular group/ demographic 

 using existing data for a new or expected purpose 

 a new database which consolidates information held across the group 

 new legislation, policy or strategy which will impact privacy 
 
Who is responsible for carrying out the PIA? 
 
The project owner would be best placed to carry out the PIA; the Strategy and 
Business Support team will be able to provide advice and guidance on how to do 
this.  
 
What happens once the PIA has been completed? 
 
You should send the completed PIA to the Strategy and Business Support team to be 
reviewed, logged and filed.   



 
 

 
  

www.linkhousing.org.uk 

Privacy Impact Assessment Form 

    

Project Name Tenant Rechargeable Repairs 

Project Owner Joliane Philip 

Date 27/07/2016 

 

1. Identify the need for a Privacy Impact Assessment [PIA] 
 

Explain what the project aims to achieve, what the benefits will be to the 
organisation, to the individual and to other parties.  
 
You may find it helpful to link to other relevant documents relating to the project, 
for example a project proposal. 
 
Also summarise why the need for a PIA was identified (this can drawn on your 
answers to the screening questions). 
 

 
The project aims to recover costs incurred for repairs where the cause can be 
identified as negligence, damage or vandalism by a tenant or a visitor to the 
tenant’s property. 
 
This will increase revenue and reduce the impact on overall reactive repairs 
budget. 
 
 

2. Describe the information flows 
 

The collection, use and deletion of personal data should be described here and it 
may also be useful to refer to a flow diagram or another way of explaining data 
flows. You should also say how many individuals are likely to be affected by the 
project.  

 

 
Existing tenancy information will be used, gathered when a tenant enters into a 
legally binding contract with Link. 
 

 
3. Consultation requirements 

 
Explain what practical steps will take to ensure that you identify and address 
privacy risks. Who would be consulted, internally and externally? How will you 
carry out the consultation? You should link this to the relevant stages of your 
project management process.  
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A tenant consultation exercise was undertaken in regard to the policy and existing 
DP processing and compliance was considered.  Staff carrying out the processing 
have been trained in DP and security compliance when handling personal and/or 
sensitive data. 
 
 

 
 

4. Identify the privacy and related risks 
 

Identify the key privacy risks and the associated compliance and corporate risks. 
Larger-scale PIAs might record this information on a more formal register.  
 

Privacy issue Risk  to individual Compliance risk Associated 
organisation/ 
corporate risk 

Incorrect data 
used on letters 
 
 

Information 
inappropriately 
shared 

Breaches a 
number of DP 
principles 

Reputational risk 

 
 
 

   

 
 
5. Identify privacy solutions 

 
Describe the actions you could take to reduce the risks, and any future steps 
which would be necessary (e.g. the production of new guidance or future security 
testing for systems).  
 

Risk Solution(s) Result Evaluation 

 
Information 
shared 
inappropriately 
 
 

Staff training, data 
sharing 
agreements and 
accuracy checks 

Minimal error ongoing 
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6. Sign off and record the PIA outcomes 

Who has approved the privacy risks involved in the project? What solutions need 
to be implemented? 

Risk  Approved solution Approved by 

Data sharing error As above 

 

DP Officer 

7. Integrate the PIA outcomes back into the project plan 

Who is responsible for integrating the PIA outcomes back into the project plan 
and updating any project management paperwork? Who is responsible for 
implementing the solutions that have been approved? Who is the contact for any 
privacy concerns which may arise in the future? 

Action to be taken Date for completion of 
actions 

Responsibility for 
action 

DP awareness included 
in all process 
management and training 
for users 

30 Aug 2016 Joliane Philip 

 

   

 

 

Contact point for future privacy concerns 

Joliane Philip – 01324 417120 – jphi@linkhaltd.co.uk 
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EQUALITY IMPACT ASSESSMENT FORM 

 
 

Title of strategy 
or policy  

Tenant responsible repairs 

The aims and 
desired 
outcomes  

To facilitate the recharge of costs relating to repairs 
caused by a tenant or a visitor to a tenant 

Does this have 
an impact on 
Equality? 

Yes/No – If no - no further action required. If yes proceed. 
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1. Evidence Review and Consultation 

Include information used (qualitative and quantitative), source and how the views of 
those groups outlined above were sought. 

Protected 
Characteristic 

Evidence Gathered (including consultation) and 
strength/quality 

Age Tenants from all age groups were invited and attended our 
consultation events and their views were taken into account. 

