Factsheet 67  September 2015

Tenants’ rights - repairs
About this factsheet
This factsheet provides information about your rights to have repair work
carried out in rented accommodation. It explains how these rights may be
affected by the type of tenancy you have, what to do to get repairs done and
what help may be available for improvements and adaptations.
For information about other aspects of tenants’ rights, see the Age UK range
of dedicated factsheets.
We also publish factsheets on finding accommodation in the private rented
sector and from social landlords, as well as on specialist housing such as
retirement housing and park homes.
The information given in this factsheet is applicable in England and Wales.
Different rules may apply in Northern Ireland and Scotland. Readers in these
nations should contact their respective Age UK organisation for information
specific to where they live – see section 11 for details.
For details of how to order other Age UK factsheets and information
materials, go to section 12.
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1 Recent developments
 The Deregulation Act 2015 contains a number of provisions that will affect

assured shorthold tenants in England in the future. The Act aims to offer
protection to tenants against ‘retaliatory’ evictions, where tenants are evicted
after they have complained about the condition of their properties or sought to
have repairs carried out. Previously, there were very few limits on a landlord’s
right to bring an assured shorthold tenancy to an end after six months had
passed or any fixed term had expired. Now, landlords will be unable to issue
section 21 notices1 in certain circumstances and they will be invalid in others.
Detailed information on these provisions is given in section 7.4. However, it is
important to note that they do not come into force until 1 October 2015 and at
first will only apply to new assured shorthold tenancies in the private sector.
Furthermore, this element of the Deregulation Act 2015 will apply in England
only, as housing matters are devolved in Wales. The issue of ‘retaliatory’
evictions is addressed in separate proposed legislation for Wales – see
below.
 In Wales, there have been a number of recent legislative developments in the

field of housing:
The Housing (Wales) Act 2014 became law in September 2014. Provisions in
this Act include: the introduction of a mandatory registration and licensing
scheme in the private rented sector (covering landlords, letting agents and
management agents and expected to come into force during autumn 2015)
and measures to try and tackle the number of properties left empty on a long
term basis (local authorities will be given “the discretion to charge a Council
Tax premium of up to 100% of the standard rate of Council Tax on long-term
empty homes within their area”). The Act defines a long-term empty home “as
a dwelling which has been unoccupied and substantially unfurnished for a
continuous period of at least one year”. This element of the Act will not apply
until April 20172.

1 These are notices requiring possession issued under section 21 of the Housing Act 1988. A
landlord of a property let on an assured shorthold tenancy can use a section 21 notice to initiate
possession proceedings after the first six months of the tenancy or after any fixed term has
expired. The landlord does not have to justify why they are seeking possession, so in most
cases the court will grant an order.
2 Welsh Government Consultation Document: Exemptions to the Council Tax premium on LongTerm Empty Homes in Wales, 13 March 2015.
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The Renting Homes Bill (Wales) is currently going through the legislative
process at the National Assembly for Wales. The Welsh Government has
indicated that it wants to simplify tenancy law and that everyone who rents
their home – be it from a local authority, housing association or private
landlord – will be covered by the legislation. It is proposed that all current
housing tenancies would convert automatically to one of two new types of
rental contract on a set date. There will be a ‘secure contract’ (based on the
current local authority secure tenancy) and a ‘standard contract’ (similar to
the current assured shorthold tenancy used mainly in the private rented
sector). The Bill also contains measures to tackle ‘retaliatory’ evictions (see
section 7.4 below). It is expected that this Bill will become law during 2016.

2 Introduction
As a tenant, it is likely that you will have certain rights to have repairs carried
out. Your tenancy agreement should tell you who is responsible for which
repairs. Even if your tenancy agreement does not say so, the law says that
the landlord is responsible for major repairs (see section 3).
This factsheet will cover the main pieces of legislation in relation to repairs
and suggest what you can do if you are experiencing difficulties. However,
this is a very complicated area of the law and you should always seek
specialist advice if the disrepair in your property is extremely bad and/or your
landlord is not doing anything about it.
Before you take any action, consider what security of tenure you have and
how easily you can be evicted. If you are not sure what tenancy you have,
seek advice or use the interactive tool ‘tenancy checker’ on the Shelter
website (see section 11).
Note: If you only have limited security of tenure, for example you are an
assured shorthold tenant (most private tenancies that started on or after 28
February 1997), you may need to think carefully about whether you want to
take action against your landlord and how best to do this. In England, the law
has recently been changed with a view to preventing retaliatory evictions, but
these changes may not apply in your specific case. More information on this
is given in section 7.4.
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3 All tenancies
3.1 Repairs
For the majority of tenants, the most important piece of legislation in relation
to repairs is the Landlord and Tenant Act 1985. Section 11 of the Act should
apply to your tenancy if was granted on or after 24 October 1961 for a period
of seven years or less. This includes weekly or monthly ‘periodic’ tenancies,
even if you have been living in your home for seven years or more. However,
you may not be covered if your tenancy was originally granted for seven
years or more and you have remained in the property under a new
agreement or if you have the option of renewing a fixed-term tenancy for a
second term that will bring the tenancy to over seven years in duration.
However, note that some tenancies granted after 1 April 2012 for periods of
seven years or more are covered by section 11 of the Act. These include
fixed-term tenancies granted by local authority landlords (‘flexible tenancies’3)
and fixed-term assured or assured shorthold tenancies granted by registered
providers of social housing (except in shared ownership arrangements).
Under section 11 of the Landlord and Tenant Act 1985, a landlord is
responsible for repairs to:
 structure – roof, floor, walls, plasterwork, windows, staircases and banisters
 exterior – guttering, pipes and drains
 installations – plumbing and sanitary fittings, e.g. baths, toilets and sinks,

