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Stage 1
Initial contact via letter to tenant advising of programmed works

Wherry Housing Association relies on tenants to
confirm whether they wish for the works to be
carried out. Respondents felt Wherry should be
more proactive and use various communication
methods and ensure contacts made

Contact those tenants who have not responded to
the letter either via telephone, door knock, text
message, email etc. WHA will only act upon the
works once contact has been made.

We have implemented telephoning tenants that
have not replied and sending out a second invite
letter.

Respondents felt the current letter provided enough detail informing customers of the process and
therefore no amendments are required to the content of the letter.

Stage 2
Tenants receiving contact from AMS

Respondents were happy with the existing
process but requested that AMS clarifies and
reminds tenants that electricity supplies are
required — this will enable those tenants on a
metre advanced warning to purchase additional

supply.

AMS will be notifying tenants of this at survey
stage and where possible asking the tenants
permission during the works.

Stage 3
Offering tenant choice for kitchen/bathroom equipment

Mixed messages from respondents, some felt the
choice provided was adequate and others felt
that a greater choice could be offered.

We have reviewed the choice of colours and have
decided to keep the choices currently available.
We are considering offering decoration vouchers
instead of completing the decoration.

Some respondents felt they would like greater
involvement with the planning of the new
kitchen/bathroom in terms of where the
cooker/sink etc will be installed

Wherry has to adhere to health and safety
regulations which may have an effect on this but all
designs are run past the tenant first; a signature is
obtained for confirmation that the tenant is satisfied
with the design.

Stage 4
Communicating start date of the works

Ensure tenants are offered a choice of either
using a keybox or password for security purposes
& ensure tenant choose a password of their own.
Concerns that there was a generic password for
the keybox.

We will ensure that this is discussed upon the visit
by AMS who will ask for each household to have
their own code/password.

Need to ensure consistency across the board for
commencing works, respondents were not
satisfied with the notice period.

Respondents requested for a minimum of 2
weeks notice prior to start date.

Tenants will have at least 3 weeks notice with
letters being sent to confirm the commencement
date at 21 days and 7 days prior to
commencement. This will ensure that all tenants
are given the same notice period and that they
have adequate time to make arrangements.

Respondents felt that it's inconvenient to start
works on a Friday as they were left without
kitchen / bathroom facilities for a longer period.

Works will predominately be offered with start
dates Monday — Thursday but if tenants are happy
for works to commence on Fridays this will be
reviewed on an individual basis.

You would like details of each operative who will
be visiting the property during the improvement

Unfortunately this is not something we will be able
to offer at present as Mears do subcontract works




works.

out. All tenants will get photos of the managers and
RLO’s and all operatives will have photo ID on
them. Tenants can also arrange a password that
needs quoting before entering into the property if
they wish.

Sta

ged

Carrying out the works

Respondents were concerned that the plans were
not reviewed with the tenant before works
commenced. Not all plans were completed
correctly.

Operatives to go through the plans with the tenant
before they commence any works. Audit diaries
have been introduced so that operatives can write
down if they have come across any unforeseen
problems.

Respondents felt that operatives were not
provided with enough time to complete the first
day workload — removing the existing facilities.

This was due to the subcontractors used last year;
new subcontractors are being used with positive
feedback.

Improve communications, keeping tenants
informed & up to date with the works process.
Respondents advised that on odd occasions
operatives did not attend to complete any works
for the day — tenants were not informed about this
nor were they provided with a reason — leaving
tenants feeling dissatisfied with the service.

Operatives to advise tenant, on a daily basis about
the progress of works — to ensure tenants are
aware if works over run who’s attending the next
day etc.

Operatives were not informing or requesting to
stay after 5pm if the works were not complete.
Respondents felt that it's not always convenient
for operatives to stay and therefore should
communicate this.

If additional hours are required after 5pm
operatives are to ensure they communicate this
with tenants and ask if it’'s possible to stay longer.
(This will be added to the diary sheets)

Respondents felt that there’s a lack of
communication between the plumber, electrician
& decorator — inconsistency within the process

AMS will be monitoring this to ensure
communication is key.

Stage 6
Condition of the property following completion of works

Inconsistency with condition of property following
completion of works — operative not always
making good of works.

Site managers will be signing off every job. Wherry
surveyor will also be post inspecting properties to
ensure all work is completed to standard.

Stage 7

Visit from surveyor

following completion

Recording any additional works — following the
final inspection surveyors advised tenants of
additional works which were to be complete —
many of which still remain outstanding.

A copy of the sign off document’s to be provided to
the tenant & WHA to ensure this is complete.
This will also be included in the diary sheets

Ad(ditiona

| comments

Concerns about when the works were going to be
carried out especially during winter months when
tenants would receive higher utility bills

Unfortunately this can not be avoided due to time
limits of the programme but operatives will ensure
that the property is kept weather proof, to help
avoid high bills.

What options would WHA offer those tenants who
work night shifts?

This would be reviewed on an individual basis with
maybe an introduction of a 10-6 or 11-07 shift.

Respondents asked for WHA to offer additional
floor tiles (those left over) esp for the kitchen in

These cannot be offered to all properties but
tenants occurring problems can contact Wherry for

case tiles are damaged following installation.

inspection/replacement.





<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


