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If any repairs are needed in your home, it is important you know who
to talk to and when. This booklet is a general guide about our repairs
service. It tells you what we need to know when you call to report
a repair, so that it can be fixed as quickly as possible. It also tells you
what repairs you are responsible for and what we look after.

When you call us:

• Have this booklet ready

• L et us know if you have any
hearing problems or other
needs, eg if it takes you
longer to get to the door

• H
 ave a pen and paper ready to
record the details we give you

• L et us know if you have a
pet we should know about.

• Tell us your name and address

How to report a repair
What to do in an emergency
Call

Email

To report a repair, call our
Repairs Team on 01494
463690.

Email
repairs@redkitehousing.org.uk

Out-of-hours emergencies
We operate an out-of-hours
repairs service which should
only be contacted in an
emergency situation. The
telephone number is the
same for day-to-day repairs,
01494 463690, but you will
automatically be transferred
to the emergency service
when the helpdesk is closed.
Please note that calls may
be recorded for training and
monitoring purposes.

Text
Text on 07786 203465
3

Website
Visit our website,
www.redkitehousing.org.uk.
Before you call us about your
repair:
• P
 lease look at the pictures in
this booklet which will help
you describe your repair
to us. By giving us as much
information as you can, you
can help us get your repair
done as quickly as possible
• C
 onsider when you can be
at home for our contractor
to visit, or make sure that
there is someone over 16
years old who can be there.

Red Kite Community Housing
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Some repairs need you to take
immediate action:

Write the location of your gas meter
here:

Gas (smell, leak or fumes)
• C
 all the national gas
emergency service
immediately on 0800 111
999. Use a phone outside
your home - using one inside
your home, even a mobile,
could spark an explosion
• T
 urn off the gas and open
the windows. Turn the
handle at the meter to the
flat (horizontal) position
• Extinguish any naked flames
• D
 on’t smoke or switch
anything electrical on or off
until the problem is fixed
• If you can smell or see
smoke call 999 immediately.

Gas servicing
It is our responsibility to carry
out a landlord gas safety check
of your gas appliances each
year. We will write to you and
let you know when this is
planned and it is very important
that you let us in to carry out
this work.

Electricity
• T
 urn the mains switch at the
consumer unit (fuse box) to
OFF
• If you have a power cut, call
the emergency number given
in your phone book

Repairs and maintenance
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• If you have no power, please
check the fuse board and
make sure the trip switch
and mains switches are at
the ‘on’ position.
Write the location of your fuse box
here:

Water

(clockwise) so that it’s off
and open the taps in the
kitchen and bathroom. This
will reduce the pressure and
slow the leak
• If you have no water supply
coming into your home,
phone your local water
supplier.
Write down the location of your mains
water stop tap here:

• If you have a leak, turn the
mains stop tap to the right

Emergency repairs

Non-emergency repairs

(eg fire damage, dangerous
electrical faults, heating
failures for vulnerable people,
major plumbing faults causing
flooding)

(large plaster cracks, broken or
loose roof slates, tiles and felt)

5

For non-emergency repairs, we
will respond to you within 20
working days. We will arrange
an appointment with you for
the morning or afternoon
and contact you prior to the
repair to remind you of your
appointment and make sure it
is still convenient.

Red Kite Community Housing
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We are both responsible.
As your landlord, we are
responsible for maintaining
your home and making sure
that it is safe and fit to live in,
but you are also responsible
for looking after your home.
As detailed in your tenancy
agreement, we ask that you:

How quickly will a repair be done?

For emergency repairs, we’ll
get to you within 24 hours to
deal with the emergency before
any more damage or risk to you
is caused, eg burst water pipes,
no water supply, making the
property secure or getting the
heating back on in winter.

Who is responsible for
looking after your home?

• K
 eep the inside of your
home clean and in good
decorative order
• L ook after the garden
by cutting grass and
maintaining hedges and
trees

• M
 ake sure that you
promptly report repairs that
are our responsibility.

Repairs that are your
responsibility
You are responsible for fixtures
and fittings eg curtain rails,
cookers, light bulbs and plugs
(but not for making sure that
fixtures and fittings for water,
sanitation, gas and electricity
are in safe working order).
You are also responsible for
internal decoration and for
any improvements, alterations
or work you do yourself.

• D
 o the repairs that are your
responsibility

Helpful diagrams
The following pages tell you in more detail what we look after and
what you look after in your home. We also give you some general
advice and tell you what we will need to know when you contact
us to report a repair.
Repairs and maintenance
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wash hand basins

Baths, sinks and showers
What we look after

The sink, bath and waste pipes

What you look
after

Replacing plug chains for baths and sinks
and cleaning any blockages. Descaling the
shower head. Clean wastepipes, drains and
sink U-bend pipes occasionally to stop them
getting blocked. Repair anything you’ve put
in yourself like tiles or showers

tiled splashback

tiled splashback
seal

seal

basin

basin

trap
wastepipe
bath

wall tiles

towel rail bracket

pedestal

taps

seal

Our advice
• F or water leaks or tap
problems, see pipes and taps
and drains and wastes
• A
 blocked wastepipe is not
an emergency. You must try
to clear it yourself before
you call us. We’ll charge
you for clearing blockages
caused by things like toys or
hair.

• If a panel, is it at the side or
the end? Is it made of plastic
or plywood?
• If a bath, is it plastic or
metal? What colour is it?
• If a kitchen sink, does it
have a draining board as
part of it, or is it just a sink?
• If tiles, what shape and size?

