Repairs handbook
A practical guide
A handbook designed to give you greater conﬁdence
when reporting repairs to Hightown, or enable you to
carry out some minor repairs quickly and easily yourself.

Repairs

© Jeremy O’Connor

Roofs print and audio copies, and translations
Large
If
would
like
a repair
copy ofcompleted
this document
in a ﬁrst
diﬀerent
Toyou
help
us get
the
properly
time,format
please (such
tell us:as on cassette, large
print or Braille), or if you need it translated, please contact 01442 292300.
• Is the problem with a pitched (sloping) roof or a ﬂat roof?
• What is the problem? Loose or slipped tiles? How many tiles are loose or missing?
• How many storeys high is the roof?
• Is the roof leaking?
• A
 re any electrical appliances or ﬁttings aﬀected by the leak? If they are, switch the
electricity oﬀ at the mains.

Se desiderate ricevere queste informazioni in un’altra lingua, su audiocassetta/CD, a caratteri ingranditi o in
Braille, vi preghiamo di contattare il numero telefonico 01442 292300.
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Jeśli chciałbyś/chciałabyś otrzymać te informacje w innym języku, na taśmie audio lub CD, dużą czcionką lub
Braillem, proszę zadzwonić pod nr: 01442 292300.

Se for do seu interesse obter estas informações em outro idioma, em gravação em ﬁta ou CD, em letras
garrafais (letras grandes) ou Braille, favor entrar em contato através do número 01442 292300.

Jos haluaisitte saada tämän tiedon muulla kielellä, kasetilla tai CD:llä, isona tekstinä tai pistekirjoituksena, olkaa
hyvä ja ottakaa yhteyttä numeroon 01442 292300.

Kung gusto mong makatanggap ng impormasyong ito sa ibang salita, tape, CD, malaking sulat o’ Braille,
tumawag lang sa 01442 292300

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)
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Doors and windows
Introduction

Timescales for repairs

Welcome
to the
Hightown
Repairsown
Handbook.
Broken glass
may
be a resident’s
responsibility to repair, depending on how the break
occurred. We may be able to do the work for you and recharge the cost to you.
This
handbook
is designed
to give you
greaterﬁrst
conﬁdence
whentell
reporting
repairs to the
To help
us get the
repair completed
properly
time, please
us:
Repairs team, and may enable you to carry out some minor repairs quickly and easily
yourself.
• Which door or window has the problem?
• Is the door or window made of wood or plastic?
If you
notthe
feelproblem
conﬁdent
enough
to followof
the
advice
given in this handbook, please
• do
Does
aﬀect
the security
your
home?
contact
the Repairs
andcaused?
we will be happy to assist you.
• How
was theteam
damage
• If the door is not closing properly, has it recently been painted or is it warped?
• Are frames,
locks or door furniture damaged?
Reporting
a repair
• If glass is broken, is it double glazed or single glazed? If it is double glazed, are both
panes
We would
likebroken?
you to tell us as soon as you notice a repair that is needed in your home or
If necessary,
have you obtained
a crime reference number?
the •shared
areas surrounding
it.

The Repairs team put repairs in order of priority depending on how urgent the work is. Our
response times for diﬀerent types of repairs and responsibilities are detailed in a table later
in this section, a summary of repair categories are as follows:

You can report a repair in the following ways:
•
•
•
•
•

Call us on 01442 292301 (weekdays 9.00am - 5.00pm)
Email us at maintenance.services@hightownha.org.uk
Visit our website at www.hightownha.org.uk and click on Report a repair
By calling in at our oﬃce (weekdays 9.00am - 5.00pm)
R
 egister online for MyHightown by visiting https://myaccount.hightownha.org.uk/
register and use the report a repair form. Once you have reported the repair you can
use MyHightown to track its progress.

For out of hours emergency repairs please call 0845 160 00 77 (local rate) or
0203 701 3525 (from a mobile ‘phone).

Your obligations
Under the terms of your Tenancy Agreement you must report repairs as soon as possible,
when reporting the repair you will be asked for your name, address and contact telephone
number.

