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As your landlord, we must
carry out regular major work
to your home. This could
include, for example, replacing
your kitchen or bathroom or
your central-heating boiler.

This leaflet sets out what you
can expect from us and our
contractors when we carry out
major work in your home.

Consultation

We will:

» consult you about the type of
work, and the timescales for
completing it, before we start;

» involve you in drawing up
the contract and choosing a
contractor; and

» involve you in reviewing the
contract each year.

Before we do any work in
your home

We or our contractors will:

» give you a choice of colours
of the kitchen units, and

wall tiles and floor coverings
for both the kitchen and
bathroom (if included in the
work programme);

» confirm the drawings of your
new kitchen layout and your
choices before the work starts
(if included in the work
programme);

» confirm the bathroom tiles and
flooring you have chosen before
the work starts (if included in
the work programme);

» give you the contractor’s
contact details; and

» send you at least 28 days’
notice of the approximate date
we plan to start the work, and
confirm an exact start date seven
days before the work begins.

When working in your home

Our staff and contractors will:

» show you ID (we will not
object if you phone to confirm
our identity);

» carry out work to a good
standard;

» help you to move furniture
if you are not able to;

» protect your furniture and
belongings by using dustsheets
and carpet protectors, if
necessary;

= wear our company uniforms
at all times;



» use good-quality materials made
to the relevant British standards:

» provide you with temporary
heating in your main rooms
(for example, the living room),
if necessary;

» at the end of each working
day, leave you with a toilet,
hot and cold water, cooking
facilities, lighting and heaters;

» leave your home clean and
tidy at the end of each day;

» take particular care if there are
young children or frail or disabled
people in your household;

» tell you if your gas, water or
electricity will be disconnected;

» only go in the areas where
they are working;

» help keep your home and
block secure by closing doors
and making sure other people
cannot gain access to ladders
and scaffolding;

» respect any religious holidays
and festivals;

» be polite and respect your
home; and

» carry out regular surveys to
monitor the quality of our service.

Our staff and contractors will not:

» use offensive language or
behave in an offensive way;

» leave materials or rubbish in
your home or in shared areas;

» use your toilet or other facilities;
» smoke in your home; or

» work if you (or someone you
choose) are not there, unless
you give us permission.

When we have finished
the work

Our contractor will:

» provide an ‘aftercare’ service
(putting right anything that goes
wrong with the work carried
out) for at least six months
after the work is finished

(12 months for mechanical and
electrical work); and

» write to you to check that
the work is properly finished
and that you are happy with it.

We will:

» inspect all work we have
carried out in your home; and

» send you a satisfaction survey
once we have finished the work.

If you need more information, help or advice,
please call your housing officer on 020 8709 4300.



You can ask for this leaflet in large print, on audio tape or
in another language. Please contact us on 020 8709 4300.
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This leaflet gives you information on the services we will provide to you.
The leaflet does not affect your rights as set out in your tenancy agreement.

Thank you to all the residents who helped to produce this leaflet.

Cargeznali mmmsr o
RECYCLED Plpin Erglish Cpmpaigs m
PAPER Commitiid 0 chiaser COMmerisation )
e ———————————— e Published February 2009