When you contact us, we
will need to know:
• W
 hat the problem is, such
as: basin loose or broken;
wastepipe leaking or
blocked; wall tiles cracked or
broken?
7
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shower mixer
valve

panel ‘filler’
panel
bath(side)

adjustable
feet
bath frame

shower ceiling
switch

electric shower

wall tiles

seal
shower
tray

shower head

shower
unit

mixer combined
tap and shower
attachment

hose

Repairs and maintenance

8

17/01/2014 00:50

multi-point
lock

Doors and locks
spyhole

doorstop
or bead

What we look after

External doors

What you look
after

Replacing lost or broken keys. Replacing any
new glass in doors, where a police reference
number can’t be given. Replacing doorbell
batteries. Making changes to internal doors
when new carpets are fitted

sill or
threshold
skirting

weatherboard
door and frame
door

Our advice
• If someone’s broken in and
damaged anything, you
should let the police know
and get a police reference
number, otherwise we may
charge you for any repairs.

When you contact us, we
will need to know:
• W
 hich door it is - is it the
front or back door or a
communal door?

letterplate

plastic (UPVC) door
barrel

weatherboard

door
pull

• W
 hat type of lock or latch
it is: Yale, 3 lever or 5 lever
mortice?
• If you know what caused
the problem
• W
 hat the door or is made of
- wood, metal or UPVC

sill
weep hole
stormguard sill

snib
cylinder mortice
lock (snib inside)

right latch

latch
lever handle

• W
 hat the problem is, eg key
lost, stiff lock or not fitting
properly into the keep, lock
or handle broken.

keep

snib

cylinder rim nightlatch
(Yale or Union)

keep

door handle
without lock

• W
 hether the property is still
secure

dead lock

butt hinge

mortice lock

rising butt
hinge
3 lever mortice

9
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door knob

rim lock

Repairs and maintenance

door hinges
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Drains and wastes

cage

vent pipe

What we look after

Drains, gutters and external pipes

What you look
after

Removing leaves and rubbish from external
gully grids. Clearing any blocked sinks, baths,
toilets and shower trays. Repairing leaks.
Clean wastepipes and drains occasionally to
stop them getting blocked

bath and basin
wastepipe

overflow pipe

toilet wastepipe

hopperhead

soilpipe
sink wastepipe

Our advice
• A
 blocked wastepipe is not
an emergency repair. You
must try to clear it yourself
before calling us

When you contact us, we
will need to know:

• If a wastepipe, which is it:
bath, basin, sink, shower or
toilet?

• K
 eep your wastepipes and
drains clear by flushing
them from time to time with
hot water

• If a drain is blocked, is it
overflowing or affecting
other properties?
• If a damaged gully grid, is it
round or square? What’s it
made of: metal or plastic?

• If a blockage is caused
by things like nappies or
toys, you’ll be charged for
clearing it
11
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two-pipe system

• If it’s a leak, whether it’s
from a joint or a cracked
pipe

• A
 blocked toilet is only an
emergency repair if you
have no other toilet

• D
 on’t pour fat, oil, or food
waste down the sinks, toilets
or outside drains

gully

cover

hit and miss
cover

grids

downpipe
surround
manhole cover
and frame
unscrew here to clean

frame
gully drain
unscrew here to clean
seal
unscrew
here to
clean

‘S’ trap

combination/P trap
(for washing machine and sink)
Repairs and maintenance

bottle trap
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test button

Electrics

mains switch

test
button
smoke detector

What we look after

Electrical sockets, electrical wiring, light
fittings and wired smoke alarms. Bathroom
lighting and lighting with closed covers

What you look
after

Replacing light bulbs and fluorescent light tubes
and starters (except in bathrooms and those
with closed covers). Replacing smoke alarm
batteries and regularly testing them. Resetting
trip switches and carbon monoxide detectors

Our advice
• D
 on’t touch bare wires with
wet hands or try to repair
electrical faults. Always turn
off the power supply before
replacing bulbs.
• If water is leaking onto
anything electrical or any
electrical fitting, don’t
use or touch any switches
connected to it. Let us know
straight away
• If you need to switch off
electric switches do this at the
consumer unit
• Make sure you know where
the trip switches are and how
to switch them on and off
• Don’t remove, change or add
electrical fittings without
our permission or make any
13

repairs or adjustments to
electrical installations
• If you have caused any
damage or you call us out
due to not having enough
credit on your meter, you’ll
be charged for the call out.

When you contact us, we
will need to know:

circuit
breaker

consumer unit
(fuse box)

extractor fan
light

cooker control units

fuse spur

switched
fuse spur

• Which room the problem is in

single
switch
single socket

double socket
sockets

• A
 re your neighbours having
the same problems?

switches

ceiling switch
starter

batten lampholders

• W
 hat type of electrical
fitting it is
• If there is any danger: Exposed
wires, smoke or sparks?

switch

pull cord

• W
 hat the problem is: No
power or lights, faulty switch,
socket or lamp holder?

Red Kite Community Housing
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trip switches

diffuser

sealed bathroom light

pendant
lampholder

flourescent strip light

bulkhead
light

light fittings
Repairs and maintenance
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backboard (if fitted)

Floors and stairs

bracket
banister handrail

handrail

What we look after

Floors and stairs excluding decoration

What you look
after

Making changes to doors when new
carpets are fitted. Any flooring you have
fitted yourself

Our advice
• If you want to put in
laminate flooring, you
must ask permission first.
Laminate flooring above
ground floor will not be
agreed to. If you put it in
without permission, we will
ask you to remove it. See
page 51 for guidance
• If you put carpet down, it’s
a good idea to use gripper
rods. This makes it easier for
you to lift them for repairs
• If you remove handrails,
bannister rails or spindles,
you will need to refit them
when you leave or you will
be charged.

