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Maintaining Our Properties



If you would like this document in your language, large print or Braille, please
contact your Neighbourhood Housing Office, who can do this for you free of charge.



One off planned works
When major improvement works are identified for a
property they will either be scheduled as part of our
capital improvement programme or, if more urgently
required, can be taken up by our one-off planned
works team.
These works can include the renewal of kitchens
and bathrooms; rewires and electrical upgrades;
re-roofing; high security external doors; whole house
window and internal door replacement; damp and
infestation treatment; garage refurbishment,
demolition and renewal; redesign and improvement
works to large tarmac or paved areas.



The following service standards apply for one-off
planned works:
We will:

Please note the following larger works do not fall
within the 90 working days timescales as they are
agreed between the contractor and West North West
Homes on an individual basis:
• garage refurbishment, demolition and renewal.

• measure your satisfaction with our customer
service;

• measure your satisfaction with our delivered
products;

• measure your satisfaction with our workman's
conduct, politeness and attitude;

• measure your satisfaction with our communication
with you prior to the works commencing;

• measure your satisfaction with our communication
with you during the works being carried out;

• where applicable measure your satisfaction with the
range of choices of finishes for the units, tiles and
doors;

• where applicable measure your satisfaction with
consultation on the design;

• publish what major works will be taking place on an
annual basis.





Gas servicing and repairs
It is a legal requirement for landlords to test all gas
appliances they have provided on an annual basis.
Part of this work is to service the appliances to
ensure they are running efficiently and comply with all
safety regulations that apply for the safe use of gas
appliances.

Our gas service standards are as follows:
We will:
• ensure the safety of your property by carrying out a

safety check on gas appliances and equipment
every 12 months by Gas Safe registered engineers;

• send an anniversary card reminding you that the
annual gas service is due at least 8 weeks before
the existing service expires;

• notify you by letter, a month before, when the gas
equipment and pipe work in your home is due for an
annual safety test/service;

• provide, in a letter, an appointment date when the
contractor wishes to carry out the safety test and
service at your property;

• provide you with our contractor details if you need
to rearrange your allocated appointment to a more
convenient date and time;

• complete the service and any necessary repairs and
provide you with a copy of the gas safety certificate
CP12 within 20 working days;

• ensure that our contractors leave a card with
contact details if they are unable to gain access.





If you allow our
access to your home the first time
they call, you will be entered
into £250 monthly prize draw. You will
not be eligible for the draw if we have to
leave a No Access card.
If we do not hear from you we will write
to you to rearrange access. Under the
terms of your tenancy agreement, if you
do not provide us with access to your
property, court proceedings will be

gas engineers

taken against you.



Painting programme
The following are our service standards for our rolling
programme of painting of communal areas in multi-
storey flats and sheltered housing schemes and
external works to outhouses and fencing:
We will:
• publish our painting programme annually with

details of the areas included and proposed start
and completion dates;

• adopt a 3 year rolling programme for internal
cyclical painting for communal areas to multi-storey
flats and sheltered complexes;

• adopt a 5 year rolling programme for all external
painting;

• write to you when your home is included in the
programme and provide you with details of our
contracting partners who will carry out the work,
when they will start and complete, and our contact
details should you have any queries;

• offer a choice of colour to timber external doors
and out-house doors;

• offer a choice of colours for communal areas in
sheltered and multi-storey blocks;

• ensure our staff, agents and contractors carry and
display identification at all times.



Lifts servicing and maintenance
We would like you, our tenants and your visitors, to
be able to move freely and safely when using any lift
for the purpose it is meant. This applies to any
residential block of flats, sheltered accommodation
or any building managed by West North West Homes.
We, therefore, ensure that lifting equipment* is
serviced and maintained to meet all current legal
requirements annually.
*passenger and goods lifts in flats, sheltered housing,
other buildings managed by West North West
Homes, domestic stair lifts, through floor lifts, step
lifts and hoists



The following service standards will apply for the
maintenance and servicing of lifts:
We will:
• provide a 24 hour, 7 day emergency cover service;
• carry out annual maintenance safety checks and

inspections for all lifts;
• service the lifts 10 times per year and undertake

2 annual safety checks by a reputable specialist
insurance company;

• attend to a lift breakdown within 1 hour from
notification where a person is stuck in a lift;

• attend to a lift breakdown within 2 hours and repair
the lift within 24 hours.

We ask that you:
• notify us promptly, where you experience any

equipment breakdowns, or malicious damage to
equipment, either through fire and/or vandalism;

• complete customer satisfaction forms and offer
suggestions to improve our service delivery.

To ensure our service to you meets with your
expectations we will measure our performance and
report the results on a quarterly basis to the
customer sounding board and multi-storey flats
group.



Call us on: 0800 915 1113*
or Minicom: 0845 127 1113
*standard charges apply when calling from a mobile

Email us on:
wnwhl.enquiries@wnwhl.org.uk
www.wnwhl.org.uk

Visit us at:
Neighbourhood Housing
Offices or One Stop Centres

Write to us at:
Westfield Chambers, Lower
Wortley Road, Leeds LS12 4PX

If you wish to contact us, please do so by visiting us at:
Aireborough One Stop Centre
Micklefield House, New Road Side, Rawdon LS19 6DF
Armley One Stop Centre, 2 Stocks Hill, Armley, Leeds LS12 1UQ
Bramley Neighbourhood Housing Office, 202 Town Street,
Bramley, Leeds LS13 2EP
Horsforth Neighbourhood Housing Office, The Green,
Town Street, Leeds LS18 5JB
Kirkstall Neighbourhood Housing Office, 45 Kirkstall Lane,
Kirkstall, Leeds LS5 3BE
Little London Neighbourhood Housing Office, Oatland Drive,
Little London, Leeds LS7 1SH
Otley One Stop Centre, 8 Boroughgate, Otley, Leeds LS21 3AL
Pudsey One Stop Centre, Town Hall, Robin Lane, Leeds LS28 7BL
Wortley Neighbourhood Housing Office, 36 Heights Drive,
Armley, Leeds LS12 3SU

Information correct at time of print, January 2010.


