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In this leaflet we tell you about the standards of service
you can expect from Chevin and its partners when
your home is due for major improvements or upgrading.

www.chevinha.co.uk
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Summary

In this leaflet we tell you about the standards of service you can expect
from Chevin and its partners when your home is due for major
improvements or upgrading. This is what we call “Refurbishment”.

Our main aims are to:

Ensure every home is brought up to a decent standard.
This means it should have modern facilities, be energy
efficient, in reasonable repair and free from hazards

Make your estate or scheme an attractive place to live

Publicise a five year rolling investment programme so that
you know when your home is likely to be upgraded

Give you reasonable notice of when works will start
Consult with you about the work required in your home
Give you choices about the type of works that will be done

Reduce the amount of disturbance and stress whilst the
work is being done

Be responsive to your particular needs, comments
and complaints

Have staff available from either Chevin or our contractors
to deal with your needs during the works process

Provide you with information about how to use any new
fixtures (e.g. heating systems)

Leave you with details of who to contact if problems
arise after the work is finished

Collect your comments on how the work has been done

Each of these points is covered in more detail in the following pages.
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What we mean by the
‘Refurbishment Programme’

Chevin Housing Association aims to:
*  Make sure all homes are up to the Government’s ‘Decent
Homes' standard

*  Make sure all homes and areas are up to our own
Chevin standard

*  Replace parts of the property which have limited life
*  Upgrade and re-model according to a clear plan

* Improve residents’ comfort and make sure homes are modern
and efficient

* Help put in place the
Association's affordable O
warmth and environmental A decent
strategies home is

e Work within financial limits one that :

*  Make best use of partnerships,
materials and geography

is free from maijor

hazards

* Putin place a five year rolling is in good repair
programme, reviewed annually e e E T

amenities

is thermally

comfortable
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What you as a Chevin resident
can expect from Chevin Housing
Association

*  Opportunity to be involved in agreeing the Chevin standard

e Consultation on the five year programme through meetings,
focus groups, letters and www.chevinha.co.uk

* Reports on the progress of the five year plan

*  Notice of work to be done to your home through:
- information on the five year programme
- consultation with you at least 16 weeks before the work starts
- discussion on the type of choices you may make
- at least eight weeks’ notice of the proposed start date for works

*  Chance to discuss wider ‘estate’ issues as well as the changes
to your own home

* A choice where possible, for example on kitchen units, worktops,
kitchen and bathroom flooring, door pattern
and colour, wall tile colours

www.chevinha.co.uk
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Discussion on adaptations to deal with any disability

Attention paid to your ability to deal with stress and inconvenience
during work, for example, by providing or agreeing temporary
accommodation elsewhere

Help with packing and unpacking if you are unable to cope

Contractors causing as little damage as possible to decorations.
Where damage is unavoidable, Chevin will help you restore your
home to its original standards by providing vouchers for materials
or arranging for work to be done if you have health issues or a
disability that prevent you completing the work yourself

After the work is finished, collect the views of you and other
residents and publish the overall results

Regular visits during the work

If you are a prospective new tenant on a scheme where work is
about to start, we can postpone your letting until after the
work has been completed if you agree

chevinha.
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What you can expect from
partner contractors

Before work starts the contractors will:

* Help you understand what the proposed works involve and how
to make choices for example about the types of fittings

* Inform you about location and contents of the site compound and
offices, how to access offices and staff, including telephone numbers
and provide health and safety information

* Keep records of contact with residents and information given

* Send you a letter three weeks before the work starts, providing:
- start date
- information that all tradespeople will carry ID cards

- contact numbers for the Site Manager and Resident Liaison
Officer (RLO )

- confirmation that the RLO will contact you to give more information
about health and safety

¢ Send another letter one week before work starts to confirm the details
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Give you a health and safety induction. This includes details of
access for tradespeople and the packing you will need to do to

give them clear access. Dust sheets and packing cases will be
provided if needed. Contractors will note the condition of white
goods (for example, fridges) and existing flooring. They will also
note any special issues. They will discuss and agree access required.

Give you a handbook that gives health and safety information,
contact numbers and reminds residents to check ID’s

Make a check via the RLO the
day before work starts to
ensure that everything is ready,
that you know the order in
which work will be done, and
that they have considered your
circumstances when agreeing
work hours

www.chevinha.

