1.1

Irwell Valley Homes (IVH) aims to meet our responsibilities as a landlord by providing good
quality landlord services and meeting all our statutory and legal duties. Our tenants also
have a responsibility to keep to the conditions set out in their tenancy agreement.

1.2 This Policy sets out our approach to charging customers where there are any deliberate
breaches to their tenancy agreement. It applies to all customers who rent their homes from
IVH including shared owners, and those who rent via Intermediate Market Rent or rent to
Home Buy.
1.3 This policy covers the following:
e When we will apply charges
o How we will apply charges
e Payment options
o What will happen if customers fail to pay
e Recharge exemptions
o How customers can appeal a recharge
14  The aim of the policy is to ensure:
e A consistent and fair approach is adopted in relation to defining when and what we will re-
charge for.
¢ A consistent and clear message for customers and colleagues in terms of actions that will be
taken.
o Effective measures are in place to recover costs to help us deliver value for money for all
customers.
e Customers who receive persistent re-charges are identified to understand any support that
may help the customer to sustain their tenancy.
2.1 IVH’s tenancy agreements set out customers’ responsibilities during their tenancy and at the
end of their tenancy.
2.2 Customers are responsible for reporting repairs to IVH as they arise as well as carrying out

repairs that are their responsibility. Where customers fail to report repairs in a timely manner,
where routine repairs are reported as emergencies, or where deliberate damage is caused by the
customer or anyone who they invite into their home, we will charge the customer for the necessary
work. Who is responsible for what is set out in our Repairs Policy and communicated to customers
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2.3

2.4

2.5

2.6

on our website and in regular communications throughout their tenancy.

During their tenancy customers may want to carry out improvements to their home. If they
do, they need to obtain written consent from IVH before starting any work. If a customer
carries out improvement work without consent, or the work is defective or dangerous, IVH
will re-charge the customer for any work we have to carry out to put this right. More
information about this can be found in IVH’s Alteration and Improvements Policy.

When a customer signs their tenancy agreement, they agree to certain conditions such as
letting us in to carry out work that we are legally required to do, paying their rent on time,
and not causing any anti-social behavior. Where customers' actions breach their tenancy
agreement, we will take action and certain charges may apply.

At the end of a tenancy, customers should leave the property and their garden in a
reasonable condition. They should remove all their belongings and furniture, and all keys
should be returned to IVH. Before a tenancy ends, we will contact the customer to let them
know what they need to do to ensure they leave the property clean, in a good state of
repair and remove any furniture, belongings and rubbish. The customer will also be advised
that any damage which is their responsibility must be repaired. Immediately after the end of
a tenancy, a Property Inspector will inspect the property. Any work/items that are the
former customers’ responsibility will be noted, and charges will apply. More information
about this can be found in our Home Move Policy.

In accordance with the tenancy agreement, recharges will be applied for the following:

¢ Removing rubbish or hazardous waste from inside or outside a property including
any communal areas where we have evidence of who it belongs to.

¢ Cleaning properties or gardens where the customer has failed to keep them in a
good condition.

e Pest control where a failure to keep a home or garden in a reasonable condition
has directly led to an infestation of pests.

o Repairing deliberate damage or neglect by the customer, members of their
household, their invited guests or anyone employed by the tenant.

o Repairs have become more expensive due to customers not reporting them in a
timely manner.

e Work required to rectify any works, repairs or improvements carried out by the
customer.

e Call out fees for any out of hours work carried out which is not deemed to be an
emergency (please refer to our repairs policy).

e Where specialist equipment and/or materials have been ordered and the customer
refuses to have them fitted or provide access (with the cost of the equipment /
materials recharged).

¢ Repairs following an alleged break-in to the property where the tenant has not
reported this to the Police and does not have a crime reference number.
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e Replacing lost keys or fobs.

o If a customer is repeatedly out when we visit to carry out a pre-arranged repai,
maintenance service, or visit to discuss their tenancy in-line with our Access Policy.

o Where a customer refuses access for work which IVH is required to carry out by
law i.e. gas servicing, electrical testing or urgent repairs.

e Court costs where we must act against the customer for breaches to their tenancy
agreement i.e. refusing access, anti-social behavior or rent arrears.

¢ Replacing door locks if the customer does not return all the keys on the day the
tenancy ends.

e Removing furniture and belongings left in the property.

e Removing rubbish or hazardous waste from inside or outside a property, including any
communal areas if it is confirmed as belonging to the customer moving out.

e Removing any greenhouse, garden shed, or garage that the customer has installed,
unless written permission has been given by IVH.