15

When you contact us, we
will need to know:
• W
 hat the problem is, such
as: floorboard or skirting
loose or damaged; tread or
riser broken, hand rail loose
or broken; floor covering
lifting or damaged?
• W
 hat is the floor made of:
floorboards, chipboard or
concrete?
• W
 hat type of covering is it,
for example: tiles or vinyl
floor covering?

baluster (spindle)

stair riser

skirting

newel post
tongue and
groove floorboards
stairs and wooden floorboards
tread

nosing
step details
moulding

concrete or solid floor

riser
skirting

floor tiles

• Is it in a shared area?
• H
 ow many boards, panels or
tiles need to be looked at?

Red Kite Community Housing
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architrave

concrete slab

Repairs and maintenance
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post
cap

Garden, fences and panels

post

What we look after

What you look
after

Pathways, steps and ramps. Fences which
divide your home from a public path/right of
way. Fencing and gates in communal areas

post and rails (ranch)
post

gravel board

trip/paddock rail
arris rail pale

post

larch lap panel
straining wire

post

Garden decking, fencing and sheds
which you have installed. Clothes lines,
unless it is a shared area
feather-edged boarded

When you contact us, we
will need to know:
• W
 hat the problem is, such
as: fence loose or broken;
gate not opening or closing
properly; gate catch missing
• W
 hat type of fence is it?:
close boarded, palisade, post
and wire, panel? How much
is it affected?

• If a gate, is it wooden or
metal?

palisade

chainlink

‘T’ hinge

• If a post, is it wooden, metal
or concrete?

barrel bolt
wooden gate

• If a path, which path is it?
What is made of, eg: slabs,
concrete or tarmac?

hook and band hinge

‘T’ hinge

hook hinge

hinges

suffolk latch

automatic latch

hand latch

gate latches

17
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Heating
What we look after

Central heating systems, water systems,
boilers, fireplaces, fitted fires and radiators

What you look
after

Preventing your pipes from freezing in cold
weather. The maintenance of heaters and
cookers by qualified engineers, preventing
condensation and mould by regularly letting
in fresh air

Our advice
• If your heating isn’t working
at all we’ll come out on the
day you call us. If we are
unable to fix it and you have
no other heating, we will
provide you with a heater
• If you have a solid fuel
back boiler and you hear it
bubbling or boiling, damp
down the fire straight away,
let it go out and contact us
immediately
• If a radiator is leaking or
loose because you have
adjusted or removed it
when decorating, you’ll be
charged for this
• If you have a payment meter,
check you have enough
credit on it.
19

thermostatic valve
mains gas handle

wheelhead standard valve

radiator valves

thermostatic
radiator valve

inspection window
radiator
valve

When you contact us, we
will need to know:
• W
 hat the problem is, such
as: central heating not
working; no hot water;
radiator leaking or not
getting warm; fire or heater
not working?
• W
 hat type of heating is it:
gas, electric, oil or solid
fuel? Does it have a boiler?
If electric, is it storage,
convector, panel or a fan
heater?

room thermostat

digital programmer

wall-mounted central
heating boiler

• D
 o you have any other
heating or ways to heat
your hot water, like an
electric immersion heater or
solar panels?
• If a radiator, is it warm at the
bottom and cold at the top?

Red Kite Community Housing
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OFF

panel heater

storage heater

Repairs and maintenance
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sink unit

Kitchens
What we look after

Sinks and kitchen units which we’ve installed

What you look
after

Replacing washers on taps. Repairing leaks
and installing connections and hoses to
washing machines and dishwashers.
Tightening up loose handles on kitchen units

tiled splashback

drainer

sink

concealed hinge

Our advice
• If we have to put in a new
kitchen cupboard or other
things like a worktop,
drawer or door, we’ll try to
match the colour if we can
• If you want to make any
changes to your kitchen,
make sure that you contact
us first to ask for permission.

When you contact us, we
will need to know:

• W
 hat type of cupboard is
it: is it a base floor unit, a
corner cupboard, or wall
unit?

• If worktop, how are the
pieces joined: with a joint
strip or mitred?
• If a kitchen sink, does it
have a draining board as
part of it, or is it just a sink?

Red Kite Community Housing
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plinth

wall unit

• If wall tiles, what shape, size
and colour are they?

• W
 hat the problem is, such
as: wall or floor cupboard
loose or broken; worktop
loose or broken; cupboard
door or drawer broken;
cupboard hinge or catch
broken?
21

base unit

sealant
worktop

edging strip

support leg
pull strip
end panel

drawer runner
door hinge

shelf

drawer front

base unit and worktop
Repairs and maintenance

22

17/01/2014 00:50

top entry
immersion
heater

Pipes and taps
What we look after

Waste pipes, water pipes, gas pipes and
water tanks

What you look
after

Replacing washers on tap, repairing leaks and
connections to washing machines and
dishwashers. Try to make sure that your pipes
don’t freeze in winter

Our advice
• If water leaks from your
washing machine or
dishwasher, we’ll charge
you for repairing any
damage that is caused to
the property. Contact your
insurance company to find
out if you are able to claim
for any damage
• If you’re away from home
and the weather’s cold, you
should leave your heating
on a low temperature to
prevent pipes freezing
• If water is leaking on
anything electrical, don’t
touch it. Turn off the
electricity at your consumer
unit (fuse box)
23

ON

OFF

OFF

isolation valve

hot water cylinder, no jacket

stoptap
(mains water)

ON

ball valve
cold water
tank

• M
 ake sure you know where
your stop tap is so that you
can find it in an emergency.
If you do have a leak it may
help if you turn the stop tap
off.

OFF

drain off

gate valve
immersion
heater

When you contact us, we
will need to know:
• W
 hat the problem is such as:
no water; hot water coming
out cold; pipe leaking or
burst; overflow running; tap
dripping?
• If water is leaking into your
property: is it coming from
the flat above? What’s the
address? Are there any
other problems?
• If you have no water: do your
neighbours have water or not?