electrical wiring, gas piping, water and central heating.
Your landlord should carry out such repairs within a reasonable period of
time. Certain repairs, such as blocked drains or gas leaks, should be done
urgently.
Your landlord is also responsible for ‘making good’ any damage to internal
decoration caused by disrepair or caused when repair work is carried out.
This includes repainting and replacing damaged items such as carpets.

3Flexible tenancies apply in England only. The Welsh Government does not intend to introduce
them in Wales.
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This law applies to all of the tenancies mentioned above, whether council,
housing association or private, regardless of what your tenancy agreement
actually says. However, your agreement may give both you and your landlord
extra duties. For example, it may say that your landlord will redecorate the
accommodation on a regular basis or that you have to clean the windows.
Please be aware that no liability can be imposed on your landlord for breach
of their repairing duty unless they know about the disrepair and fail to carry
out the necessary works within a reasonable period of time. An exception to
this rule is if you live in a block of flats and the disrepair is in the exterior or
‘common parts’ of the building rather than in your flat itself. In that case, your
landlord will be liable as soon as the disrepair occurs.

3.2 Gas safety
By law, a landlord of a property let on a short-term or periodic basis must
ensure that the gas piping and flues serving the property and any gas
appliances provided to the tenant are checked for safety every year by an
engineer registered with Gas Safe. Tenants are responsible for their own gas
appliances.
Your landlord must keep a copy of the inspection record for a minimum of two
years and fix any problems reported by the engineer. You must be given a
copy of the record within 28 days of the check and a copy of the last record
before you move in to the property.
Your tenancy agreement is likely to state that you must allow access to your
property for inspections. If you refuse access, your landlord can apply for a
court injunction to enforce this. If you are worried about letting a gas engineer
into your home, please be aware that all registered engineers must carry a
photo ID with their name and registration number. You can check that that
they are registered by contacting Gas Safe online or over the telephone (see
section 11). If you are on your supplier’s Priority Services Register, you may
be given a unique password which you can use to confirm the identity of a
gas (or electricity) employee calling at your home. At present, you can join
your supplier’s register if you are over pensionable age, but this might change
in 2016. See Age UK’s Factsheet 1, Help with heating costs, for more
information.
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Please note that, like section 11 of the Landlord and Tenant Act 1985, the
above only applies to short-term tenancies (i.e. tenancies granted for a fixed
term of seven years or less) or periodic tenancies, which do not have fixed
terms. However, other tenants are advised to have their gas appliances
checked each year and you may be entitled to free gas safety checks if you
receive means-tested benefits and are over pension age, living with a
disability or long-term health condition, living with young children or living in a
property which has not had a gas safety check in the last 12 months. You
should contact your gas provider to find out more.
If your landlord has failed to arrange for an inspection to be carried out, fix
any problems that were reported or provide you with a copy of the record, you
should seek advice from the Health and Safety Executive and your local
authority as soon as possible (see section 11). If you are a housing
association tenant, you should think about contacting the Homes and
Communities Agency (HCA). The HCA regulates registered providers of
social housing and in recent years it has taken action against a number of
providers who failed to carry out their statutory gas safety duties.

3.3 Electrical safety
Unless you are living in a house in multiple occupation (HMO), the law does
not specify that your landlord must carry out regular electrical safety checks
at your property. Landlords of HMOs must check their electrical installations
at least once every five years (see section 6).
However, your landlord must make sure that your property’s electrical
installation is safe when your tenancy begins and is maintained in safe
condition throughout the tenancy. They must also ensure that any electrical
appliances provided in the property are safe and have at least the CE mark
(this means they meet all the requirements of European law). In practice, this
means that your landlord should be carrying out regular basic safety checks
at your property even if it is not an HMO.

3.4 Furniture
Any upholstered furniture provided by your landlord must be fire resistant,
unless it was made before 1950 or was supplied to you before 1 March 1993
if your tenancy began before that date. New furniture should carry a
manufacturer’s label confirming that it is fire resistant.
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3.5 Energy Performance Certificate
Landlords must ensure that Energy Performance Certificates (EPCs) are
commissioned for rental properties before they are put on the market. You
have the right to request the EPC of a property that you are looking to rent.
Your prospective landlord can refuse to provide this to you, but only on a few
specific grounds, such as a reasonable belief that you do not have the means
to rent the property or are not genuinely interested in doing so. Landlords
must, however, provide a copy of the relevant EPC to the person who
ultimately becomes the property’s tenant.
An EPC should give you an idea how energy efficient the property is and how
costly it will be to heat and light. It will also contain recommendations about
how the property might be made more energy efficient. However, it will not
cover energy use for running appliances, such as televisions and washing
machines.
In England, the Deregulation Act 2015 allows the government to make new
regulations preventing a section 21 notice from being given while the
property’s landlord is in breach of certain requirements relating to its energy
performance.