Locks
Getting the right repair

To help us get the repair completed properly ﬁrst time, please
Ordering the correct repair at the
tell ﬁrst
us: time of asking saves a lot of time for both you and
our contractors. When ordering a repair you will be asked some questions, which will enable
us to understand the particular problem
andlock
helpisus
to identify
the repair that is required.
• Which
causing
the problem?
We may ask our surveyor to visit if• weD
need
more
information.
Either
our
contractor
 o you have a second lock on the
door?
Is the or our
surveyor will contact you to arrange aproperty
convenient
time
to
call
to
inspect
your
home
or carry
secure?
out the repair. Please make sure you
are
at
home
for
the
appointment.
• Has the door been forced?
• If the lock needs re-ﬁxing, what is the door made
We will write to you to let you know what
we have asked the contractor to do and by what
from?
date we have asked them to ﬁnish the job.
If you are not satisﬁed with the work that the contractors have done by this date, please let
us know. We will get an explanation from the contractor and keep you up to date about the
progress of the work.
We will ask you to let us know how satisﬁed you were with the service we provided and give
us your suggestions about how we can get contractors to improve their service. We will also
inspect a sample of all completed jobs to check the quality of the work carried out.

Emergency – within 24 hours
Any problem that puts the health, safety or security of people at immediate risk, or which
aﬀects the structure of the building. Emergency repairs include as examples:
•
•
•
•
•
•

Gas leak or loss of gas supply – contact National Grid 0800 111 999
Flooding
Severe storm damage
Total loss of electricity supply – unless due to power cut
L
 oss of heating or hot water 1st October to 30th April - if parts are required to ﬁx the
fault we will provide you with temporary heating
Oﬀensive or racist graﬃti

We provide an emergency service in the evenings and at weekends. But please remember,
this is for emergencies only. If you misuse the emergency service we may charge you for the
cost of the call-out fee.
For emergencies out of oﬃce hours call either:
•
•

0845 160 0077 (calls from a landline are charged at a local rate) or
0203 701 3525 (which may prove cheaper if you are calling from a mobile phone)

All calls are recorded to help us to monitor the service that is provided.

Urgent repairs are carried out within 3 working days
Some examples might include:
•
•
•
•
•
•

Partial loss of electricity
Leaking radiators, minor pipe leaks
Failure of entry phone
Loss of heating or hot water for period 1st May to 30th September
Loose banister or handrail
Faulty communal TV aerial

Routine repairs are carried out within 20 working days
Some examples might include:
•
•
•
•
•
•

General joinery repairs
Repairs to tiling
Inside door repairs – wear and tear
Mechanical extractor fan repairs
Boundary fencing repairs
Replacing/repairing dripping taps

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)
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Heating
Systems
What
repairs
are your responsibility?
The
following
checklistdoisnot
a quick
to items
youhave
are responsible
for. In addition, you
Sometimes
radiators
heatguide
up because
they
air
may
be responsible
any
damage
that isthe
caused
your home through neglect, misuse or
trapped
inside them.for
You
need
to remove
air bytobleeding
deliberate
damage.
the latest
fullcareful
list please
to our
the radiator
using a For
radiator
key. Be
not refer
to open
the website.
valve any more than you need to just to let the air out. As the
Kitchens
air comes out it makes a hissing sound. As soon as the hissing
Cupboard
door catches,
handles
draw fronts.
stops and water
appears,hinges,
close the
valve and
tightly.
Cooker connection and tenants’ appliances.
Further guidance can be found by reading manuals or on our
Locks
website.
Gain
access (lost keys) and additional locks and bolts.
Pests
Pest control is tenant responsibility except in communal areas.
Smoke Alarms
Battery operated smoke alarms.

Rechargeable Repairs
If you, your family, any visitors or pets damage any part of your home, you must repair
it at your own expense. If Hightown carries out any repair, for which you as a tenant are
liable, we will charge you for the cost of that work plus an administration charge. It may be
cheaper for you to arrange for the repair yourself. Gas appliance and electrical repairs must
be carried out by qualiﬁed engineers. Work may be inspected and if the repairs that you
have arranged have not been carried out to a reasonable standard, you may be charged to
have this work corrected by one of our contractors.
Renewal of glass is your responsibility, unless the breakage is due to a break-in or
vandalism. If the breakage causes a security problem, we are responsible for making sure
the window is made safe. A charge will be made unless you provide us with a Police Crime
Reference Number.