Red Kite Community Housing
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bottom
entry
immersion
heater

gate
valve

ON

hot
water cylinder
combination tank

handwheel

modern

combined tap
and shower
attachment

crosshead

standard
pillar taps

high neck
mixer tap

Repairs and maintenance

lever tap
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cowl

Roofs

pointing
chimney pot

What we look after

The roof, chimneys and stacks

What you look
after

Satellite dishes (unless communal and installed
by us), television and radio aerials which are
not communal

Our advice
• T
 ry to contain any leak by
using a bucket to catch
water
• If anything electrical is
getting wet because the
roof’s leaking, don’t use any
of these switches or sockets
etc, and let us know straight
away
• If we put up scaffolding and
the weather is bad, outdoor
work on roofs may be delayed
• If you want to put up an
aerial or satellite dish, you
must get our permission
in writing first. You might
need to get permission from
Wycombe District Council
also.

half round
ridge tile

gas cowl

step
flashing

flaunching

slates
bargeboard

back
gutter

verge
pointing

When you contact us, we
will need to know:
• W
 hat the problem is, such as:
roof leaking, tiles or slates
loose or broken, chimney
pot fallen or loose, chimney
stack crumbling? (We only
expect you to tell us about
what you can see from the
ground)
• W
 hat type of roof covering
is it, for example: slate, tiles,
corrugated sheeting, felt,
asphalt or fibreglass?
• If tiles, what type are they,
for example: flat, ridge,
interlocking, hip or verge?
What colour are they?
• H
 ow many floors does your
home or block you live in
have?

fascia
gutter

cover/apron flashing

soffit

chimney stack

hip end
valley
ridge

dormer
hip tiles

roof light
bargeboard
gable
upstand

flat roof
fascia

• Is the chimney shared with
another home? What’s the
address?
25
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Shared areas
What we look after

Repairs to shared areas including lighting
and door entry systems, floor finishes and
decorations

What you look
after

Keeping shared areas tidy, safe and free
from obstructions. Replace keys or fobs to
shared entrance doors if they are lost. You
will be charged for each new key. Making
sure that you comply with outcomes from
fire risk and health and safety assessments

Our advice
• L ights on shared stairs
and hallways are our
responsibility. You should
report any faults directly to
us.

When you contact us, we
will need to know:
• W
 hat the problem is, such
as: is there an issue with the
entry phone not working;
is a door closer loose or

single chain
perko door closers
entry panel

broken; is a lock broken,
missing or jammed; is a lift
out of order; or are lights
not coming on?
• If an entry phone, is the
problem in your flat or at
the main entrance or is the
door closing properly?

key fob reader

door entry phone
(with handset)

door entry system

• If lights, is it a wall or ceiling
light?
• If a bulkhead light, where is
it?

overhead door closer

27

Red Kite Community Housing

3. Repairs and maintenance PRINT VERSION FINAL.indd 28-29

Repairs and maintenance

bulkhead light

28

17/01/2014 00:50

ball valve

Toilets

siphon unit

float

supply pipe

What we look after

The toilet (but not the seat) and the flushing
system

What you look
after

The toilet seat. Clearing blocked toilets

cracked or leaking, flush
handle or chain broken?

Our advice
• A
 blocked toilet is only an
emergency repair if you
have no other toilet
• If your cistern doesn’t flush,
this isn’t an emergency. You
should pour a bucket of
water into it until it’s fixed
• W
 e’ll charge you for clearing
blockages caused by things
like nappies and toys. Please
clean and clear your toilet
from time to time using
cleaning products. Always
do what it says on the label.

When you contact us, we
will need to know:

• W
 hat type of cistern is it:
high-level or low-level? If
low-level, is it a flush panel,
close-coupled or standard
type? Does it have an
overflow pipe?

29

cistern
flush pipe

float arm

float

toilet cistern

ball valve
cistern lid
cistern
toilet lid

• W
 hat colour is the toilet or
cistern?

flush pipe

• If your toilet’s blocked and
you live in a block of flats,
do you know if any other
flats are having problems?

flush pipe
cone joint
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isolation
valve

• W
 hat type of flushing
handle is it: lever handle,
push down knob or chain?

• W
 hat the problem is, such
as: toilet blocked, overflow
running, cistern leaking, pan

overflow
pipe

lever handle

dual-flush button
push-down
button
flush
handle

toilet seat

soil pipe joint

flush pipe/pan
connector

standard toilet

Repairs and maintenance

closed-coupled toilet
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inside

Walls and ceilings
What we look after

Internal walls, skirting boards, door frames
and major plasterwork

What you look
after

Internal decorations including filling small
holes and cracks. Installing fixtures including
curtain rails, shelves and toilet roll holders.
Keep air vents and extractor fan vents clear
and use the fan (if you have one)

rising damp is usually shown
by a ‘water’ mark to a height
of 2-3 feet

a possible cause
of dampness is
earth mounded
over the
damp-proof
course

black mould
usually shows
condensation
problems

• If you fix things to the wall,
you must take them down
and fill in all the holes
before you move out
• If you, a member of your
family, a visitor or pet
damage anything and we
have to repair it, you’ll be
charged for this
• D
 on’t grow or place any
items near or next to your
outside walls. This can cause
problems with the brickwork
and cause damp problems.

When you contact us, we
will need to know:

ventilation

damp and mould

• If an area needs plastering,
is it just a small patch or
large area?

air brick

• Is there any damage caused
by water leaking?
• If an inside wall, what is it
made of: plasterboard or
masonry?
• If an outside wall, what is
it made of: brick, tiling, or
concrete blocks, and does
it have a render finish or
covering?
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air vent

or bulging, condensation or
mould on walls or ceiling,
outside cladding falling off?