4 Council tenancies
In addition to the general repairing right discussed in section 3.1, secure,
flexible and introductory (i.e. probationary) council tenants have the right to
have certain small repairs, known as ‘qualifying repairs’, carried out within set
timeframes and at the landlord’s expense.
What defects count as a qualifying repairs and their respective ‘prescribed
periods’ (i.e. the time frames within which they must be completed) are set
out in the Secure Tenants of Local Housing Authorities (Right to Repair)
Regulations 1994. If, for example, you have experienced a total loss of
electric power, the council’s contractor should attend within one working day.
If your roof is leaking, they have seven days in which to attend. Other
examples of qualifying repairs include non-flushing toilets (where there is no
other toilet in the property), blocked sinks or baths, insecure doors, broken
entry phone systems and loose banisters or handrails. Contact your landlord
if you would like a full list of timescales.
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In order for works to qualify, your landlord must judge that they will cost no
more than £250 to carry out. They may need to inspect your property to
determine this.
If the council’s contractor does not do the repairs within the prescribed period,
you can request that another contractor is found. If the second contractor also
fails to carry out the work on time, you are entitled to compensation of up to
£50 for any one job, although it is unlikely that you will be awarded
compensation if you failed to keep your appointment with the contractor.

5 Housing association tenancies
Unlike councils, housing associations do not have to have a qualifying repairs
scheme in place. However, many do, and they will often operate along the
lines set out in the Secure Tenants of Local Housing Authorities (Right to
Repair) Regulations 1994 (see section 4 above).
If you are a housing association tenant and need to report disrepair, check
whether your landlord has its own repairs scheme, as this may give you
additional rights.

6 Houses in multiple occupation
If you are living in rented accommodation and sharing a kitchen, toilet or
bathroom with a number of other tenants who are not members of your family,
it is likely that you are living in a ‘house in multiple occupation’ (HMO).
Common examples of HMOs are shared houses/flats or houses that have
been converted into bed-sits.
The law imposes certain duties on managers and occupiers of HMOs, which
are set out in the Management of Houses in Multiple Occupation (England)
Regulations 2006. If you are living in an HMO to which these regulations
apply, your landlord (or the person managing the property on their behalf)
must:
 take certain safety precautions, including in relation to fire safety
 ensure that the water supply and drainage systems serving the HMO are well

maintained
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 ensure that electrical installations are inspected and tested at least once

every five years
 keep the common parts of the HMO and any garden belonging to it in a good,

clean and safe condition and reasonably clear from obstruction
 ensure that each unit of living accommodation in the HMO and any furniture

supplied with it are in a clean condition at the beginning of a tenancy
 ensure that the internal structure of the HMO and the windows, fixtures,

fittings and appliances in each unit are kept in good repair and working order
You must:
 allow the manager to carry out their duties, for example by allowing them to

enter the property when required and at reasonable times
 take reasonable care to avoid causing damage to anything which the

manager is under a duty to supply, maintain or repair
 store and dispose of litter in accordance with the arrangements made by the

manager
 comply with reasonable instructions of the manager in relation to fire safety.

Some larger HMOs, such as buildings of three storeys or more with five or
more occupants forming two or more households, must be licensed by the
local authority. There are certain mandatory conditions attached to an HMO
licence relating to the management, use and occupation of the property and
its condition and contents. A landlord or manager of one of these larger
HMOs commits an offence if they fail to obtain such a licence or comply with
its conditions, or if they knowingly permit the property to become
overcrowded. The local authority will also look at whether the
landlord/manager is a ‘fit and proper person’ and whether the property and
managing arrangements are suitable when deciding whether to grant or
refuse a licence.
If you are unsure whether you live in a HMO, you should seek advice. If you
have concerns about the HMO you live in, you can contact the environmental
health department of your local council who may be able to assess the
property under the Housing Health and Safety Rating System (HHSRS) - see
section 8.2.
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7 Getting repairs done
7.1 Reporting disrepair
There are a number of reasons why it is advisable to report disrepair to your
landlord as quickly as possible. As stated above, in most cases your landlord
cannot be held liable for a breach of their repairing duty unless they are
aware of the disrepair and fail to carry out works within a reasonable time
period.
It may also be a condition of your tenancy agreement that you need to report
disrepair when it arises. If you do not do so and the damage gets worse over
time, your landlord may try to claim the cost of works from you or from your
deposit when you move out. You may even be putting yourself at risk of
eviction.
On the other hand, many tenants with limited security of tenure choose not to
report disrepair because they are concerned that they may be evicted ‘in
retaliation’. If you are in this position and you want your landlord to carry out
repairs or it is a condition of your tenancy agreement that you must report
disrepair, you may wish to speak to an adviser about your options (see
section 11). See section 7.4 below for detailed information on security of
tenure and disrepair.
If you notify your landlord or housing officer about disrepair over the phone, it
is best to keep notes of your conversation and follow this up with a letter or
email. You have a legal right to know your landlord’s name and address, so if
you do not know who your landlord is, ask the person who collects your rent,
for example the letting agent, or check your rent statement. If you have
problems identifying or getting in touch with your landlord you should seek
further advice (see section 11).