Gas Safety

Windows
Additional locks and draught prooﬁng strips on windows and doors.
Some radiators can be controlled individually by
Glazing
Thermostatic Radiator Valves like this one.
Damage not related to a crime (if a crime number is provided, Hightown will repair).
Bath, basin and sink
Blocked bath, basin or sink, bath panel, plugs and chains.
Bathroom ﬁttings
Towel rails, toilet seats, toilet roll holders, cabinets etc.
Showers ﬁtted by tenant or assigned to them, shower curtains.
Carpentry jobs
Boxing in pipes following change of boiler etc.
Decoration
Inside
– papering,
and
dampheaters,
due to condensation.
Your property
maywoodwork
be heatedor
bycoving
electric
storage
which look similar to the one pictured here.
Heating
Leaking radiator as a result of being removed for decorating purposes.
Doors – Outside door furniture
Letterbox plate, spy hole or security chain.
Electrical
Fuses, plugs, light bulbs and tubes (not in communal areas).
Flooring
Repairing or renewing ﬂoor tiles, carpet, laminate ﬂooring or vinyl not ﬁtted by Hightown.
Flooring
that
been ﬁtted
byheating
Hightown
and assigned
to you.
To help us
gethas
a repair
to your
completed
properly
ﬁrst time, please tell us:

Gardens
• walls,
What ponds,
type of trellis,
systemsheds,
has the
problem?
Is it gas or electric?
Dwarf
decking
or landscaping,
pruning trees, turfed/grass areas
• the
Have
you triedofbleeding
the radiators?
within
boundary
your property.
• D
 oes the system give you hot water as well as heating? Are you without hot water as
TV Aerials
well?
Supply and maintenance of either a TV aerial, satellite or cable (if you live in a property
• Do you have any heating or hot water at all?
which does not share a communal system).
• A
 re there any vulnerable people in the household? (Perhaps with a medical need or
If your property has an aerial when you move in, this is automatically gifted to you and
disability, or someone who is very old or very young.)
immediately becomes your responsibility.

If you have a gas boiler we will service it every year and the engineer will leave you a copy of
the Safety Certiﬁcate. We have a legal obligation to do this because it is vitally important for
your safety and you must allow us access to carry this work out.
Every year about 30 people die from carbon monoxide poisoning caused by gas appliances
and ﬂues that have not been properly installed or maintained. Many others also suﬀer ill
health. When gas does not burn properly excess carbon monoxide is produced, which is
poisonous.

Remember
•
•
•

You can’t see it
You can’t taste it
You can’t even smell it

Carbon monoxide can kill without warning in just a matter of hours. You are particularly
at risk when you are asleep because you cannot recognise the early symptoms of carbon
monoxide poisoning. These include tiredness, drowsiness, headache, nausea, pains in the
chest and stomach pains. If you or your family experience these symptoms, and you believe
carbon monoxide may be involved, you must seek urgent medical advice. Your doctor will
need to test your blood and take a breath sample. Carbon monoxide quickly leaves the
blood and tests may be inaccurate if taken more than four hours after exposure has ended.
When we contact you about your gas safety inspection, please make every eﬀort to allow
us access as soon as possible. If you fail to contact us, we will try to call you once more
before starting legal proceedings to gain access. This can be an injunction or, in some cases
where failed access is repeated, we could seek possession of your home. The cost of legal
proceedings will be collectible from you and can be expensive.

Blocked toilets
Clearing blockages caused by non-flushable items. Do not dispose of wipes in your toilet.
Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)
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Baths & Adaptations
Aids

There are several places a bath can leak from:
We want all our residents to enjoy their homes and be comfortable in them. There are a
• T
 he
overﬂow – you
notice
thisin
when
theyou
bath
over-ﬁlled
number
of disabilities
that will
canonly
aﬀect
the way
which
areisable
to use your home and
•
T

he
waste
pipe
–
you
will
notice
this
when
the
bath
is
emptied
– water Therapist
may leak or
we will be happy to investigate these issues with the help of an Occupational
through
the ceiling of the room below
Adult Care
Services.
• T
 he supply pipes to the taps – these will leak constantly.