• W
 hat the problem is, such
as: plaster loose, crumbling
31

condensation

damp-proof course
outside

Our advice

mould forms

render
hanging tiles or slates

cladding boards
brick
on edge
coping

pre-cast
concrete
coping

boundary walls
Repairs and maintenance

32

17/01/2014 00:51

Windows
What we look after
What you look
after

The window, frame and sill, or if the whole
window needs replacing

top-hung
fanlight

sash

friction
hinge

locking
handle

beading
or putty

The window glass if it becomes damaged
or broken and you can’t give us a police
reference number

Our advice
• If there’s been vandalism or
a break-in, you should let
the police know and get a
police reference number,
otherwise we may charge
you for the repair
• K
 eep window trickle vents
clear and use them to stop
condensation.

When you contact us, we
will need to know:
• W
 hat the problem is, such
as: glass cracked or broken,
frame loose or jammed, stay
or fastener broken?

• W
 hat style of window is it:
casement, sliding sash, pivot
or top-hung?

casement window
cords

pivot
hinge

keep

tilt and turn

catch
pivot window

sliding sash

lock

• C
 an the window be secured
and is it accessible? Is there
a security risk?
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multi-point lock

• If a fastener, what type is
it, for example: multi-point,
casement or other type?
• If there’s a child restrictor,
where is it? on the bottom
of the frame, the side of the
frame or on the window
itself?

sill

friction hinge

• If glass, what type is it, for
example: plain or frosted? Is
it a double glazed unit?

• W
 hat type of frame is it:
wooden or plastic PVCu or
aluminium?
33

trickle vent

sash fastener

child restrictor

casement
fastener
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Helpful repair tips

unblocking
a sink

There are some things you can do yourself to minimise the
chances of any serious damage to your home.

Unblocking a blocked
waste pipe

rag
plunger

To unblock a toilet

Waste traps can easily become
blocked and you should
prevent the build up of waste
by clearing them once a
month with a suitable clearing
product. (Always follow the
manufacturer’s guidelines)

• If the pan is full, remove
some of the water into a
bucket by using a jug

To unblock a sink

• F lush the toilet to check if
the blockage has gone

• P
 ush the plunger or toilet
brush to the bottom of the
pan and pump rapidly

unblocking
a toilet
plunger

• R
 emove most of the water
into a bucket by using a jug
• H
 old a rag firmly over the
overflow opening to seal it
• H
 old a plunger over the
plug hole and pump rapidly
until clear
• O
 nce clear, it’s advisable to
clean the trap (see below)

• R
 epeat this process several
times, if there is no
improvement contact us.

cleaning traps

• P
 ut a bowl below the trap

seal

• U
 nscrew to remove the trap,
being careful not to lose the
seal rings
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plunger

To clean the trap

• D
 o not put any water into
the sink when the trap is not
attached

35

toilet brush

unscrew
here

unscrew
here
u-bend
trap
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ON

ON

test button
mains switch

trip switches

OFF

OFF
isolation valve

Leaking, burst
or frozen pipes
If you go away over winter,
you can prevent your pipes
from bursting by leaving your
heating on at a low temperature.

If a pipe leaks
• T
 ry to contain the leak in a
bowl or bucket to protect
any finishes.

If a pipe bursts
• T
 urn off the water at the
main stop tap and any gate
valves from the water tank
• T
 urn off any water heaters
• T
 urn on all taps to drain
the water from the system.
When the water stops
running, make sure you turn
off the taps
37

stoptap
(mains water)

• D
 o not touch any electrics if
they are wet, turn off at the
main consumer unit (fuse
box) and contact us
• If the water has made a
bulge in the ceiling, put a
bucket under the bulge and
pierce a small hole to allow
the water through and
prevent more damage.

If a pipe freezes
• T
 urn off the water at the
main stoptap
• If you want to thaw the
pipes, do this using a hot
water bottle or hair dryer.
DO NOT use a naked flame
• M
 ake sure you work from
both ends into the middle of
the frozen pipe.
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circuit
breaker

consumer unit
(fuse box)

Resetting a trip switch
Consumer units (fuse boxes)
have many switches, these
will remain in the ON position
until a fault ‘trips’ one or all
switches and moves them to
the OFF position. Trips can be
caused by a light bulb blow,
a faulty appliance or a circuit
which has been overloaded.

To reset a trip switch
• O
 pen the cover so that you
have a clear view of the
switches

• If the switch trips again,
check all rooms to see
which light or appliance
is not working by turning
on the switches. Unplug all
appliances and plug them
in one at a time to identify
which appliance is faulty
and trips the system. Once
you have identified which
appliance is faulty, make
sure that it’s checked by a
qualified technician.

• C
 heck which switch is at the
OFF position and put them
back to the ON position

Repairs and maintenance
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Regular jobs in your home
You are responsible for
keeping your home in good
condition. It’s best to carry out
small tasks regularly to
prevent future problems, such
as:
• W
 ipe down any windows
affected by condensation
and clean off any mould

• R
 emove limescale from
baths, shower heads and
taps with descaler
• K
 eep outside gullies clear of
leaves and other material so
water drains away easily
• C
 lear through sinks and
wastes with a clearing
solution (always follow
manufacturer’s guidelines
carefully).

