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1. POLICY STATEMENT  

1.1 YMCA Norfolk is committed to the provision of safe and supportive accommodation as part of 

our mission to ‘transform young lives.’ 

1.2 YMCA Norfolk recognises the importance of operating an effective repairs and maintenance 

service in order to maintain our accommodation to the highest standard.  

1.3 Where a repair is as a result of tenant damage, vandalism, neglect or carelessness, we will 

seek recompense towards the cost of carrying out such repairs.  

2. PURPOSE 

2.1 YMCA Norfolk will charge tenants with the cost of repair work required due to deliberate 

damage, vandalism, neglect or carelessness by tenants, a member of their household or 

invited visitors. 

2.2 All tenants will be advised of any re-charge for works prior to works being undertaken 

wherever possible.  

2.3 All tenants will be given the opportunity through the restorative practice procedures to repair 

any minor cosmetic damages, clearance of rubbish or cleaning.  

3. SCOPE 

3.1 The policy applies to all tenants, staff, volunteers, contractors or any person delivering 

housing services for YMCA Norfolk at all times.  

4. DEFINITIONS 

4.1 Rechargeable Repair - is defined as any repair due to deliberate damage, neglect or 

carelessness by tenants, a member of their household or visitors. 

5. REFERENCES 

5.1 This policy must be read and applied in conjunction with the following: 

• Policy 09 - Health and Safety Policy 
 

• Policy 28 - Licence Agreement Policy 
 

• Policy 33 - Voids Management Policy 
 

• Policy 34  - Warnings, Terminations and Evictions Policy 
 

• Procedure 01 - Financial Procedures 
 

5.2 Our approach to re-charging repairs will be compliant with the following legislation and 

regulatory frameworks: 

• Housing Act 2004 

• Homes and Communities Standards – Tenancy Standard, Value for Money Standard, 

Homes Standard 

• Health and Safety at Work Act 1974 
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6. RESPONSIBILITIES 

Housing Managers 

6.1 Housing Managers and Facilities Manager are responsible for: 

• Supporting day-to-day implementation of the Recharge Policy 

• Ensure all staff and clients are aware of and follow this policy 

Staff and Clients 

6.2 Staff and Clients are responsible for: 

• Following policies and procedures, promoting best practice throughout the tenancy 

• Implementing the Recharge Policy in their day-to-day practice when required 

7. POLICY DETAILS 

Undertaking a Re-Charge 

Stage 1 – Identifying a Recharge for Current Tenants 

7.1 If a current tenant or staff member reports a repair, the maintenance operative should 

establish if it is a rechargeable repair or not. Wherever possible, photographs  should be 

taken as part of evidencing the liability for re-charge. The tenant should be advised that if 

this is a rechargeable repair, they will be liable for the costs.  

7.2 If the repair is identified as being rechargeable then the maintenance operative should inform 

the duty worker and housing manager as soon as possible and this should be recorded on the 

Inform system.  

7.3 The tenant will be verbally advised by the duty worker and housing manager that the repair 

is rechargeable, and a re-charge letter (Appendix B) will be sent to the tenant advising them 

of this and the cost for repair, within two working days. 

7.4 All details of Stage 1 action should be recorded in the tenant’s logbook on the Inform system. 

Identifying a Recharge for Former Tenants 

7.5 If the repair has been identified as rechargeable after tenant has left the property, then the 

forwarding address should be logged on Inform. A re-charge letter should be sent to the 

former tenant to notify them that repairs are being carried out at their vacated premises and 

they will be liable for the costs referring to this policy.  

Stage 2 – Invoicing & Payment Arrangements for Current Tenants 

7.6 Once the invoice for work including any costs associated with the maintenance team, has 

been received from the maintenance operative or contractor, a copy of this will be passed to 

the Housing Team to prepare an invoice proforma for Finance Team. Finance will prepare the 

invoice and a copy of the invoice will be provided by Facilities or Finance and sent to the 

manager for inclusion in the letter. The tenant will be given 28 days to contact the office 

about payment which should be either paid in full or to arrange a re-payment plan. 

7.7 The charge will be added to the Tenants INFORM account where payments will be recorded as 

they are made either by full settlement or a payment plan. 
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7.8 The Housing Manager will review any recharge arrangements along with their weekly rent 

checks. If an agreement is breached the Housing Manager will undertake appropriate action 

as per the Warnings, Terminations and Evictions Policy (Policy 34).  

7.9 If there is still no contact from the tenant after another 14 days, the debt should be passed 

to the Income Recovery Officer. 

Invoicing & Payment Arrangements for Former Tenants 

7.10 Where there is a forwarding address for the former tenant, the same procedure for current 

tenants will apply as above. Where there is no forwarding address, we will ensure that as 

many opportunities to locate the former tenant are user i.e., Social Media, contact with 

existing residents. If no contact information can easily be located the debt will be passed to 

the Income Recovery Team who will advise on the next course of action, and possible debt 

recovery action. 