¢ Cleaning properties or gardens where the customer has failed to keep them in a good
condition.

o Pest control where a failure to keep a home or garden in a reasonable condition
has directly led to an infestation of pests.

e Repairing or replacing any damaged landlord fittings.

o Work required to rectify any works, repairs, decorations or improvements carried out by the
customer.

IVH will look to recover the full costs of carrying out these works. A list of average costs is
detailed in appendix A.

3.1

3.2

3.3

3.2

3.5

3.3

For customers living in social or affordable rented properties, we will raise an invoice. For
Intermediate Market Rent and Market Rent customers — we will deduct the cost of any remedial works
from the deposit paid at the start of the tenancy. If the cost of the remedial work is higher than the
value of the deposit, an invoice will be raised for the balance.

Charges will include VAT on materials if work is completed by Irwell Valley Homes. Charges will
include VAT on the total cost of works if completed by a contractor.

We will allow customers to pay in agreed instalments if they cannot afford to settle in full and an
affordable payment plan will be drawn up with the customer’s agreement.

If a customer is moving out, no further offers of accommodation will be made until the agreed regular
payments are made or the debt is cleared. This also applies if a former customer later applies to IVH
for rehousing.

If the customer is moving out and their rent account is in credit, we will give the customer the option to

choose to pay for any charges before any credit is transferred to their account.

If attempts to recover recharges have been unsuccessful, depending on the level of debt and
likelihood of recovery, we may commission a debt collection service or make a referral to
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3.4

3.5

court to recover the debt. These debt recovery costs may be recharged to the tenant and
include administration costs, Court and Solicitor fees, debt collection service fees and VAT.

Any recharge which is proving unrecoverable, and where there is still a current tenant arrears
balance, will not be pursued through a debt collection agency and subject to the hierarchy of
debt collection process. If debts cannot be recovered or are uneconomical to recover the debt
will be written off in line with agreed Bad Debt Write Off procedures and authorised in line with
financial regulations. Current and previous tenants risk suspension from future property
allocations if they have breached their tenancy condition. Failure to pay recharges is
considered a breach of tenancy conditions.

We will adhere to the Breathing Space Debt Respite Scheme where the customer is in debt.
There are two types of breathing space:

1) a standard breathing space, and
2) a mental health crisis breathing space

A standard Breathing Space will be made available to anyone with problem debt, giving them
legal protections from creditor action for up to 60 days. The protections include pausing
enforcement action and contact from creditors. A mental health crisis Breathing Space will
only be available if the customer is receiving mental health crisis treatment. It will last as
long as the person's mental health crisis treatment, plus 30 days.

4.1

4.2

4.3

In certain circumstances, we may not apply relevant charges. These circumstances include:

o Where the customer is the victim of a crime or discriminatory behaviour and this has been

reported to us or the Police.

o Where a customer’s ability to look after their home has been impacted by their health or

wellbeing.

o Where a customer has known housing support needs and the damage caused is because of

their needs.

¢ If the customer has moved into a care home and has no financial means to pay.

o Where the customer has passed away and there is no estate.

e Where the work is deemed to be due to fair wear and tear.

e Where items have been agreed to be left in a property when the customer moves
out i.e. carpets, fitted wardrobes, sheds etc.

o Where deliberate damage is caused in communal areas, or rubbish or items are
left, and there is no evidence to confirm who is responsible.

Any requests to waive charges will be reviewed by the Head of Repairs & Estates
Maintenance and Head of Communities in the first instance, with any subsequent appeals by
the Executive Director (Customers). Further appeals will be dealt with through Irwell Valley
Homes complaints process.

If a customer wishes to dispute a recharge, they can appeal by requesting that the recharge
be reviewed. The Head of Repairs & Estates Maintenance and the Customers & Communities
Director will review any appeals and provide a written response to the customer within 15
working days of receipt.
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5.1 The Head of Customer and Communities and the Head of Repairs & Estates Maintenance and
will monitor performance in relation to the collection of recharges.

5.2 Recharges and collection rates will be reported to the Leadership Team quarterly by the Rents
Team.

6.1 Irwell Valley Homes is committed to treating people with honesty, dignity, respect, and trust. This
applies to colleagues, customers potential customers, contractors, and Board Members. At IVH:

o Equality is about ensuring that every individual has an opportunity to make the most of
their lives and talents.

o Diversity is recognising difference and responding positively to those differences.

e Inclusionis about creating an environment where our services and employment
opportunities are accessible to all.

6.2 IVH will be mindful of the Equality Act 2010 in all its actions and will consider all the protected
characteristics of the Act which are: Race, Sex, Gender Reassignment, Disability, Sexual
Orientation, Religion or Belief, Age, Marriage/Civil Partnership and Pregnancy and Maternity
explicitly. Further to the protected characteristics, IVH will be mindful of socio-economic
disadvantage and will do everything in its power to minimise this and other forms of disadvantage.