Code of Conduct for Contractors
As a tenant-led organisation,
we are committed to
providing excellent services to
our tenants and leaseholders.
Anyone who represents our
organisation is expected to
follow and demonstrate the
standards and behaviours set
out in this document and our
vision and values statement.
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Our contractors are very often
at the forefront of the services
we deliver and in many
situations are “the face of Red
Kite”. We insist that anyone
representing our organisation
complies with our agreed set
of behaviours and standards.
We will involve tenants
and leaseholders in the
appointment of contractors
that work for us.
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Our contractors are
expected to:

7. Be polite and treat you and
other occupants of your
home with respect

1. Arrange a specific date and
time to visit your home
that is mutually convenient
2. Carry out work between
8am and 6pm, Monday to
Friday
3. Keep appointments or,
if they cannot keep an
appointment, tell you
24 hours beforehand
and arrange a new
appointment
4. Contact the manager of
your sheltered housing
scheme (if you live in one)
when they arrive
5. Wear ID badges and give
you the opportunity to
look at these badges
properly before they enter
your home. If you need
further confirmation, they
will wait outside your
home while you phone us
on 01494 463690
6. Give you their name on
arrival and tell you about
the works and the likely
time to complete them

8. Advise on translation
services available where
required
9. Arrange works to minimise
disruption
10. Report any issues of
vulnerability or abuse to
appropriate authorities.

When working in your
home, our contractors will:
1. Respect your needs, your
home and your possessions
2. Park considerately to
prevent damage to grassed
and paved areas so that
you or your neighbours are
not inconvenienced
3. Ask your permission before
moving possessions. You may
be asked to sign a form
giving authorisation before
your possessions are moved
4. Use clean dust sheets or
other protection to prevent
damage to your furniture,
floor coverings and
belongings

Repairs and maintenance

40

17/01/2014 00:51

5. Work in a safe, clean and
orderly way
6. Store all materials safely
while work is going on
7. Make sure any scaffolding
required is secure, remove
ladders at night or when
not in use, inform you of
any danger and tell you
and anyone else affected
how to keep safe while
work is being carried out
8. Clear any rubbish caused
by the work at the end of
each day
9. Make sure your home
is secure at all times. If
windows and doors need
to be left open, they will
warn you about this
10. Be considerate and
polite to you and your
neighbours
11. Not leave their own
valuables unattended
when they are in your
home
12. Dress appropriately in
clean and tidy work wear
13. Wear shoe covers rather
than remove footwear
41

14. Advise you in advance
of any plants or garden
furniture etc that will need
to be moved
15. Not leave you without
electricity, water or heating
overnight if works are not
complete
16. Ask if you are satisfied
once the work is completed.

Contractors working in
your home will not:
1. Use radios or iPods without
your permission while they
are working in your home
2. Smoke inside your home
3. Eat food inside your home
4. Drink alcohol during
working hours
5. Remove any of your
possessions without your
permission
6. Use your phone
7. Use your electrical supply
without permission
8. Use your bathroom/WC
without your permission
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9. Use your bathroom/WC
without your permission
10. Use bad language, behave
in an offensive way, or
make sexist or racist
comments
11. Enter your home when the
only person at home is a
child under the age of 16
(If an adult is not present,
the contractor will leave
your home and contact
you to make another
appointment. In sheltered
schemes they will make
this appointment with
the Scheme Manager if
appropriate)
12. Not ask for payment or
accept any gifts.

In return you are
expected to:
1. Keep appointments and
let our contractors into
your home, as this is part
of your tenancy agreement
(if you fail to keep an
appointment then you may
be charged)
2. Phone our contractors
if you cannot keep an
appointment

3. Check the ID of any
contractor before they
enter your home. If you are
not satisfied with their
identification, do not
give them access and let
us know immediately if
you have any concerns by
calling 01494 476100
4. Provide services such as
electricity and water
5. Be prepared for the works
by moving valuables, small
appliances and furniture,
clearing cupboards and
belongings from work areas
6. Be considerate and
respectful towards our
contractors
7. Understand that we will
always do our best to carry
out the work as quickly
and thoroughly as we can
but there may be some
disruption. If something is
not going to plan or we
expect some delays, we will
let you know as soon as we
can
8. Keep pets and animals
under control and where
possible, keep them in one
room while the work is
carried out.

Repairs and maintenance
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Monitoring repairs
Surveyors or
pre-inspections
When a repair is not
straightforward, a surveyor
will visit your property and
inspect the repair at an
approved time to find out
what work is necessary. They
will carry identification and
should show you this before
entering your home.
In these cases, our Community
Repairs Team will arrange
an appointment for the
inspection to take place.
Examples of repairs which
require a pre-inspection
include:
• R
 eports of damp/
condensation, vandalism or
severe flooding
• The replacement of a front
door
• The fitting of a new bath
• Kitchen unit replacement.
We will inspect a percentage
43

of completed repairs to make
sure that our quality standards
are being met and to ask you
face-to-face about the service
we provide.
We will also check a percentage
of jobs through a telephone
survey, giving you an opportunity
to feed back your opinions
about all aspects of the work.

Questionnaires
Improving our repairs service is
one of our top priorities, so we
want to hear from you where
we’ve either done something
really well, or equally where we
could have done better. Each
month, we will call a certain
number of tenants who have
used our repairs service and ask
some short questions to give
us an idea of your experience.
Please be honest when you
answer these questions – we
need to know how we’re doing
so we can check whether or
not we are providing excellent
services and changing things
where we need to.
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Gas servicing
It is a legal requirement that
we carry out a gas safety check
in all homes that have a gas
supply every year. Your safety
is our top priority – faulty
gas appliances can give off
poisonous carbon monoxide
which you cannot see or smell
but which can kill. Faulty gas
appliances can also explode
and cause a fire to break out.

If you have a gas supply or
a gas appliance and have
not had a visit from our gas
contractor in the past 12
months, please contact us
urgently.