7.2 Making a complaint
Council tenants
If you are a council tenant, you can make a formal complaint using the
council’s complaints procedure. For example, you could complain if the
council has not carried out a qualifying repair within the legal time frame (see
section 4).
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You could also complain to your local councillor, who may be able to put
additional pressure on the council to carry out repairs. Your council offices or
local library will have details of the councillors for your area.
If you are not satisfied with the outcome of your complaint, you can ask for it
to be looked at by the Housing Ombudsman or the Public Services
Ombudsman if you live in Wales (see section 11 for contact details).
Housing association tenants (England)
In England, most housing associations are regulated by the HCA. Under its
regulatory framework, housing associations must have a complaints
procedure tenants can use if they feel that the housing association is not
fulfilling its repairing obligations. If you have a tenants’ association, they might
be able to help put pressure on the landlord.
If you have exhausted the housing association’s complaints procedure and
are not satisfied with the outcome, you may be able to take your complaint to
the Housing Ombudsman (see section 11 for contact details).
Housing association tenants (Wales)
In Wales, housing associations are regulated by Welsh ministers under Part 1
of the Housing Act 1996. Their role is guided by the Welsh Government
document Regulatory Framework for Housing Associations Registered in
Wales (December 2011). In terms of the day-to-day running of the regulatory
system, a housing regulation team within the Welsh Government undertakes
the work on behalf of the ministers – see ‘Welsh Government’ entry in section
11 for contact details.
The regulatory framework instructs housing associations that they must have
procedures in place to make it easy for people to make a complaint and for
issues to be resolved quickly. You can use your housing association
landlord’s complaints procedure if you feel that they are not fulfilling their help put pressure on the landlord.
If you are not satisfied with the outcome of your complaint to the housing
association you may be able to take your complaint to the Public Services
Ombudsman for Wales (see section 11 for contact details).
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Private tenants
Private tenants with limited security of tenure are often concerned about
making complaints about their landlords for fear of ‘retaliatory eviction’ (see
section 7.4 below). Furthermore, it can be difficult to know whom you should
complain to, as only a handful of private landlords in England are registered
with the Housing Ombudsman (similarly, in Wales, the Public Services
Ombudsman can only deal with complaints concerning councils and housing
associations – not private landlords).
However, your local council may have a private housing department that
deals with complaints about private landlords in the area. Otherwise, you may
wish to bring the disrepair to the attention of the council’s environmental
health department. See section 8 below for further details.

7.3 Taking further action
If your landlord fails to carry out the repairs after being told about them, or
fails to carry them out within a reasonable time frame, you can take action
yourself in court. The court can award compensation and order the repairs to
be done.
If you are a council tenant, your tenancy agreement may contain a specific
clause allowing for rent reductions if there is a failure in services to a property,
for example if your heating system or lift breaks down for a sustained period
of time. If there is such a clause in your agreement and your landlord fails to
apply it, you could seek damages for breach of contract.
Please be aware that taking court action in this way can be a long,
complicated and potentially expensive procedure and you should always
seek advice before doing so (see section 11).
You will need evidence to prove your case, which could include a copy of
your tenancy agreement, photographs of your property, a report from an
expert such as an environmental health officer, copies of letters and/or emails
sent to your landlord and a record of any injury or illness that you suffered as
a result of the disrepair.
Even if you decide to leave the accommodation, you may still be entitled to
claim compensation for the landlord’s failure to carry out repairs; you will
need to seek advice before you take this course of action.
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Note: If the state of repairs in your home is so bad that it is not reasonable for
you to continue to live in your property, you could be considered ‘homeless at
home’. However, you should seek advice before leaving your property
because of disrepair, as the council may decide that you have made yourself
‘intentionally homeless’ and refuse to re-house you. For more information on
homelessness see Age UK’s Factsheet 89, Homelessness (see section 12).

7.4 Security of tenure and disrepair
In England
Some assured shorthold tenants have found that their landlords refuse to
renew their tenancies or take steps to evict them if they complain about the
condition of their properties, ask for repairs to be carried out or take action in
court.
This is known as ‘retaliatory eviction’ and the Deregulation Act 2015 contains
a number provisions designed to protect tenants against it. The Act prohibits
a section 21 notice from being given within six months of the local authority
having served an ‘improvement’ or ‘emergency remedial action’ notice (see
section 8) on the landlord requiring them to improve the condition of the
property in question. A section 21 notice given after a tenant has made a
complaint to their landlord about the condition of their property will be
invalidated if the local authority subsequently serves one of the notices
mentioned above.
However, your local council will only be able to serve a notice to your landlord
if category 1 or 2 hazards have been identified, so not all instances of
disrepair will result in a notice being served. Furthermore, the Act does not
allow for a possession order to be set aside if a local authority notice is
served after it is made. Administrative delays at the council may mean that
your landlord is able to bring possession proceedings before they are in a
position to inspect your property and serve a notice.
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Important: These new laws will also not apply in all cases. They do not come
into force until 1 October 2015 and for three years will apply to new assured
shorthold tenancies only. After three years, the laws will apply to all existing
private sector assured shorthold tenancies, even those that began before 1
October 2015. They do not apply to housing association tenants or if it is the
fault of the tenant that the property is in a poor condition.
You still need to think carefully about your position before taking action and
should seek advice if you are unsure. Please see Factsheet 68, Tenants’
rights – security of tenure, for more information about the different kinds of
tenancies.
In Wales
The elements outlined above of the Deregulation Act 2015 will not apply in
Wales, as housing is a devolved area. However, proposed legislation – The
Renting Homes Bill (Wales) – is currently going through the legislative
process at the National Assembly for Wales and, along with a number of
other issues, this Bill contains measures to tackle retaliatory evictions.
The Bill will limit the ability of landlords “to escape their obligations for repairs
or to ensure fitness for human habitation” at their property. For example,
“where [a] court is satisfied the landlord has not complied with his or her
obligations, and the landlord has issued [a] “no-fault” possession claim [under
section 21 of the Housing Act 1988] to avoid complying with those
obligations, it may...refuse to make an order for possession”4. It is expected
that the Bill will become law during 2016.
Further information can be found on the Welsh Government’s website at:
www.gov.wales/topics/housing-and-regeneration/legislation/rentingbill

