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This leafl et explains how you can report a repair to us and what your 
responsibilities for the repairs are.

1. IF I NEED TO REPORT A REPAIR TO MY HOME,   
 WHAT DO I DO?

Repairs can be reported either in person to your local Community 
Assistant during local offi ce hours or to our Customer Services 
Team, Habinteg Direct, on 0845 6062608 (northern tenants) and 
0845 6065202  (southern tenants) who are available between 9:00
a.m. and 5:00 p.m. Monday to Friday.

2. WHAT IF IT IS AN EMERGENCY?

You can report emergency repairs in the same way or, if it is 
outside the normal Habinteg Direct hours, you may contact our out-
of-hours emergency service on 0845 601 3389.  Descriptions of the 
type of repair that our out-of-hours service will attend are set out 
within this leafl et.

Call-outs to our out-of-hours service are expensive and should only 
be made when the work is a real emergency.  If we do send out an 
out-of-hours contractor and it turns out not to be an emergency, 
you may be charged for the call-out.



If your repair is not an emergency, please wait until the offi ce is next 
open and report your repair in the usual manner.

If your emergency is a gas leak, you should ring Transco national 
emergency gas service on 0800 111 999.  You should also:

• Open doors and windows;
• Put out cigarettes and naked fl ames;
• Leave the area where there is a smell of gas; and
• Do not touch light switches or sockets

If you are responsible for the repair, we may be able to suggest how 
you can go about getting the repair completed.  If you are vulnerable 
(for example if you have young children, if you are disabled or elder-
ly), we may be able to offer extra help.

3. WHAT INFORMATION WILL HABINTEG GIVE ME?

If we are responsible for the repair, we will tell you:

• the name of the contractor we will send;
• the priority that we will be giving the repair; and
• the latest date by which the job should be complete.



4. WHAT REPAIRS ARE HABINTEG RESPONSIBLE   
 FOR?

This list gives you an idea of what repairs Habinteg, as landlord, is 
responsible for:

The structure and outside of the building;• 
Heating and hot water systems;• 
Sinks, taps, baths and Habinteg fi tted showers (except blockages);• 
Gas, water and electricity supplies (except where interrupted by • 
the suppliers);
Decoration to the outside of the building; and• 
Security systems (where fi tted).• 

5. WHAT REPAIRS AM I RESPONSIBLE FOR?

Decoration within your home;• 
Unblocking sinks, baths and toilets;• 
Renewing plugs/chains;• 
Replacing blown fuses and resetting trip switches;• 
Renewing smoke alarm battery;• 
Replacing or adjusting toilet seats;• 
Draught proofi ng;• 
Resecuring loose door and cupboard handles, locks and catches;• 



Replacing lost keys;• 
Your own aerials and satellite dishes;• 
Phone wires and sockets;• 
Replacement light bulbs, fl uorescent tubes, starters and pull cords;• 
Repairs to any of your own home improvements;• 
Your Garden (if you have one);• 
Damage caused by you or anyone living with you or your visitors; • 
Any damage to your contents, including carpets and decorations, • 
for which you should take out contents insurance; and
Glass breakages such as windows and door panels.• 

6. CAN I GET HELP WITH REPAIRS THAT ARE MY   
 RESPONSIBILITY?

Our staff may be able to give you advice about how to get the repair 
done.  In certain circumstances, we will agree to do the repair and 
charge you the cost of the work.  You will be advised of this before 
we start.  If the work is not urgent, we will give you a quote and you 
will be expected to pay for the work before we start.



7. HOW QUICKLY WILL REPAIRS BE COMPLETED?

We prioritise repairs according to how urgent they are.  Our 
current deadlines are:

Emergency repairs to be completed within 24 hours
Total loss of electric power (check with the electricity supplier • 
fi rst to make sure there isn’t a power shortage);
Severe fl ooding or burst pipes; and• 
Total loss of heating in severe weather.• 

Urgent repairs to be completed within 5 days
No hot water;• 
Loss of heating; and• 
Minor leaks or drips from pipes.• 

Routine repairs to be completed within 23 days
Electric sockets not working;• 
Partial loss of heating;• 
Dripping overfl ows; and• 
Repairs to internal fi xtures.• 

Some faults or damage may need to be looked at fi rst by your 



Community Assistant or the Regional Maintenance Surveyor.  If this 
is the case, we will aim to arrange an appointment with you within 7 
days.

Programmed Works

For the more major types of repair, we run a programme of planned 
works.  If your repair falls into this category, you will be informed at 
the time and told when the next programme of repair is due to 
commence.

8. DO I HAVE TO GIVE ACCESS TO MY HOME FOR   
 REPAIRS TO BE CARRIED OUT?

Under your Tenancy Agreement you must allow us into your home 
to carry out repairs and other work.  If we need to carry out work in 
your home, we will always try to let you know beforehand unless it is 
an emergency.



9. HOW SHOULD A  CONTRACTOR BEHAVE IN MY   
 HOME?

Our contractors should all follow a simple ‘Code of Conduct’ whilst 
in your home.  They should:

Show you identifi cation;• 
Be polite and treat you and your home with respect;• 
Work safely;• 
Use adequate protection to guard your home and belongings from • 
dust, dirt and damage;
Keep unavoidable nuisance to a minimum;• 
Not play music, eat, drink, smoke or use bad language in your • 
home;
Tidy up after themselves and leave your essential services working • 
at the end of each day; and
Provide you with the necessary instruction and user manuals.• 

If you are not happy with the way the contractor treated you or your 
home, please contact us immediately so that we can look into your 
concerns.



10. WHAT HAPPENS IF THE REPAIR IS NOT CARRIED   
 OUT ON TIME?

We try to carry out repairs within the timescales quoted to you.  If 
we can’t, we will let you know and explain why.  If you are unhappy 
about the service you can make a complaint (our staff will give you 
information on our complaints procedure).

For some small, urgent or emergency repairs, you may be entitled 
to compensation up to the value of £50 under the ‘Right to Repair 
Scheme’ if we are late in attending to your repair (further details on 
this may be obtained from your Scheme Offi ce).



11. HOW DOES HABINTEG CHECK THAT REPAIRS   
 ARE CARRIED OUT CORRECTLY?

We inspect one in every 10 repairs to check they are carried out 
correctly.  We also keep track of whether repairs are being fi nished 
within the agreed timescale.

We also rely heavily on feedback from tenants.  You should receive a 
confi rmation letter every time you request a repair which gives you 
the opportunity to feedback to us on the quality of the service you 
have received, either good or bad.  This provides us with very useful 
information on the quality and ability of our contractors. To reward 
tenants for providing this feedback we enter your details into a quar-
terly prize-draw to win a £25 gift voucher.

12. HELP AND ADVICE

If you have any questions, need help in understanding this information 
or want it in another language or format (for example large print or 
audio tape) please contact your local Scheme Offi ce.





01274 853160 or,

0845 606 2608 (call charges 
vary depending on telephone 
provider)

E-MAIL: 
direct@habinteg.org.uk

LONDON OFFICE:

Holyer House
20-21 Red Lion Court
London
EC4A 3EB

T: 020 7822 8700
F:  020 7822 8701
E: info@habinteg.org.uk

NORTHERN OFFICE:

Beech House
Woodland Park
Bradford Road
Chain Bar
Bradford
BD19 6BW

T: 01274 853160
F:  01274 853161
E: info@habinteg.org.uk
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