We will send you a letter
advising you when your gas
safety check is due. If the
appointment is not convenient
for you please call us to
rearrange it.
It is really important that you
let our contractor into your
home so that they can carry
out a gas safety check every
year. In line with your tenancy
agreement, you must give
us access to your property to
carry out this essential work. If
you don’t allow access, we may
take legal action against you
to gain access and carry out
the works. We will recover the
cost of this action from you.
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The Red Kite Standard
We want all of our homes to be brought up to our Red Kite
Standard. This means that every home with a kitchen that is
more than 15 years old or a bathroom more than 20 years old
will have a new one and everyone who has a boiler which is
more than 12 years old (all at the point of transfer in December
2011) will have it replaced. We also plan to carry out lots of
other improvements to your homes and offer you a choice of
products, fittings and colours which have been chosen by a
group of tenants and leaseholders. If you would like a copy of
the Red Kite Standard, please contact us on 01494 476100.

Asbestos
We have carried out an asbestos
survey in the vast majority of
our properties, so we now
know exactly where it is and
in what condition. Asbestos is
not always dangerous, unless
disturbed or damaged, so it may
not need removing.
We hold information about
asbestos in all our homes
and it is available on our
website. All you need to do
is enter your Unique Property
Reference Number (UPRN)
which our team can give you
over the phone.
If you are worried about
damaged asbestos in your
45

home, please report it to our
Repairs Team immediately
on 01494 463690 or email
asbestos.info@redkitehousing.
org.uk

Lettable standard
Before you move in to your
home, we want to make sure
that each property is up to
the standard we expect. To
do this, we work to a lettable
standard. The standard covers
all areas of your home including
kitchens, walls and windows,
doors and electrical sockets
and exactly what condition
they should be in. If you feel
that your property doesn’t
meet with these standards, it

Red Kite Community Housing

3. Repairs and maintenance PRINT VERSION FINAL.indd 46-47

is important that you call our
Repairs Team straight away
so we can arrange for it to be
fixed.

Recharging for repairs
We think it is unfair for all of
our tenants to have to pay for
fixing other people’s repairs
through their rent payments.
We have a recharge policy in
place to help stop this from
happening. Repairs, which are
caused by fair wear and tear,
will not be recharged.
In simple terms, we are
responsible for repairing and
maintaining your property
structure, along with any
fixtures and fittings originally
provided when you moved
in to your property. Where
we need to recharge you for
work, we will do so if:
• Y
 ou or a member of your
family or visitor causes
damage to your home
• D
 amage is caused to your
home by neglect, misuse or
abuse by you as a tenant,
your family or visitors
• L oss of keys means we have to
force entry and change locks

• T
 he repair is your responsibility
but you ask us to do the work
• R
 epairs needed because
of unauthorised or
unsatisfactory alterations/
additions to the property
• P
 roviding replacement keys
that have been lost
• Accidental damage
• D
 amage caused by the
police following a lawful
raid at a property
• T
 he cost of removing any goods
or rubbish left at a property
when you end your tenancy.

Returning your home to us
If you are moving into a new
home or moving out, we have
some standards for how we
expect you to leave your
property. Please refer to our
‘Returning your home to us’
booklet.

Decoration allowance
To make sure the properties
we re-let meet our lettable
standard, a decoration
allowance can be paid to new
tenants to help with the cost of
redecoration. This allowance will
be determined during you
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accompanied viewing of the
property where one of our
Technical Officers will let
you know if a decoration
allowance will be awarded.
Please note that not all
properties will be awarded a
decoration allowance.
The allowance will depend on
your home. During sign up of
your new home, you will be
asked to sign and confirm the
amount you will receive.

Planned improvement
work
After surveying every one
of our properties, we have
drawn up a detailed plan for
improvement works. This plan
is available on our website,
www.redkitehousing.org.uk.
Works include major repairs and
improvements such as new gas
central heating systems,
roofing works, and kitchen
and bathroom upgrades.

Right to Repair Legislation
The Right to Repair scheme
came into force in April 1994
and covers small urgent repairs
costing up to £250 which have
47

to be completed within this
time, you can ask us to appoint
a second contractor to complete
the work.
If the repair is still not completed
by the end of the second
period, you will be entitled to
compensation of £10, plus £2
a day for every day the repair
remains outstanding, up to a
maximum of £50.
The Right to Repair Scheme
does not apply if you have:
• A
 greed an appointment for
the repair to be carried out
beyond the specified time
• T
 old us you no longer want
the repair carried out
• N
 ot allowed us access to carry
out the work.
In some cases, we may need to
inspect your repair before work
begins to make sure that it is
covered by the Right to Repair
Scheme. If parts are required to
complete your repair, the scheme
allows for the specified time to
be reasonably extended. All
repairs should be reported to us
as normal. If you want further
information about claiming
compensation, please contact us.
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Improving your home yourself
What you need to do
We encourage you to carry out
improvements to your home.
However, you must get the
written permission of your
Neighbourhood Officer before
starting. We will not normally
refuse permission for work
unless it is likely to affect the
structure of the building, cause
a future maintenance problem,
or cause a nuisance to your
neighbours.
Sometimes, we might attach
conditions to the permission,
such as insisting that the work
is carried out by a competent
contractor and to a satisfactory
standard. You do not need
permission to decorate the
inside of your home or to carry
out minor improvements, such
as tiling. However, you must
not fit polystyrene (or similar
material) ceiling tiles or coving,
as this is a fire risk. If you do,
you will need to pay for the
cost of removal.
If you move, you will be expected
to return your home to its original
condition or leave any alterations

in place. If we have to do any
work to correct it, you may be
charged (known as a
‘rechargeable repair’). Please
check with your Neighbourhood
Officer before you move out.
We have a recharge policy
available on our website. You
should not carry out any
electrical or gas related work.

Aerials, sheds and other
structures
You must get our written
permission before putting up
sheds, garages, greenhouses
or extra fencing. We will not
grant permission for very large
structures or sheds which cut out
neighbours’ light or views and
you should not put sheds or
garages against boundary fences.
You must also get our written
permission before putting up
external aerials and satellite
dishes. These are not permitted
in flats. We will insist the aerial
is fixed to a property and does
not interfere with neighbours
TV and radio reception. There
are also restrictions on
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where you can put CB aerials
and satellite dishes so check
with us first.
				