4 Homes for Wales Bulletin: Renting Homes (Wales) Bill – Special Edition, Welsh Government, February
2015
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8 How your local council can help you
8.1 The Environmental Protection Act 1990
If the disrepair in your property or building is affecting your health and/or
quality of life, action could be taken under the Environmental Protection Act
1990.
Your local council has a duty to inspect its area from time to time to identify
properties that could be regarded as ‘statutory nuisances’ under the Act.
However, in practice, councils usually investigate complaints made by
members of the public. If you wish to complain about disrepair at your
property, you should contact your local council’s environmental health
department.
If you make a complaint under the Environmental Health Act, your council has
a duty to take such steps as is reasonably practicable to investigate it, i.e. by
sending an environmental health officer to inspect your property. If the officer
is satisfied that a statutory nuisance exists, the council will be under a duty to
serve a notice on the person responsible for the nuisance requiring it to be
‘abated’. In disrepair cases, this notice will usually be served on the landlord
and will specify what works need to take place. If your landlord still does not
carry out the repairs, the council can take responsibility for the works and
reclaim the money from your landlord.
If you are a tenant of a local council and you think that the condition of your
property is so poor that it might constitute a statutory nuisance, you will need
to seek independent advice. This is because the environmental health
department will not be able to take action against their own employer.
However, they do still have a duty to inspect for statutory nuisance. Private
individuals are able to take local authority landlords to court under the
Environmental Health Act and an expert report from an environmental health
officer can be used as evidence. Alternatively, council tenants can use their
landlord’s internal complaints procedure and thereafter appeal to the Housing
Ombudsman (in England), or the Public Services Ombudsman (in Wales) –
see section 11 for contact details.
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If your local council has failed to act on a complaint that you have made
about the condition of your property (or if you are a private or housing
association tenant and the council has refused to serve a notice on your
landlord), you can go through their internal complaints procedure. If the
complaint is not resolved satisfactorily, you can complain to the Local
Government Ombudsman (in England), or the Public Services Ombudsman
(in Wales) – see section 11 for contact details.

8.2 The Housing Act 2004
Under the Housing Act 2004, councils are required to use the Housing Health
and Safety Rating System (HHSRS) to assess local housing conditions.
Either as part of a general review of the housing stock or following an official
complaint made by a local magistrate, parish or community council, local
authorities must inspect a property if they have a reason to believe that a
health or safety hazard exists there.
HHSRS involves a professional assessment of how dangerous the design
and condition of the house are for someone living or visiting there. The
assessor (an environmental health officer from the local authority) will look at
whether the problems in the property could lead to an accident/illness and
how serious that accident/illness might be. The assessment is based on the
risk to the potential occupant who would be most vulnerable to that hazard
(for example a child or older person).
HHSRS assesses 29 categories including:
 dampness, excess cold or heat
 pollutants, e.g. asbestos, carbon monoxide, lead
 lack of space, security or lighting, or excessive noise
 poor hygiene, sanitation, water supply
 potential accidents – falls, electric shocks, fire, burns, scalds
 potential for collisions, explosions, structural collapse.
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Hazards are rated according to how serious they are. The highest risks and
most dangerous hazards are in Category 1 and the less dangerous are in
Category 2. Local authorities have a duty to take action to deal with Category
1 hazards, and power (but not a duty) to take action with respect to Category
2 hazards.
The courses of action available to local authorities include:
 serving an improvement notice requiring remedial work
 making a prohibition order that closes the whole or part of a property to all

people or restricts the number of permitted occupants
 serving a hazard awareness notice that notifies the person responsible that

there is a hazard and advises how to remedy it
 taking emergency action (where there is an imminent risk of harm, the

authority can take action to remedy the problem and then recover the costs)
 making a demolition order
 declaring a clearance area if other buildings in the area are also a hazard to

health and safety.
For more information see the Communities and Local Government website
(in England), or the Welsh Government's website (in Wales) – see section 11
for contact details.

9 Doing repairs yourself
You can carry out or pay for repairs yourself if your landlord will not do so, but
you have no right to be reimbursed by your landlord for the costs you incur.
You will also be responsible for the quality of any repair work you carry out
yourself or arrange for a professional to do.
Tenants can be tempted to withhold rent and use the money to pay for
repairs. You have a legal right to use money due as rent in this way, but only
if the works fall under your landlord’s repairing obligation. You must follow a
very strict procedure and should always consider your security of tenure.
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It is extremely risky to withhold rent in protest against your landlord’s failure to
undertake repairs, as even tenants with relatively high levels of security can
be evicted for rent arrears. You should always seek advice before doing this
(see section 11).