Write Offs 

7.11 Once all steps have been taken to recover monies and it is apparent that the bad debt will 

need to be written off, it will need to be included in the quarterly bad debt write offs prepared 

by the Income Recovery Team. This will subsequently be approved by Exec and the Board 

and written off Inform and Sage. The debt will still be liable if there is contact with a tenant 

at a later date. 

Recording and Reporting Rechargeable Repairs  

7.12 All action taken should be recorded on Inform by the maintenance operative and duty staff 

member undertaking the re-charge. The Inform account must include evidence setting out 

why the repair has been assessed as rechargeable.  

Discretionary Waivers 

7.13 Where there are mitigating circumstances or vulnerabilities contributing significantly to 

circumstances leading to a rechargeable repair, a re-charge may be waivered. This includes 

but is not limited to the following circumstances: 

• Severe mental illness 

• Child, young person or adult protection issues 

• Victim of abuse or domestic violence 

• Learning disabilities 

• Exploitation  

• Extreme hardship 

  

7.14 Discretion to waiver a charge or part charge must be approved by the Head of Housing and 

Facilities Manager. In their absence approval must be sought from the Executive team.  

8. MONITORING & EVALUATION 

8.1 YMCA Norfolk will monitor spend on rechargeable repairs through the Compliance and 

Performance Committee to ensure effective performance of housing services. 

8.2 The Re-charge pricing schedule Appendix A will be reviewed on annual basis as determined 

by the financial procedures.  

8.3 This policy may be reviewed at any time at the request of either staff or management but will 

automatically be reviewed 3 years from initial approval by the Executive Team and thereafter 
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on a triennial basis unless organisational changes, legislation, guidance, or non- compliance 

prompt an earlier review. 

9. ASSOCIATED DOCUMENTS 

9.1 There are no documents associated with this policy. 
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10. Appendix A: Re-charge Pricing Schedule 

Repair Description  Charge Notes 

Replacement Key or Fob £30 / 10  

Replacement Full Locking Mechanism £45.00  

Broken/Smashed Window £40.00-

£200.00 

Emergency call out to 

make safe, full costs for 

repair dependent on 

window size, type of glass 

etc. 

Cracked toilet bowl, cistern or wash basin  £100.00  Per item 

Replacement of damaged doors £70.00-

£200.00 

Variable pricing 

dependent on call out, 

type of door and any 

safety considerations 

Blocked plumbing due to deliberate misuse £50.00  

Out of Hours attendance calls as a result of 

tenant neglect or damage  

£50.00  

Missed pre-booked appointment with contractor 

(third occasion) 

£50.00  

Missed pre-booked appointment with 

maintenance operative (third occasion) 

£10.00  

Disposal of belongings in empty properties after 

vacating 
£100.00 Variable dependent on 

amount of items left 

Cleaning of empty properties after vacation £50.00 

£100.00 

£200.00 

Half day 

Full day 

2 or more days 

Fly Tipping and Rubbish £100.00 Variable dependent on 

amount of items left 

Vandalism or graffiti to internal decor £50.00-

£100.00 

Variable dependent on 

invoice cost for damage  

Items not listed above caused by tenant neglect 

or damage 

Full cost 

of repair 
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11. Appendix B: Recharge Claim Letter 

(Copy onto Headed Paper For The Housing Service) 

[Enter Full Name] 

Room/Flat [enter number] 

YMCA [enter site address] 

[Enter post code] 

 

[Enter Date] 

 

RECHARGE CLAIM LETTER 

Dear [enter name], 

RE:  Re-Charge for [Enter Reason] 

I am writing to advise that YMCA Norfolk will be seeking to reclaim costs for the following: 

[Enter full reason, date and time of event leading to re-charge for example 

27.10.15 at 11am: Bathroom door handle has been forcibly broken off by tenant] 

In line with your tenancy agreement, you are liable for any repair that is as a result of tenant 

damage, vandalism, neglect or carelessness; we expect a contribution towards the cost of carrying 

out such repairs. This also includes missed appointments with maintenance operative and 

contractors.  

Attached is an invoice for the total cost of the [damage/repair/missed appointment delete as 

appropriate] 

You are liable to pay [enter amount] in line with our re-charge pricing schedule.  

Payment needs to be made in full within 28 days of the date of this letter.  

If you are unable to pay in full, please contact our finance team who will arrange a repayment 

plan. Your housing worker can assist you with this.  

Finance can be contacted on 01603 621263 option 4. Payments can be made over the phone. 

Alternatively, you can set up a standing order.  

If you have any queries in relation to this letter, please speak to your housing worker. A copy of 

our re-charge policy can be made available upon request.  

 

Yours Sincerely, 

 

[Enter Name]  

[Enter role] 

Signed as received and agreed:      Date………………                                                      

Issued by:               Date………………       