How we can help you?

To help us get the repair completed correctly the ﬁrst time, please tell us:
We may be able to help you remain in your home or use it more fully by carrying out
adaptations to the property to meet your needs, on the advice of an Occupational Therapist
• If there is a leak, where is the water leaking from – supply pipe, waste pipe or
or Adult Care Services. The type of adaptations we may be able to carry out include:
over-ﬂow?
• If the leak is on a supply pipe, is it the hot or cold one?
Minor
Adaptations
• If the problem is an overﬂow, where does the water go?
1.
of to
grab
handrails
• IsInstallation
the leak due
therails
sealor
between
the bath and tiles failing?
2.
of is
ﬁxed
toilettiles,
frames
• IfInstallation
the problem
broken
how many are broken?
3. Installation of lever taps to washbasins, sinks and baths
We will arrange for minor adaptations to be ﬁtted as soon as possible after receiving a
recommendation by an Occupational Therapist or Adult Care Services.
Where residents need more major adaptations we will help them access assistance in
applying for the grants they require.

Major Adaptations include:1.
2.
3.
4.

Installing a level access shower to replace a bath
Installing a permanent ramp to a doorway
Installing stair lifts or through ﬂoor lifts
Internal alterations to walls and doorways

Paying for the work
Minor adaptations will be funded through a special budget set aside by Hightown purely for
this purpose. Major adaptations will need to be funded through a Disabled Facilities Grant
(DFG). Your Occupational Therapist or Local Authority can advise you on how to apply for
the grant. The Disabled Facilities Grant is means tested, and you may be required to make a
contribution towards the cost of the work.

How quickly will the work be done?
Requests for minor adaptations will be treated in the same manner as routine repairs and
will be carried out within 28 days of the order being placed. Unless we need to get a quote
for the work, we will place the order for the work within 1 week of receiving your request.

Asbestos
Asbestos is perfectly safe if it is in a sound condition and not in a place where it can be
disturbed. We comply with all legislation relating to asbestos.
If you think you have asbestos in your property that is damaged, please do not disturb it
in any way. Please contact us as soon as possible giving full details of where you think the
asbestos is and what condition it is in.

How we will deal with Asbestos
If the asbestos is in poor condition or is likely to be damaged or disturbed we will carry out a
risk assessment and appropriate action will be taken e.g. encapsulation or removal.
We will use licensed asbestos contractors to carry out tests to the appropriate area and if
necessary any works relative to the treatment or removal of asbestos based materials.
Asbestos that is not likely to be damaged or not likely to be worked on will remain in its
location. However, the asbestos will be identiﬁed and its location recorded in the asbestos
register. Where it is safe to leave asbestos the resident will be fully informed and where
appropriate, labels will be clearly aﬃxed.

Actions
Stage 1
A member of staﬀ will receive and investigate your call within 24 hours and conﬁrm the
outcome to you in writing.
Stage 2
If asbestos is present and in good condition and cannot readily be damaged nothing will be
done at present as it is not a danger.
Stage 3
If we are unsure we will appoint a consultant to investigate.
Stage 4
We will inform you in writing what the results of the investigation are. If there is asbestos
within the home that needs to be removed a specialist contractor will be contacted to do so.
Please remember that asbestos is perfectly safe if it is in a sound condition.

Moving
Sometimes it is not practical for us to carry out adaptations to your home, because of its
size, construction, location or the amount of adaptations required. In these situations we
may encourage you to move to a property more suited to your needs, or one that is more
easily adapted.

More information
If you think that you or a member of your household may beneﬁt from any of the assistance
explained in this section or if you would like to discuss this subject further, please contact
the Repairs Team on 01442 292301.
Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)
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Plumbing Repairs

Toilets
There are several common problems with toilets:

Water leaks
You should know where the main stop valve in your home is, in case you need to turn it oﬀ.
Some of the equipment in your home may also have it’s own isolation valve that will allow
you to turn the water oﬀ to just that item.