10 Help with repairs and adaptations
Local authorities have the power to provide assistance for the renewal of
housing in their area. By law, this assistance “may be provided in any form”
and could include grants for repairs and adaptations.
A local authority is not allowed to exercise this power in any specific case
unless it has drawn up a housing renewal policy, which must be available for
inspection at its offices, free of charge, at reasonable times of day. It is
always worth having a look at your local council’s policy to see what kind of
assistance it provides and in what circumstances and for information on how
to apply. Guidance published by the government when this system for
housing renewal was introduced suggested that assistance should only be
offered to council and housing association tenants in limited circumstances.
Please note that many councils have experienced significant budget cuts and
may be unable to provide grant assistance for repairs and adaptations
beyond the mandatory Disabled Facilities Grant (DFG - see section 10.1
below), although they may still offer loans. It is however worth putting in a
formal complaint to your local council if you feel that your application for
assistance has been unreasonably refused and bringing your complaint to the
Local Government Ombudsman if it is not satisfactorily resolved. In the past,
the Ombudsman has found that local authorities should consider an
applicant’s individual circumstances and human rights when deciding whether
to approve applications for assistance on a discretionary basis.

10.1 Disabled Facilities Grant
Local authorities must provide mandatory Disabled Facilities Grants for
disabled people who do not have access to their home or to the basic
amenities within it, or whose homes are unsafe for their occupation. This can
include people who are living with mental health difficulties or hearing, sight
or speech impediments.
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You should check with your local authority about how to apply, as procedures
will vary. Local authorities are required to refuse or approve a grant
application “as soon as is reasonably practicable” and certainly within six
months of the date of application. Notice of their decision must be given in
writing and an applicant who has received a negative decision is entitled to a
statement of their reasons. This can then be challenged through the local
authority’s complaints procedure and the Local Government Ombudsman
(England) or Public Services Ombudsman (Wales) – see section 11. You
might also be able to apply for judicial review.
A successful applicant will be subject to a means test to calculate the amount
of grant payable. The maximum amount in England is £30,000 (£36,000 in
Wales), but local authorities can provide discretionary top-up grants or loans.
This may come under their general power to provide housing renewal
assistance. If you or your partner receive the Guarantee Credit part of
Pension Credit, your income for the purposes of the means test should be
assessed as £1.00 per week.
Private tenants can find it difficult to adapt their homes, as landlords do not
have to make any changes that would substantially and permanently alter a
property and/or affect its structure. For example, they do not have to remove
walls, widen doorways or install permanent ramps.
However, under the Equality Act 2010, landlords are required to make
‘reasonable’ disability-related adjustments when letting and managing
premises. This includes making small alterations to the home, such as
providing signs or notices, replacing, providing or adapting the doorbell or
door entry system and changing the colour of any surface. If your tenancy
agreement contains a term prohibiting you from making any disability-related
alterations or adaptations, you can ask for this term to be altered under the
Act. Landlords are also unable to unreasonably refuse consent for
adaptations.
Private tenants can be reluctant to request adaptations for fear of retaliatory
eviction. However, the Equality Act 2010 prohibits “managers of premises”
from discriminating against tenants or prospective tenants. You should
therefore seek advice immediately if your landlord is taking steps to evict you
following a request for a disability-related alteration or improvement (see
section 11). However, when applying for Disabled Facilities Grant you have to
state that you are going to live in your home for the next five years, which can
cause difficulties for people on short-term tenancies.
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Both council and housing association tenants can get Disabled Facilities
Grants, but some social landlords will choose to use their own budgets to pay
for disabled tenants’ adaptations. If your council or housing association
refuses a request for adaptations or takes a long time to carry them out using
their own funds, you have the right to make your own application for a
Disabled Facilities Grant. If you are entitled to a grant, the council cannot
refuse to give you one just because you are a social tenant. You will have to
get the agreement of your landlord (i.e. the council or the housing
association) to any major alterations to your home, but they should not refuse
permission unreasonably.
See Age UK’s Factsheet 13, Funding repairs, improvements and adaptations
for more information about the Disabled Facilities Grant.

10.2 Home Improvement Agencies (HIAs)
If you approach your council for help with disrepair, you may be referred on to
a Home Improvement Agency (HIA). These are not-for-profit organisations
run by local authorities, housing associations and charities. They provide
support to older and vulnerable people to enable them to remain in their own
homes and live independently for longer.
Their work can include giving advice on improvements and adaptations,
helping people to apply for grants and loans, identifying reputable local
contractors and overseeing jobs. Many HIAs also run their own handyperson
schemes to provide assistance with small repairs, improve properties’ energy
efficiency or make them suitable for people returning from hospital.
HIAs can also be contacted directly. To find out if there is one in your area, in
England contact:
 your local Age UK
 your local council’s housing department
 Foundations – the national co-ordinating body for Home Improvement

Agencies (see section 11 for contact details).
Or, in Wales contact:
 your local Age Cymru
 your local council’s housing department
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 Care & Repair Cymru (see section 11 for contact details).

