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This leaflet aims to provide you with useful 
information about planned maintenance 
work to your home. This information is 
based on answers to questions we have 
asked residents who have been involved in 
previous planned maintenance contracts.

If you have any other questions, please 
contact us on 0300 300 1505.
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What is planned maintenance?

Planned maintenance is large-
scale repair and improvement work 
done to a number of properties in 
a particular estate, village or area. 
For example, this could include 
the fitting of new windows or 
replacing roofs.

Each year, Karbon Homes spends 
approximately £9.1 million on its 
planned maintenance programme 
which includes work such as:

•  Providing new double glazed 
windows and doors

• Central heating replacements

•  External decorations and repairs

•  Rewiring

•  Renewing kitchens or bathrooms

•  Providing insulation and improving 
energy efficiency

•  Carrying out small environmental 
improvements.

This budget also includes responsive 
and cyclical repairs.

Some of our older properties 
may need some or all of these 
improvements and because not 
everything can be done at once, the 
work carried out each year depends 
on the condition of the various 
estates in each area.

Wherever possible we try to take 
into account residents’ preferences 
for the type and timing of work we 
carry out, but we must make sure 
that we improve those parts of each 
home and those estates which are in  
the worst condition.
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How will I know if any work will be done to my home?

If your home is included in the 
planned maintenance programme, 
you will be notified early in the 
process that a surveyor will call at 
your home to assess what work will 
be required. This may be to your 
kitchen or windows, or could involve 
external work such as pointing of 
brickwork or roof repairs.

This is the first stage of the 
process and does not guarantee that 
any work will be done. The surveyor 
will not be able to tell you what 
work will or will not be done in your 
home at the time of his visit but you 
will be notified as soon as possible 
after this.

Once all the surveys of the 
properties to be included in the 
contract in your area have been 
carried out, a specification of work 
will be prepared.  This will form the 
basis of the contract which will then 
be sent out to approved contractors 
who will then submit costs for 
carrying out this work. This is known 
as the tender.

Once the tenders are returned, 
they are assessed by staff and 
Board members and the work will 
be offered to the contractor that 
offers the best value for money. 
The successful contractor will 
be awarded the contract and a 
programme for the work will be 
drawn up.
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What happens when work is to be done in my home?

We will send you a letter telling 
you the name of the contractor, 
when work is due to start on site 
and when the work to your home is 
scheduled. We will make every effort 
to programme around holidays, or 
other planned arrangements. We will 
also take into account any special 
needs within your household. It is 
important that we can gain access 
or this may result in the work being 
postponed until the end of the 
contract. If we are still unable to 
gain access you will be informed 
that the works will no longer be 
carried out. Most contracts last a 
number of weeks or even months so 
the contractors may be working in 
your area for some time before they 
can start work on your property.

Throughout the contract there will 
be someone on site who you can 
contact if you have any problems or 
concerns. If you have an emergency 
and need to contact us outside our 
normal working hours you can call 
us on 0300 300 1505.

We will keep everyone in the area 
informed of progress on the contract 
and of any likely disruptions that will 
affect them as a result of the work.

Representatives from your area can 
also come along to our regular 
meetings with the contractor to raise 
any issues or concerns that residents 
may have about the planned 
maintenance work.

Depending on the type of work being 
carried out, it may be necessary to 
interrupt water, gas or electricity. 
If this is the case, we will do 
everything we can to keep this to a 
minimum and to ensure that you are 
not left without supplies or cooking 
facilities overnight.
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Preparing your home for work to be done

If you have been told that the work 
to your house may cause some 
disruption, there are some things 
you can do to help prepare for 
this. The following items are the 
responsibility of the residents:

•  Pack away breakable or delicate 
items from the area where the 
work is being carried out

•  If you are having a new kitchen 
installed you will need to empty 
all your kitchen cupboards – 
remember to pack a few essential 
items separately and leave them 
somewhere handy

•  Remove rugs, or roll back carpets 
where there is likely to be a  
lot of dust

•  Close the doors to other rooms to 
stop the dust from spreading

•  The contractors will use dust 
sheets where they are working but  
you may wish to use additional 
ones of your own

•  Please note, if a new kitchen 
is being fitted the layout may 
vary and may leave gaps in your 
floor covering

•  You may be asked to roll back 
carpets or lift laminate flooring 
if access is required to electrical 
services under floor boards
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What should you expect from the contractor?

Karbon Homes expects those 
who work for us to behave in a 
responsible and courteous manner 
and this means they should:

•  Give you at least two week’s 
notice of when the work to your 
home will be carried out and 
where necessary will confirm this 
again three days before

•  Introduce themselves to you, show 
proof of their identity and explain 
exactly what they will be doing

•  Carry out the work between 
8.00am and 5.00pm Monday 
to Friday except in cases of 
emergency

•  Not play radios or smoke in 
your home

•  Treat you politely and with respect

•  Take the necessary steps to 
protect your furnishings and 
flooring from damage while 
carrying out any work

•  Keep your home secure while 
working there

•  Work safely

•  Make sure you are left with all 
essential services (water, gas, 
electricity) working at the end of 
each day even if they have not 
finished their work

•  Clean up any mess they make 
and take away all rubbish and 
materials at the end of each day
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What should the contractor expect from you?