•

S
 ometimes toilet cisterns do not ﬁll. You may be able to see this if you lift oﬀ the
cistern lid
Sometimes ﬂush pipes leak
Sometimes joints between the pan and soil pipe leak
S
 ometimes the pan does not empty. This means the pan outlet or soil pipe is blocked.

•
•
•

To help us get the repair completed correctly the ﬁrst time, please tell us:
Examples of stop valves commonly used.

•
•
•
•

What the problem is – a leak, toilet won’t ﬂush, toilet is blocked, or something else?
C
 an you see where it is leaking? Is the pan cracked? Are there pipes or joints leaking?
Does it leak only when you ﬂush it?
Do you have a second toilet?

If you have a leak you should tell us:
•
•
•
•
•

How serious it is
Where the leak is coming from
Is it from a supply pipe or a waste pipe?
Is it from the hot or cold water supply?
Is the leak aﬀecting anything electrical? If so, please turn oﬀ anything that is aﬀected.

Main components of a toilet.

Overflows
If the overﬂow from your toilet is running you can stop it temporarily until it is repaired
properly. Just tie the ﬂoat in the “up” position as shown in the picture. This stops the water
from coming out of the ball valve.

When you call to report the repair, please tell us:

Taps

•
•

To help us carry out a repair to your taps, please tell us:

•
•

Which overﬂow is at fault?
Is it from the toilet, cold water tank or
heating?
W
 here is the water from the overﬂow
discharging?
D
 oes the overﬂow run constantly or does it
stop and start?

•
•
•

What is the problem? Is the tap loose, does it leak or drip? Where does it leak from?
Which tap is causing the problem – bath, sink or wash hand basin?
Is it the hot or cold tap? Is it a mixer tap?

Common types of tap.

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)
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Baths
There are several places a bath can leak from:
•
•
•

T
 he overﬂow – you will only notice this when the bath is over-ﬁlled
T
 he waste pipe – you will notice this when the bath is emptied – water may leak
through the ceiling of the room below
T
 he supply pipes to the taps – these will leak constantly.

To help us get the repair completed correctly the ﬁrst time, please tell us:
•
•
•
•
•

If there is a leak, where is the water leaking from – supply pipe, waste pipe or
over-ﬂow?
If the leak is on a supply pipe, is it the hot or cold one?
If the problem is an overﬂow, where does the water go?
Is the leak due to the seal between the bath and tiles failing?
If the problem is broken tiles, how many are broken?

Asbestos
Sinks and Basins
Asbestos
is perfectly
safe have
if it isaintrap.
a sound condition and not in a place where it can be
All sinks and
washbasins
disturbed. We comply with all legislation relating to asbestos.
Sometimes the traps block, but they can be easily cleared. To do this, ﬁrst turn oﬀ both
If
youNext
thinkplace
you have
asbestos
in your
property
is damaged,
please
do not
disturb
it
taps.
a bucket
or bowl
under
the trapthat
to catch
water and
debris.
Unscrew
the
in
any way.
Please
us as soon
as possible
giving
details
where you
thinksure
the it
sections
of the
trapcontact
and remove
the blockage.
Screw
thefull
trap
back of
together,
making
asbestos
is and what condition it is in.
is watertight.
The trap
willwill
lookdeal
similarwith
to one
of those shown below:
How
we
Asbestos
If the asbestos is in poor condition or is likely to be damaged or disturbed we will carry out a
risk assessment and appropriate action will be taken e.g. encapsulation or removal.
We will use licensed asbestos contractors to carry out tests to the appropriate area and if
necessary any works relative to the treatment or removal of asbestos based materials.
Asbestos that is not likely to be damaged or not likely to be worked on will remain in its
location. However, the asbestos will be identiﬁed and its location recorded in the asbestos
register. Where it is safe to leave asbestos the resident will be fully informed and where
appropriate, labels will be clearly aﬃxed.