6.3 When applying this policy, we will use data we hold about the diverse needs of customers to
ensure exemptions are applied appropriately.

6.4 We will consider waiving recharges on the grounds of vulnerability and in exceptional
circumstances such as those set out in 2.3 above.
6.5

7.1 The Chief Operations Officer is responsible for the effective implementation, and the continued
review and updating of the policy.

7.2 The Head of Repairs & Estates Maintenance and Head of Customer and Communities are
responsible for training colleagues in their teams, ensuring they understand and comply with the
policy and all associated procedures.

7.3 The Property Inspector will check the condition of each property that becomes vacant on receipt
of the keys or at the end of the tenancy termination period (whichever is the soonest) and produce
a schedule of works required. Any work needed because ofcustomer damage or breaches to
the tenancy agreement will be identified and costed separately. The Inspector will take
photographs and store these on the housing management system as proof of the condition of
the vacant property, any damage, customer belongings and/or waste left in the property.
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7.4 Neighbourhood Officers are responsible for informing customers of potential re-charges and the
actions they need to take to avoid this such as removing rubbish or belongings prior to moving
out.

7.5 The Tenancy Sustainment Team are responsible for supporting customers with complex needs
to sustain their tenancy and mitigate the risk of re-charges.

7.6 The Rents Team are responsible for collecting re-charges.

7.7 The Leasehold Manager is responsible for ensuring deductions for any damage or waste at
empty IMR/MR properties are made from customers’ deposits.

The Consumer Standards in the current Regulatory Standards have been considered in this policy.
8.1 This policy also ensures that IVH complies with the following legislation: —

Landlord and Tenant Act 1985,

Health & Safety Legislation & Regulations

Homes (Fit for Human Habitation) Act 2018

Tenancy Agreement

Housing Acts 1988,1996,1998 and 2004

Landlord and Tenant Act 1985

Right to Repair Regulations 1994 (for secure tenants of Local Housing Authorities)
Health and Safety at Work Act 1974

Management of Health and Safety at Work Regulations 1999
The Defective Premises Act 1972 Building Regulations
Environmental Protection Act 1990

Leasehold Reform, Housing and Urban Development Act 1993
Equality Act 2010

Care Act 2014

Modern Slavery Act 2015.

e |IVH Tenancy Agreement

e |VH Repairs Policy

e |VH Voids Policy

¢ |VH Lettable Standard

e |VH EDI Policy

e |IVH Asset Management Strategy

o IVH Alterations & Improvements Policy

6|Page



Missed appointments — where a customer is not in for the
second pre-arranged appointment.

Call out fees for any out of hours work carried out
which is not deemed to be an emergency.

Refused access for works or visits required as part of a
customer’s tenancy i.e. gas servicing, fixed wire testing.

Where specialist equipment and/or materials have
been ordered and the tenant refuses to have them
fitted or provide access.

Court and legal costs

Clearance of unwanted belongings, furniture, appliances or
rubbish left in your property. This includes lofts, cellars,
outhouses and garden areas.

Damage that customers or members of their household or
visitors have knowingly caused. This is things like: holes in
walls/doors, graffiti on walls, doors missing.

Replacement fixtures and fittings. For example, kitchen units or
bathroom suite or removing and making good any changes you
have made to the property like a ‘lean to conservatory’.

Environmental or intensive cleaning e.g. fleas or heavily dirty
areas.

£30 per visit.

£40 per visit

£35 for each refusal.

Plus, any legal costs if IVH
must seek access through
the courts.

£30 for each refusal.

Plus the cost of the
materials or equipment.

Charged in-line with actual

costs charged by the courts
and legal costs incurred by
Irwell Valley Homes.

£24 Hourly rate

Plus the cost of disposing
of the waste starting from
£150 per ton and or from
£402 per skip

£34 hourly rate
Plus the cost of the materials
or equipment.

£34 hourly rate
Plus the cost of the materials
or equipment.

Charged in-line with the
external specialist services
that are required.
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The removal of sheds or other garden structures that have £34 hourly rate

been installed by the customer without IVH’s permission. Plus the cost of disposing of

the waste starting from £150
per ton and or from £402 per
skip and the cost of
materials to put the area
back to the required
standard.

Lost keys — fobs, window keys, communal door keys, letterbox £34 hourly rate

keys. Plus the cost of the materials

or equipment.

Approval Date: 3 April 2025

Approval Body Leadership Team

Implementation Date: April 2025

Policy Author: Head of Repairs & Estate Management
Policy Owner: Head of Repairs & Estate Management
Frequency of Review 3 Years or upon legal/regulatory changes
Planned Review Date April 2028
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