Disability Tenants who had a disability were invited and attended our 
consultation events and took active part in reviewing our 
proposed policy.   

Gender 
reassignment 

A wide range of tenants were invited and attended our 
consultation events and their views were taken into account. 
We have no evidence that this group is particularly affected 
by this policy and so no further specific consultation was 
carried out. 

Race A wide range of tenants were invited and attended our 
consultation events and their views were taken into account. 
We have no evidence that this group is particularly affected 
by this policy and so no further specific consultation was 
carried out. 

Religion or belief A wide range of tenants were invited and attended our 
consultation events and their views were taken into account. 
We have no evidence that this group is particularly affected 
by this policy and so no further specific consultation was 
carried out.  

Sex (including 
pregnancy and 
maternity) 

Tenants from all age groups were invited and attended our 
consultation events and their views were taken into account. 

Sexual orientation Tenants who had a disability were invited and attended our 
consultation events and took active part in reviewing our 
strategy and agreeing both the Link and tenant standards.  
As a consequence the standards have been given the “tenant 
approved’ logo. 
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2.  Identifying Impacts 

How does this policy affect people who share protected characteristics? 

Protected 
Characteristic 

Please outline each impact (positive or negative) identified 
through the evidence review and consultation process 

Age We have considered age and to avoid a negative impact we have 
included discretion in the application of the policy where 
vulnerability through age is an issue. 

Disability We have considered disability and to avoid a negative impact we 
have included discretion in the application of the policy where 
vulnerability through disability is an issue. 

Gender 
reassignment 

Neutral – we have considered gender re-assignment and do not 
believe this policy has an impact on this protected group.   

Race Neutral – we have considered race and do not believe this policy 
has an impact on this protected group.   

Religion or belief Neutral – we have considered religion and belief and do not believe 
this policy has an impact on this protected group.   

Sex (including 
pregnancy and 
maternity) 

We have considered pregnancy and maternity and to avoid a 
negative impact we have included discretion in the application of 
the policy where vulnerability through pregnancy is an issue. 

Sexual orientation Neutral – we have considered sexual orientation and do not believe 
this policy has an impact on this protected group.   

3. Based on the results of this Full EIA please select how this policy will be taken 

forward: 

Decision Tick 

Implement policy without making any changes  

Implement policy but make changes/take action (listed below) to 
address impacts identified 

√ 

Implement policy as a pilot and monitor for impact  

Abandon policy and redesign with involvement of specific groups from 
the outset 

 

4.  Action 

What actions will be taken as a result of this assessment? 

Action to be taken (also 
complete columns a,b&c) 

a. Officer 
Responsible  

b. Achievement 
Date  

c. Monitoring 
Arrangements 

Use the feedback from 
consultation meetings to 
include a discretionary 
statement to allow staff to 
consider vulnerability when 
applying the Health & Safety 
only repairs principle 

Joliane Philip 15/07/2016 ongoing 
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5. What consultation or involvement has taken place? 

This report details the consultation discussions held with tenants in May and June 2016. 
The consultation sought tenants’ views on the rechargeable repairs policy now called 
Tenant Responsible Repairs Policy. Tenants were provided with a copy of the draft policy 
and consultation questions in advance of the meeting. Additional paperwork was circulated 
at the meetings to provide further information to tenants on what other landlords do, 
examples of tenant responsible repairs, costs and letters 
 
The consultation method was regional policy focus groups to bring together 
representatives of registered tenants’ organisations and individuals. Meetings were held in 
Cumbernauld, Falkirk and Edinburgh.  
 
Tech for all was promoted at the Falkirk meeting and Investors In Diversity surveys 
circulated at all meetings.  
21 tenants participated in the meetings and were asked to address the following questions: 
 

 Tenants were asked to comment on the aims of the policy and if they think 
anything is missing. 

 Is language in Plain English?  

 Should a right to appeal be added to the policy? 

 Review of letters and communications. 

 Review of the standards repairs lists. 

 Feedback on proposed frequently asked questions for website  

 Review of pre-termination paperwork used when a tenant moves out 

 How should Link define vulnerability and provide support?  

 Should Link withhold the repairs service if tenants don’t pay? (excluding wind 
and watertight repairs).  

 

6. Sign off section  

This Equality Impact Assessment was completed by: 

Officers involved: Joliane Philip, Leah Webb, Leigh Ann Reid 

 

Name of Review Manager       

Date   22/07/2016     

 

 
 
 
 
 
 
 
  
 