Actions
Stage 1
A member of staﬀ will receive and investigate your call within 24 hours and conﬁrm the
outcome to you in writing. To help us get the repair completed properly ﬁrst time, please tell
us:
Stage 2
If asbestos is present and in good
cannot
damaged
will be
• W
 condition
here the and
problem
is. readily
Is it thebe
kitchen
sink,nothing
the bathroom
done at present as it is not a danger.
sink or the toilet washbasin?
• Is it a leak, a crack or a blockage?
Stage 3
• If it is a leak, where is the leak coming from?
If we are unsure we will appoint
investigate.
• aIfconsultant
the sink ortobasin
is blocked, is it completely blocked or
does water drain away slowly?
Stage 4
We will inform you in writing what the results of the investigation are. If there is asbestos
within the home that needs to be removed a specialist contractor will be contacted to do so.
Please remember that asbestos is perfectly safe if it is in a sound condition.

Water Heaters
Many homes have a hot water cylinder. The water might be heated by an electric immersion
heater or a gas boiler. The boiler could be part of a central heating system or separate.
There might be a cylinder thermostat ﬁxed to the outside of the cylinder.
To help us get the repair completed properly ﬁrst time, please tell us:
•
•
•
•
•

Do you know what type of system has the problem?
Are you able to get any hot water at all?
Do you have any other water supply problems?
Does the cylinder heat up even though you don’t get hot water through the taps?
Do you have any other way of heating water in your home?

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)
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Heating Systems

Rechargeable
Electrics Repairs

Sometimes radiators do not heat up because they have air
trapped inside them. You need to remove the air by bleeding
the radiator using a radiator key. Be careful not to open the
valve any more than you need to just to let the air out. As the
air comes out it makes a hissing sound. As soon as the hissing
stops and water appears, close the valve tightly.
Further guidance can be found by reading manuals or on our
website.

If you, your family, any visitors or pets damage any part of your home, you must repair
it
at your main
own expense.
If Hightown
out any
Electrical
switch – what
to do ifcarries
the power
fails.repair, for which you as a tenant are
liable, we will charge you for the cost of that work plus an administration charge. It may be
cheaper
for you to
arrange
forelectric
the repair
yourself.
appliance
electrical
repairs
must
Some properties
have
a main
switch
with aGas
device
called aand
Residual
Current
Circuit
be
carried
out by
qualiﬁed
engineers.
Work may
be inspected
and
if diagram.
the repairs
that
you
Breaker
(RCD).
This
is a large
switch, marked
on/oﬀ
as shown in
the
This
switches
have
arrangedoﬀ
have
not been
to a reasonable standard, you may be charged to
the electricity
as soon
as it carried
detectsout
a fault.
have this work corrected by one of our contractors.
Renewal of glass is your responsibility, unless the breakage is due to a break-in or
vandalism. If the breakage causes a security problem, we are responsible for making sure
the window is made safe. A charge will be made unless you provide us with a Police Crime
Reference Number.
RCD
MCB’s

Gas Safety
Some radiators can be controlled individually by
Thermostatic Radiator Valves like this one.

If you have a gas boiler we will service it every year and the engineer will leave you a copy of
the Safety Certiﬁcate. We have a legal obligation to do this because it is vitally important for
your safety and you must allow us access to carry this work out.
Every year about 30 people die from carbon monoxide poisoning caused by gas appliances
Some
properties
also
have
smaller
switches
instead
of fuses forMany
eachothers
circuit.also
These
are ill
and
ﬂues
that have
not
been
properly
installed
or maintained.
suﬀer
Miniature
Circuit
Breakers
(MCB’s).
If
a
circuit
is
overloaded
or
a
fault
develops,
the
MCB
health. When gas does not burn properly excess carbon monoxide is produced, which is
protecting that circuit will automatically switch oﬀ the electricity. To identify the source of
poisonous.
the problem, you should:

Remember

Your property may be heated by electric storage heaters,
which look similar to the one pictured here.