Adaptations
If you, or someone living with
you, has a disability we might
be able to help with providing
adaptations to help you

continue to live in your home.
We will need to visit your home
to check what work needs doing.
Please contact us for further
information on 01494 463690.
If you need repairs to an
adaptation, most of these can be
dealt with by the Community
Repairs Team.

Useful advice
Security
• B
 e security conscious –
there is a crime prevention
officer based at your local
police station who can give
you advice – call the nonemergency 101 number
• G
 ive a set of your house
keys to someone you trust
who can gain entry if there
is a problem
• A
 lways lock doors and
windows, even if you only
leave your home for a short
time and always use security
locks or chains
• A
 lways ask to see
identification cards before
letting anyone into your
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home – if in any doubt refuse
access and contact someone
who can verify their identity.

Smoke and Carbon
Monoxide detectors
We strongly recommend that
you fit smoke alarms in your
home. Make sure you follow
the manufacturer’s instructions
when you do this.
Smoke alarms will give you
early warning of smoke or a
fire in your home and can save
lives. It is your responsibility
to maintain any smoke alarms
you fit, or any already in
your home when you move
in. Remember to check the
batteries and test the detector
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regularly. We will fit a free
carbon monoxide detector in
every home. Please let us
know if you need one.

Energy efficiency
Energy efficiency is about
making sure the energy that
goes into heating, lighting and
providing power in your home
is not wasted. Energy costs us
all money, so we want to make
sure that you’re not wasting it
– energy and money!
Being energy efficient means
using common sense to reduce
the amount of fuel you use. At
the same time, you can make
your home more comfortable
and the bills more affordable.
Here are just some of the ways
you can make savings:
• U
 se energy-efficient light bulbs
• D
 on’t leave hot water running
- use a plug in your basin or sink
• H
 ave showers, rather than
baths, as they use less hot water
• W
 hen using the kettle, only
boil as much water as you need

• If you have a hot water
thermostat, set it at 60
degrees centigrade
• T
 urn down your central
heating thermostat by just
one degree centigrade
• W
 ait until you have a full
load to use your washing
machine
• T
 urn off any unnecessary
lights.
For more information about
energy efficiency please call
your energy supplier.

Decorating
We offer a low-cost elderly
and vulnerable person’s
decoration scheme, which is
available for you if you are
over the age of 60 or you have
a disability and no-one to help
you with your decorating. You
can register for this by calling
01494 463690.
This service is very popular so
please be prepared to wait
a short time before we can
help with any decorating
requested.
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Laminate flooring
and ceramic tiles

annoyance to neighbours

If you want to put down
laminate or wood flooring and
ceramic tiles you need to ask
for our permission, so please
write to your Neighbourhood
Officer or Housing Support
Officer. Generally, permission
is given except where you live
in a flat or maisonette. If you
install such flooring without
permission, you will be asked
to remove it at your own cost.
Where permission is granted,
the flooring must be laid to
best practice standard. Things
to consider:
• B
 y replacing carpets or soft
flooring with laminate, hard
wood floor or ceramic tiles, it
can result in more impact noise
travelling through the floor.
Dropped items, footsteps,
chairs and furniture scraping
across the surface are sources
of impact noise
• T
 his noise can travel straight
through the floor to your
neighbours below, or can
travel through the party wall
into adjoining neighbours
homes, causing distress and
51

• If a hard surface floor is fitted
and noise from normal living
is found to be excessive or
unreasonable, action under
your tenancy agreement will
be taken
• W
 here there is tension between
neighbours we can offer
both parties mediation to
help resolve the problem and
improve neighbour relations
• If you live in a flat that does
not have any property below,
this type of flooring does not
usually cause a problem.
If you need advice on dealing
with noise problems, please
speak to your Neighbourhood
Officer or Housing Support
Officer by calling 01494 476100.

Insurance for
your belongings
As your landlord, we only insure
the structure of the property. It
is your responsibility to insure
the contents of your home
such as furniture, belongings,
decorations and lost keys. If you
don’t take out your own home
contents insurance, you could
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have to pay a lot of money
replacing items if they are
damaged by fire or water or if
they are lost or stolen. If you
would like to take advantage
of it, we have negotiated low
cost home contents insurance
on your behalf. Please speak
to your Neighbourhood
Officer or Housing Support
Officer if you live in sheltered
housing for more information
about this.

If you are going away
If you are away from your home
for more than four weeks you
must tell your Neighbourhood
or Housing Support Officer and
make arrangements to pay your
rent on time. Please remember
that if you are away for a
long time this can affect your
entitlement to Housing Benefit/
Income Support. Here are some
handy tips as guidance for
when you’re going away:
• C
 lose and secure windows
and doors
• U
 nplug all unnecessary
electrical appliances

• T
 ell a trusted friend that you
will be away
• Turn off stop cock
• L eave your travel details with
a trusted friend
• L eave a key to your property
with a trusted friend
• A
 rrange for a neighbour or
friend to call in every so often
to check all is well
• Stop newspaper delivery
• If you are going away for
a long period, consider
redirecting your mail and
having the grass cut!

Tips for when
returning home
• Flush the WC
• F lush the hand basin and
bath taps-just to remove any
stagnant water
• R
 un the shower just to
remove any stagnant water.

• E
 mpty your waste bins/ash
trays etc
Repairs and maintenance
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Notes
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To report all repairs,
including emergencies:
Call: 01494 463690
Email: repairs@redkitehousing.org.uk
Online: www.redkitehousing.org.uk

Ref: 012Repairs
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