10.3 Heating and insulation improvements
In England
Funding for the Green Deal, an initiative to provide loans for energy efficiency
measures repaid through the household’s electricity bills, has recently been
stopped by the government. This should not affect you if you are already
paying back a Green Deal loan or if you made an application for a loan and
this was approved before the government’s announcement. If you put in an
application but are unsure about its status, contact the Green Deal assessor
or provider that you have been dealing with.
Although the Green Deal scheme is now closed for applications, you may still
be able to claim money for energy-saving home improvements through the
Green Deal Home Improvement Fund. The final release of this fund will close
on 30 September 2015, or earlier if the money runs out before then. There is
also the Energy Company Obligation (ECO), a deal between the government
and larger energy suppliers under which the latter must make homes more
energy efficient. It doesn’t matter if your own energy supplier isn’t part of the
scheme, but you may only be eligible for help if you live in a certain postcode
area or are in a low-income household.
For more information see Age UK’s Factsheet 1, Help with heating costs.
In Wales
There is a Welsh Government scheme called Nest, which aims to reduce the
number of households in Wales in fuel poverty. A range of home
improvements may be available from Nest if you live in a property that has a
poor energy efficiency rating and you receive certain means-tested benefits;
for example, Pension Credit.
The Green Deal scheme also covered Wales.
For more information see Age Cymru’s Factsheet 1w, Help with heating costs
in Wales.
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11 Useful organisations
Care & Repair Cymru
A national body for Wales which aims to make sure that all older and disabled
people have a home that is warm, safe and secure and appropriate to their
needs. They bring together the expertise and finance needed to carry out
necessary repairs, improvements and/or adaptations. There are local Care &
Repair agencies throughout Wales. In England, see the entry below for
‘Foundations’.
Tel: 0300 111 3333
E-mail: enquiries@careandrepair.org.uk
Website: www.careandrepair.org.uk
Citizens Advice Bureau (CAB)
National network of advice centres offering free, confidential, independent
advice, face to face or by telephone.
In Wales there is a national phone advice service on 0344 477 2020. It is
available in some parts of England on 0344 411 1444. In Scotland, there is a
national phone advice service on 0808 800 9060.
To find details of your nearest CAB check your phone book, or in:
England or Wales, go to www.citizensadvice.org.uk
Northern Ireland, go to www.citizensadvice.co.uk
Scotland, go to www.cas.org.uk
Visit www.adviceguide.org.uk for online information
Department for Communities and Local Government (DCLG)
The DCLG website has useful information on planning laws, tenants’ rights
and environmental protection relevant to England (in Wales, see ‘Welsh
Government’ entry below).
2 Marsham Street, London, SW1P 4DF
Tel: 0303 444 0000
Website: www.gov.uk/government/organisations/department-for-communitiesand-local-government
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Foundations
The national body for Home Improvement Agencies in England (for Wales,
see the entry for ‘Care & Repair Cymru’ above).
The Old Co-op Building, 11 Railway Street, Glossop, Derbyshire, SK13 7AG
Tel: 0300 124 0315
Email: info@foundations.uk.com
Website: www.foundations.uk.com
Gas Safe Register
PO BOX 6804, Basingstoke, RG24 4NB
Tel: 0800 408 5500
Website: www.gassaferegister.co.uk
Health and Safety Executive (HSE)
Redgrave Court, Merton Road, Bootle, Merseyside, L20 7HS
Tel (fatal and major injuries only): 0345 300 9923
Website: www.hse.gov.uk/index.htm
Homes and Communities Agency (HCA)
The HCA is the national housing and regeneration agency for England. It is
the new regulator for registered providers of social housing in England. It sets
consumer standards but will only intervene in cases of serious detriment that
have caused, or are likely to cause, harm (in Wales, see ‘Welsh Government’
entry below).
Tel: 0300 1234 500
Email: mail@homesandcommunities.co.uk
Website: www.homesandcommunities.co.uk
Housing advice services
In some areas there may be a specific housing advice or housing aid centre,
providing advice on a range of housing issues. Your local council or CAB
should be able to tell you if there is a housing advice centre in your area.
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Housing Ombudsman Service (HOS)
Investigates complaints made by tenants of registered providers of social
housing in England (including local authorities) and a handful of private
landlords who have voluntarily signed up to the scheme. Complaints must
relate to ‘landlord functions’, such as liability for repairs. For complaints about
local authorities’ statutory duties in relation to housing, such as assessing
homelessness applications and allocating social housing, see the entry for
‘Local Government Ombudsman’ below.
From 1 April 2013, a complaint must first go to a ‘designated person’ such as
an MP, a local councillor or a designated tenant panel. If the designated
person cannot resolve the complaint, they will refer it to the HOS. Complaints
can only be referred to the HOS directly by the tenant if either they waited
eight weeks after exhausting their landlord’s procedure, or if the designated
person either refused to refer the complaint or agreed for the tenant to make
a complaint directly. In Wales, see the entry for ‘Public Services Ombudsman
for Wales’ below.
81 Aldwych, London, WC2B 4HN
Tel: 0300 111 3000
Fax: 020 7831 1942
Email: info@housing-ombudsman.org.uk
Website: www.housing-ombudsman.org.uk
Legal advice
Solicitors can advise you on the law and represent you in court if necessary.
If you approach a solicitor about a housing matter, check that they are
experienced in housing law. Your local housing advice centre or Citizens
Advice Bureau may be able to refer you to an experienced solicitor. If you
are on a low income you may be able to qualify for free legal advice.
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Local Government Ombudsman (LGO)
For advice on making a complaint, or to make a complaint call the advice line
on 0300 061 0614 or 0845 602 1983, write to the LGO at the address below,
or fill in the form on their website. In Wales, see the entry for ‘Public Services
Ombudsman for Wales’ below.
PO Box 4771, Coventry, CV4 0EH
Tel: 0300 061 0614
Fax: 024 7682 0001
Website: www.lgo.org.uk
Public Services Ombudsman for Wales
The Ombudsman looks to see whether people have been treated unfairly or
inconsiderately, or have received a bad service through some fault on the part
of the public body providing it. The bodies within the Ombudsman’s
jurisdiction include local authorities and social landlords/housing associations
in Wales.
Tel: 0300 790 0203
Website: www.ombudsman-wales.org.uk
Shelter
A national charity providing telephone advice to people with housing
problems on tenancy rights, homelessness, repairs and housing benefit.
Tel: 0808 800 4444 (free call) (textphone for deaf callers)
Website: www.shelter.org.uk
In Wales contact, Shelter Cymru:
Tel: 0345 075 5005
Email: emailadvice@sheltercymru.org.uk
www.sheltercymru.org.uk
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Tai Pawb
An organisation in Wales that promotes equality and social justice in housing.
They are committed to working in partnership with the providers and
receivers of housing services, local authority partners, third sector (voluntary
organisations) and the Welsh Government.
Tel: 029 2053 7630
Email: info@taipawb.org
Website: www.taipawb.org
Welsh Government
The devolved government for Wales. Amongst other powers, the Welsh
Government has responsibility for the regulation of social housing in Wales
(as mentioned in section 7.2). Their website also has further information on
the Housing Act 2004
Tel: 0300 060 3300 or 0300 060 4400 (Welsh)
Email: CustomerHelp@Wales.GSI.Gov.UK
Website: www.wales.gov.uk