Switch
allitthe MCB switches (see picture above).
•1. You
can’toﬀ
see
Return
RCD
•2. You
can’tthe
taste
it switch to the “On” position.
3.
S

witch
on
each
MCBitin turn until the RCD switches oﬀ. This will tell you which circuit
• You can’t even smell
the problem is on.
4. monoxide
S
 witch oﬀ and
unplug
all appliances
to that
circuit.
Switch
the MCB and
Carbon
can kill
without
warning inconnected
just a matter
of hours.
You
are particularly
RCD you
to “On”.
Plug inbecause
and turnyou
on each
appliance
in the
turn,early
untilsymptoms
the MCB switches
oﬀ.
at risk when
are asleep
cannot
recognise
of carbon
This
will
tell
you
which
appliance
is
at
fault.
monoxide poisoning. These include tiredness, drowsiness, headache, nausea, pains in the
chest and stomach pains. If you or your family experience these symptoms, and you believe
If eithermonoxide
the RCD ormay
thebe
MCB
switches
will
not seek
return
to themedical
“On” position
bewill
a
carbon
involved,
you
must
urgent
advice.there
Your may
doctor
fault with
theyour
wiring.
Weand
will take
needato
send sample.
an electrician
to monoxide
attend to this.
need
to test
blood
breath
Carbon
quickly leaves the
blood and tests may be inaccurate if taken more than four hours after exposure has ended.

Electrical Fittings

To help us get a repair to your heating completed properly ﬁrst time, please tell us:
•
•
•
•
•

What type of system has the problem? Is it gas or electric?
Have you tried bleeding the radiators?
D
 oes the system give you hot water as well as heating? Are you without hot water as
well?
Do you have any heating or hot water at all?
A
 re there any vulnerable people in the household? (Perhaps with a medical need or
disability, or someone who is very old or very young.)

When we contact you about your gas safety inspection, please make every eﬀort to allow
Please
tellas
ussoon
about
problems
with
lights
or overheating
as more
soon as
us
access
asany
possible.
If you
failﬂickering
to contact
us, we
will try to callsockets
you once
possible.
before starting legal proceedings to gain access. This can be an injunction or, in some cases
where failed access is repeated, we could seek possession of your home. The cost of legal
To help us get
the
completed
properly
ﬁrstbe
time,
please tell us:
proceedings
will
berepair
collectible
from you
and can
expensive.
•
•
•
•
•

What the problem is. Is it a socket, light ﬁtting, cooker panel, or something else?
Does the problem only aﬀect one room? Which one?
Have you checked the bulb?
Were you using a particular appliance when the power failed?
Have you checked the fuse in the appliance’s plug?

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)
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Doors and windows

Timescales
for repairs
Stairs

Broken glass may be a resident’s own responsibility to repair, depending on how the break
occurred. We may be able to do the work for you and recharge the cost to you.
To help us get the repair completed properly ﬁrst time, please tell us:

The
Repairs
repairs
in order
of priority
depending
on Handrails
how urgent
work is.can
Our
Timber
stair team
treadsput
can
split, break
or become
loose
or creaky.
orthe
banisters
response
times for
diﬀerent types of repairs and responsibilities are detailed in a table later
break or become
loose.
in this section, a summary of repair categories are as follows:
To help us get the repair completed properly ﬁrst time, please tell us:

•
•
•
•
•
•
•
•

Which door or window has the problem?
Is the door or window made of wood or plastic?
Does the problem aﬀect the security of your home?
How was the damage caused?
If the door is not closing properly, has it recently been painted or is it warped?
Are frames, locks or door furniture damaged?
If glass is broken, is it double glazed or single glazed? If it is double glazed, are both
panes broken?
If necessary, have you obtained a crime reference number?

Emergency – within 24 hours

• What is the problem?
Wherethat
is the
staircase,
internal,
external
or inof
a people
communal
hallway? risk, or which
Any• problem
puts
the health,
safety
or security
at immediate
• What
materialof
is the
the building.
damagedEmergency
part maderepairs
from? include as examples:
aﬀects
the structure
•
•
•
•
•
•

Gas leak or loss of gas supply – contact National Grid 0800 111 999
Flooding
Severe storm damage
Total loss of electricity supply – unless due to power cut
L
 oss of heating or hot water 1st October to 30th April - if parts are required to ﬁx the
fault we will provide you with temporary heating
Oﬀensive or racist graﬃti

We provide an emergency service in the evenings and at weekends. But please remember,
this is for emergencies only. If you misuse the emergency service we may charge you for the
cost of the call-out fee.
For emergencies out of oﬃce hours call either:
•
•

0845 160 0077 (calls from a landline are charged at a local rate) or
0203 701 3525 (which may prove cheaper if you are calling from a mobile phone)

All calls are recorded to help us to monitor the service that is provided.