•  You should keep to any 
appointments you have agreed 
with the contractor. If for 
whatever reason you have to 
change these arrangements, 
please let the contractor know 
as far in advance as possible and 
at least the day before at the 
very latest

•  You should remove your personal 
belongings from the contractor’s 
work area

•  You should not leave children 
under 16 in your home while the 
contractor is on site

•  During the work and after 
completion, a Karbon Homes 
surveyor and the contractor’s 
agent may need to inspect the 
work to make sure it is of a 
suitable quality. Please make 
arrangements for this when 
you are contacted
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When the work is finished

The Team Leader who has 
supervised the work will visit you 
when work has been completed to 
check if you are happy with it. Please 
tell him if you do find any faults so 
they can be sorted out as quickly as 
possible. Once you are satisfied, you 
will be asked to sign a completion 
agreement. Any problems you have 
identified and the actions that the 
Team Leader has agreed to carry 
out will be recorded.

If you are entitled to a 
redecorating allowance, this will 
also be discussed.

There is a six month period after 
the work is finished when the 
contractor must come back to put 
right anything that may have gone 
wrong with the newly installed 
fittings. It is very important that you 
let us know within this time of any 
faults you find.

When reporting these faults, 
please let us know that these are 
following a planned maintenance 
contract. This will enable us to deal 
with your report more quickly, and 
to get the contractor responsible 
for carrying out the work, back to 
correct the problem.
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Important safety information

We take health and safety very 
seriously. The contractor will do 
everything possible to ensure work 
is carried out safely and causes you 
the least inconvenience possible. 
However, all building work contains 
some element of risk. You can help 
to minimise this risk by following the 
guidelines below and by making sure 
that any children in your home are 
warned of the possible dangers:

•  Keep windows and doors closed 
and locked where scaffolding is 
in place to prevent unauthorised 
access into your home. Keeping 
them closed will also help to keep 
out any dust or noise caused by 
the work

•  Do not stand or store your 
belongings beneath any scaffold 
areas or where other equipment is 
being used

•  Keep away from materials and 
waste storage areas and do not 
allow children to play in or near 
to skips

•  Keep access to any scaffold and 
to the contractor’s storage areas 
clear and unobstructed

•  Only allow people who have 
the correct identification with 
them into your home. If in any 
doubt, do not let them in and 
ring Karbon Homes immediately
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Letting us know your views

When the work has finished, it will 
be important for us to know your 
views of how the work went. This 
will help us to improve the way in 
which we and our contractors carry 
out any future works.

We will send you a questionnaire to 
complete and a pre-paid envelope 
to help you return it to us. You don’t 
have to fill in your name unless you 
would like us to reply to any of the 
comments you make.

If you need any help with completing 
this form, please contact our 
Customer Liaison Officer.

Your views – good or bad – are 
very important to us and without 
them we cannot improve our service 
to you.
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Temporary move (decanting)

On rare occasions, when major 
improvement work to your home 
causes a lot of disruption, it may be 
necessary for you to move out while 
the work is being done.

You can either opt to stay with 
relatives or friends or we can 
arrange for you to stay in another 
of our properties for the duration of 
the work. This is called ‘decanting’ 
and we will move you back to 
your own home once the work has 
been completed.

If you opt to move to another of 
our properties, your Customer 
Liaison Officer will discuss with you 
the options available and arrange for 
you to view the property before you 
move in.

Your Customer Liaison Officer 
will also keep you informed of the 
progress of the work. You will not 
be charged rent on your home 
for the time you are in temporary 
accommodation although you will be 
required to pay rent on the ‘decant’ 
(temporary) property. If this rent is 
normally higher, you will only pay 
the same rent as you normally pay 
on your home. If the rent is lower 
than your usual rent, you will pay the 
lower rate. Your Customer Liaison 
Officer will have all the details.

We have produced a separate leaflet 
explaining exactly what help we will 
give you to help you move and what 
costs we will pay.
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How to contact us

Please contact us if you have any queries about the contents  
of this leaflet. Our contact details are:

Tel. 0300 300 1505

Gosforth Office
Number Five
Gosforth Park Avenue
Gosforth Business Park
Newcastle upon Tyne
NE12 8EG

Hexham Office
Tanners Burn House
Hexham Business Park
Burn Lane
Hexham
Northumberland
NE46 3RU

Morpeth Office
First Floor
Owen House
Sanderson Arcade
Morpeth
NE61 1NS

Prudhoe Office
Spetchells Centre 
58 Front Street
Prudhoe
Northumberland
NE42 5AA

If you would like this form in another language,  
large print or Braille please telephone  
Customer Services on: 0300 300 1505

Calls may be monitored and recorded for quality  
and training purposes.
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If you would like this document translated, please contact 
the number below giving your full contact details:

If you would like this letter in another language, large print, Braille, or 
audio please telephone Customer Services on: 0300 300 1505 (local rate).
Calls may be monitored and recorded for quality and training purposes.
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T  0300 300 1505
E  info@karbonhomes.co.uk
W  karbonhomes.co.uk June 2017
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