People
involved in
the refurbishment

programme:

Chevin residents
Chevin staff

Partners and
contractors

Consultants

co.uk
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%Y%) Whilst we are working in your
home you can expect

v Visits twice a day from the RLO, giving information about work to
be carried out the next day.

v A calling card giving the information when personal contact is
not possible.

v’ A record of requests, complaints, compliments and “reportable
incidents” (e.g. accidents).

v Work done as quickly as possible in each home. As little dirt and
disturbance as possible. Regular cleaning up. As little damage to
decorations as possible, and where it happens, efforts made to
make redecoration as easy as possible afterwards.

v/ At the end of each day your home will have at least:

- Working sink or basin

- Hot and cold running water
- Working toilet

- Cooker

- TV service

- Headting

v/ Contractors will only leave materials overnight with residents’
permission and make sure they are stored safely

No tools or equipment to be left overnight in occupied homes

Freezers, fridges and medical equipment to remain connected
and power to be continuous whenever possible

v/ Trained and experienced tradespeople, who respect you and your
belongings.
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v"  No radios played without your permission

v/ Reasonable requests for access

v/ Consideration to be given to your comfort in bad weather,
to avoid cold and dirty conditions wherever possible

At the end of the work
you will receive:

A handover pack, which the RLO will go through

and then leave with you. This will include details of
how to operate any equipment that has been installed and
contact telephone numbers in case you need help

Help to re-connect white goods in kitchens and utility

rooms

A defects service during the 12 month liability

period to deal with emergencies within 24 hours and
agree a fimescale for other issues

A satisfaction survey to complete and return to Chevin
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o What you should do

Provide information and access to allow planning of the work,
giving details of any personal or health issues which may affect
the work to be done

Pass on choices of fixtures and fittings within the time given, so
there is no delay

Make sure tradespeople have access to your home during
normal working hours

Tell the contractor immediately if there are difficulties or damage
so issues can be resolved as soon as possible

Tell Chevin if there is any dissatisfaction with the way issues
Help by packing things away

are dealt with £
and storing them where the RLO Whai
asks, to make sure work goes CO“SU"CI nis

ahead as quickly as possible.

Tell the RLO if there are will do:

problems with packing, storing

or moving furniture so other

arrangements can be made. * Assess the value for
money of the scheme

Complete satisfaction forms for by comparing with

both Chevin and the contractor, other projects
to help future planning and to
make sure the work meets
residents’ needs
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Notes

www.chevinha.co.uk



We are committed to a policy of equal access to information.

If you would like this document in another language or format,
or if you require the services of an interpreter, please contact us.
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Bengali S 9% IO ACTRFER I P SR JE 7o 4o |
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Farsi e el 4n 5 5 e Sen u_\..\.ab.a.um(;_ﬁm Qg=ta La
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Punjabi »ft ngst § gargg weardt ¥ Stufert =1 urse 995 wEt eus-50 J1

+ feg erzeq 397 fan 99 g feg 7 i J9 gu feg ordter 3, 7 1 3978 9893 ANSTET &t faH
feeayea =t 8= 9, ?Eﬁﬁ'm?ﬁl

Somali  \Waxaan ballan gaadnay siyaasadda ah in si siman loo helo wararka.
Haddii aad ku rabtid dokumentigaan lugado kale ama daabacaad kale, ama haddii
aad u baahan tahay turjibaan, fadlan nala soo Xxiriir.

Urdu ~u?%d'|§7/J:}LJJV4d;L—‘J&L;L’”
e A1 s S AT st B s T i,

French Nous avons mis en place une politique d’égalité d’accés aux informations.
Si vous souhaitez consulter ce document dans une autre langue ou sous un autre
format, ou si vous avez besoin des services d’un interprete, veuillez nous contacter.

Polish  Wyznajemy zasade réwnego dla wszystkich dostepu do informacji.

Jezeli chcial(a)by Pan/i otrzymaé ten dokument w innym jezyku czy postaci
lub jezeli potrzebuje Pan/i posrednictwa ttumacza, prosimy o skontaktowanie
sie z nami.

If you would like a copy of this information in

C h e V I n any other language or format please contact us.

?

Chevin Housing Association Ltd CASSETTE  IN LARGETYPE  BRAILLE  OR ANY OTHER

FORMAT
Harrison Street - Wakefield - WF1 1PS
Tel: 0845 2701088
Email: enquiries@chevinha.co.uk.
www.chevinha.co.uk
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