Urgent repairs are carried out within 3 working days
Some examples might include:

Locks
To help us get the repair completed properly ﬁrst time, please
tell us:
•
•
•
•

Which lock is causing the problem?
D
 o you have a second lock on the door? Is the
property secure?
Has the door been forced?
If the lock needs re-ﬁxing, what is the door made
from?

•
•
•
•
•
•

Partial loss of electricity
Leaking radiators, minor pipe leaks
Failure of entry phone
Loss of heating or hot water for period 1st May to 30th September
Loose banister or handrail
Faulty communal TV aerial

Routine repairs are carried out within 20 working days
Some examples might include:
•
•
•
•
•
•

General joinery repairs
Repairs to tiling
Inside door repairs – wear and tear
Mechanical extractor fan repairs
Boundary fencing repairs
Replacing/repairing dripping taps

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)
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Roofs

Gutters and Downpipes
Repairs handbook

To help us get the repair completed properly ﬁrst time, please tell us:

There are several problems that can occur with gutters and downpipes: 4
Introduction

•
•
•
•
•

Is the problem with a pitched (sloping) roof or a ﬂat roof?
What is the problem? Loose or slipped tiles? How many tiles are loose or missing?
How many storeys high is the roof?
Is the roof leaking?
A
 re any electrical appliances or ﬁttings aﬀected by the leak? If they are, switch the
electricity oﬀ at the mains.

Reporting
a Repair
4
• Leaves
can block the gutters.
• Obligations
The brackets supporting the gutters can break.
Your
4
• The seals and joints between the sections of guttering and downpipes can break.
Getting
the clips
Repair
Right
4
• The
that
secure the downpipe to the wall can break.
Timescale for Repairs – Emergency, Urgent and Routine
5
To help us get the repair completed properly ﬁrst time, please tell us:
What Repairs are your Responsibility? – Checklist
6
• What isRepairs
the problem?
Rechargeable
• Is the gutter blocked?
Gas• Safety
What is the gutter made from? Is it metal or plastic?
Is there
a leak from the gutter or downpipe?
Aids• and
Adaptations
• Is the gutter broken? How high is it?
Asbestos

7
7
8
9

Plumbing Repairs

10

Toilets and Taps

11

Baths

12

Sinks and Basins, Waterheaters

13

Heating Systems

14

Electrics

15

Doors, Windows and Locks

16

Stairs

17

Roofs

18

Gutters and Downpipes, Walls and Ceilings

19

Walls and ceilings
It is the tenant’s responsibility to keep the property in good decorative order. We will not
re-decorate the property for you, unless there are exceptional circumstances.
Common problems with walls and ceilings are dampness and damaged plaster.
Damp patches can be caused by leaking plumbing, rainwater penetration or condensation.
•
•
•

D
 amp penetrating through walls usually only appears on external walls. Does the
damp only appear when it rains?
B
 lack mould on walls and window frames can be a sign on condensation. It can be
wiped clean using a mild diluted bleach solution. You can help stop it coming back
by making sure the property is well ventilated.
A
 dditional information regarding damp and condensation can be found on our
website or we can send you separate literature on request.

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)

Report a repair (9.00am - 5.00pm): 01442 292301
Report an emergency repair out of hours: 0845 160 0077 (local rate) 0203 701 3525 (from a mobile)
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Hightown Housing Association Limited
Hightown House
Maylands Avenue
Hemel Hempstead
HP2 4XH
Repairs department (9.00am – 5.00pm): 01442 292301
Out of hours emergency: 0845 160 00 77 local rate
0203 701 3525 from a mobile
Email: maintenance.services@hightownha.org.uk
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