How to report a
repair



How to report a repair

We aim to offer a fast, fair and efficient repairs service that
meets your needs. To do this we place repairs requests into
categories according to how urgent the repair is.

This leaflet tells you what you should do before you report a
repair, how to report a repair and how we deal with your calls.

Before you report a repair

We want to make sure your repair is dealt with by the right
person and that you don’t make your problem worse by mistake.
Here’s some helpful advice to follow before you report a repair

If you smell gas

If you can smell gas or think you have a gas leak call

National Grid on 0800 111 999
(24 hours a day)

® Do not smoke or use a naked flame.

® Do not turn electric switches on or off.

®Turn off the gas supply at the meter.

®Open doors and windows to get rid of the gas.

®When the engineer calls, Do not use your intercom
system.




Dealing with watenr

Water leaks

Turn off the water supply at the stop cock. This is usually
located under the kitchen sink or at the isolation valve.

Try to prevent the leak from causing more damage by using

towels and buckets. If the leak is near electrical equipment,
do not touch — turn off the electricity supply at the mains.

Blockages
Try clearing it yourself using a plunger or a cleaning agent.
No water at all

Check with your neighbours to see if they have the same
problem, if they have contact your water supplier.

Electrical problems

No electricity
®Has your meter run out of credit?

®Check to see if neighbours have the same problem, if
they have contact your supplier.

®Reset the trip switch located on the consumer unit,
(Usually near the meter).

Electrical faults
®Do not touch the fitting.

®Check the fuse.

®Replace bulbs/fluorescent tubes/starters.







Central heating

Central heating not working:

®Has the power been switched off accidentally?
®Has your meter run out of credit?
®Has the pilot light gone out?

®Is the timer set correctly?

Radiators not heating up:
®Check thermostats.

®Bleed radiators.

No hot water:

@®If there is cold water coming out of the hot tap, this could
be a fault on the heating system.

®If there is no water from the hot taps this may be a
plumbing fault.

Locks

If you lock yourself out of the property, you will be recharged for
the replacement of locks or keys, therefore why not leave a
spare key with a relative or friend.

®If you have fitted the lock yourself it is your
responsibility.

®If your property is insecure, it will be treated as an
emergency.



How to report a repair

If your repair is an emergency and our offices are closed, then
you should check the contact card at the front of this handbook
for the right out of hours number.

Reporting urgent or routine repairs

If you need a repair you must report it to us as soon as
possible. You can:

®Telephone.

OE Mail.

®Log on to our website.

@Call into the office.

®Write to us.

@Tell any staff member in your area.

If you live in sheltered housing inform your Scheme
Manager. Please let us know:

@®Your name and address.

®Your telephone number and access details.
®Details of the repair - what and where it is.
®\When can we call to carry out your repair.
®Any special requirements - disabilities.

Please be patient as the more information we have the more
quickly we can carry out the work.







What we will do:
®We will record details of your repair.

®\We will pass most repairs and all emergency work
directly to the contractor.

®If the work is to be inspected, we will make an
appointment for a Technical Officer to call.

®We will provide you with an order number for your
repair should you need to contact us again.

Carrying out the work
®Our contractors carry out most repairs.

®They are required to carry identification and to follow a
strict code of conduct whilst they work in your home.

®Always check their identification and contact us if in
doubt.

What if | am not in when the
contractor calls?

Where possible we will arrange for the contractor to call at a
time convenient to you. If you find you are unable to be in when
the contractor is due to call, please let us know so that a more
suitable appointment can be made. If an appointment has been
made and you are not in the job will be cancelled and you may
be charged for the attendance of the operative.

How we categorise our repairs:

We categorise our repairs according to how urgent they
are. We have three main categories:




Emergency repairs: Wil be completed within 4 hours.
Examples include:

Burst pipes, no lighting, only toilet not usable.
Urgent repairs: Will be completed within 5 calendar days.

Examples include:

Re-fixing slates, minor electrical faults, and minor structural
repairs.

Routine repairs: Wil be completed within 21 calendar days.
Examples include:
Blocked gutters, repairs to joinery, plastering

There may be occasions when we have to order a specialist
part from a manufacturer. At these times there will be a slight
delay but we will keep you informed.

We aim to offer an appointment for all non emergency repairs
where we require access into your home to complete this repair.
This appointment will be at a date and time to suit you and in
accordance with the priority we give the repair.

Planned maintenance

We are committed to making sure our homes are in good
condition and carry out regular surveys so we can plan
improvements. We aim to produce planned programmes at least
2 years in advance and consult fully with you when we are
making those plans. We usually work on an area by area basis.






Helping us to help you

The repairs service will be more efficient if you:
®Always keep appointments.
®Provide feedback on the service you receive.

We inspect at least 10% of all completed repairs. We also send
satisfaction questionnaires to all households who have had
repairs carried out. Please take the time to answer the questions
and return the completed questionnaires so we can be sure that
we are maintaining a high standard.

We work hard to get things right, but if you think we have been
slow to do a repair or the job was badly done, please let us
know.

If you are still not happy then you can complain. Please see our
leaflet - VWhat if things go wrong - for details.

\We hope this leaflet answers your questions about how to
report a repair. If you are not sure about anything or have
some further questions then please talk to our staff.






