Information for Tenants

Private Sector Housing Complaints and Scheduled Inspections
Private landlords are required to carry out repairs to their properties within reasonable timescales depending on the seriousness of the problem. If repairs are needed in the place where you are living there are a number of steps you can take to ensure that your landlord carries them out:

1. Always report the problem to your landlord or letting agent no matter how small and always give the landlord the opportunity to fix repairs

2. Follow it up in writing, with a date and keep a copy. It may be important that you can prove your landlord was aware of the problem

In emergencies (e.g. a gas leak should always be reported on the TRANSCO local gas emergency line 0800 111 999) you may have to call the supplier or emergency services but tell the landlord and letting agents. 
If you have followed the above advise and your landlord continues to ignore you or takes to long, the you can contact the Councils Private Sector Housing team.
How to make a complaint to the Council

Contact Housing Services on 01228 817341 or 01228 817127

E-mail, Housing Services on Housing@carlisle.gov.uk
Visit the Customer Contact Centre at the Civic Centre, Monday- Friday in Office Hours.

What to expect after making a complaint

After you have made a complaint, an inspecting officer from Housing Services at the Council will contact you within 5 working days and make arrangements to come and see you.  The actual inspection may not take place for a few weeks, especially in the winter period and staff holiday periods, when it is busy. Depending on the type of complaint you may be given priority. For example, Elderly tenants complaining about heating failure where alternative heating has not been provided in winter.
As a Council will do our best to arrange a suitable time and date to carry out the visit however, for health and safety reasons, officers are not permitted to make appointments outside office hours or at the weekends. Inspections will take place during the hours of daylight, especially during winter – this is so that external problems can be seen and avoid the expense of a further visit. 

After an inspection has been arranged with a Council Officer it is essential if you let us know well in advance if you are not able to keep the appointment. This will allow us to help someone else instead. If you do not keep the appointment, we will expect you to contact us to make another arrangement within 10 days. If we do not hear from you within that time, we will close the case. 

The officer visiting you is required by law to also notify the owner of the property before the inspection takes place, this does not necessarily mean you have to allow them access to the property if you feel this would be inappropriate, however it may assist the Council and yourself in getting items of disrepair sorted as soon as practicably possible.
The Officer will undertake a full inspection of your home to identify any hazards that may be present under the Housing Health and Safety Rating System. If there is anywhere that you would rather the officer does not go, please inform them before the inspection begins. This will allow them to decide whether the inspection should go ahead. 

Photographs will be taken during the inspection to assist the officer in his/her duties. If you have any objections to this please inform the inspector before they start on the inspection. It will affect the length of time that it will take because the officer will need to take more extensive notes if photos cannot be taken. 

The inspection will take between 30 minutes to 1 hour. It may take longer if the property is large or there are a lot of problems identified. Please make sure that you have scheduled enough time to allow a complete inspection to be carried out. We would prefer to do it all in one go as it saves the expense of a further visit.
What to expect from a scheduled inspections
The Council has a duty to keep the housing conditions in their area under

review. Either as a result of that review, or for some other reason such as a

complaint from a tenant or a neighbour, the Council can inspect a property if

they have reason to believe a health or safety hazard exists there. The Housing Act 2004 enforcement scheme applies to all types of residential premises, including houses in multiple occupation (HMOs), purpose built blocks of flats and buildings comprising converted flats, whether owner occupied or rented.

The Council’s Private Sector Housing Service will prioritise inspections

resulting from complaints or referrals from sources such as social services

child protection teams, the police, the fire and rescue authority, Primary Care

Trust front line workers, voluntary sector support agencies and also from other

occupiers, directly or indirectly through local councillors.

4. Inspection Procedure

Resources will be targeted towards properties which give rise to the most
serious risks or where hazards are least well controlled. The frequency and

priority of inspections of properties will be in response to requests for a

service from residents or programmed and targeted inspections based on a

risk rating system. 
The Inspection

All enforcement officers will be authorised and have the necessary training

and competency to enable them to exercise the powers available to them.

Officers are required to produce their authorisation and ID cards at the time of

Inspection
The officer will inspect your home taking notes of the defects that are present and which could contribute to any or all of the 29 hazards identified under the Housing Health and Safety Rating System. The officer will not be in a position to offer you an opinion regarding the condition of your home and works required until s/he has completed the risk assessment back at the office. They may, however talk in general terms, about the process and what work might be required. 

Following the inspection, a risk assessment will be carried out by the inspecting officer. The risk assessment will identify which of the 29 hazards are present in your home, score them and place them in a lettered band. Bands A to C are the most serious hazards. These are called Category 1 hazards and the council has a duty to take action on them. Category 2 hazards are in the bands D to J. The council has a power to deal with these, but will only deal with the hazards as it sees as appropriate.
Should the risk assessment demonstrate that there is very little risk associated with the hazards, we will write to you and confirm this. On the other hand if the assessment proves that work is necessary, the officer will prepare a letter of works to your landlord.
How long will it take to get the work done? 
The Council will attempt to ensure that work is undertaken informally in the first place (unless there is a serious defect in the building that would require an immediate response).  If the landlord or agent does not respond in a timely manner to the informal approach, enforcement action will then be considered necessary, this is usually in the form of a legal notice which will specifying a time within which the work must be done. 
The Council’s officers will try their best to keep you informed of progress. However, you will appreciate that even with the best of intentions,  it is not always possible for us to phone or write to you on a regular basis. If you want to know how things are going, then please phone us. 