12 Further information from Age UK
Age UK Information Materials
Age UK publishes a large number of free Information Guides and Factsheets
on a range of subjects including money and benefits, health, social care,
consumer issues, end of life, legal, employment and equality issues.
Whether you need information for yourself, a relative or a client our
information guides will help you find the answers you are looking for and
useful organisations who may be able to help. You can order as many copies
of guides as you need and organisations can place bulk orders.
Our factsheets provide detailed information if you are an adviser or you have
a specific problem.
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Age UK Advice
Visit the Age UK website, www.ageuk.org.uk, or call Age UK Advice free on
0800 169 65 65 if you would like:
 further information about our full range of information products
 to order copies of any of our information materials
 to request information in large print and audio
 expert advice if you cannot find the information you need in this factsheet
 contact details for your nearest local Age UK

Age UK
Age UK is the new force combining Age Concern and Help the Aged. We
provide advice and information for people in later life through our,
publications, online or by calling Age UK Advice.
Age UK Advice: 0800 169 65 65
Website: www.ageuk.org.uk
In Wales, contact:
Age Cymru: 0800 022 3444
Website: www.agecymru.org.uk
In Scotland, contact Age Scotland
by calling Silver Line Scotland: 0800 470 8090
(This line is provided jointly by Silver Line Scotland and Age Scotland).
Website: www.agescotland.org.uk
In Northern Ireland, contact:
Age NI: 0808 808 7575
Website: www.ageni.org.uk
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Support our work
Age UK is the largest provider of services to older people in the UK after the
NHS. We make a difference to the lives of thousands of older people through
local resources such as our befriending schemes, day centres and lunch
clubs; by distributing free information materials; and taking calls at Age UK
Advice on 0800 169 65 65.
If you would like to support our work by making a donation please call
Supporter Services on 0800 169 87 87 (8.30 am–5.30 pm) or visit
www.ageuk.org.uk/donate
Legal statement
Age UK is a charitable company limited by guarantee and registered in
England and Wales (registered charity number 1128267 and registered
company number 6825798). The registered address is Tavis House, 1-6
Tavistock Square, London, WD1H 9NA. Age UK and its subsidiary
companies and charities form the Age UK Group, dedicated to improving later
life.
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Disclaimer and copyright information
This factsheet has been prepared by Age UK and contains general advice
only which we hope will be of use to you. Nothing in this factsheet should be
construed as the giving of specific advice and it should not be relied on as a
basis for any decision or action. Neither Age UK nor any of its subsidiary
companies or charities accepts any liability arising from its use. We aim to
ensure the information is as up to date and accurate as possible, but please
be warned that certain areas are subject to change from time to time. Please
note that the inclusion of named agencies, websites, companies, products,
services or publications in this factsheet does not constitute a
recommendation or endorsement by Age UK or any of its subsidiary
companies or charities.
Every effort has been made to ensure that the information contained in this
factsheet is correct. However, things do change, so it is always a good idea
to seek expert advice on your personal situation.
© Age UK. All rights reserved.
This factsheet may be reproduced in whole or in part in unaltered form by
local Age UK’s with due acknowledgement to Age UK. No other reproduction
in any form is permitted without written permission from Age UK.
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