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Reporting A Repair
You can report a repair in person at any of our offices listed below.  Offices are open
Monday to Friday 8.30am to 4.45pm, and closed every Wednesday.

� Moorside Neighbourhood Office
Phone: 01207 218 848 

� Langley Park Neighbourhood Office 
Phone: 0191 373 5467

� South Stanley Neighbourhood Office 
Phone: 01207 218 600

� Annfield Plain Neighbourhood Office 
Phone: 01207 218 620

� Freephone number: 0800 783 9295 
(8.30am to 4.45pm, Monday to Friday)

Phone us
� Repairs Freephone: 0800 783 9295 

(Monday to Friday 8.30am to 4.45pm)

� Customer services: 0845 850 5600 

Emergencies
We provide special phone lines for emergencies outside office hours. 
Please use them only in genuine emergencies when there is a serious possibility of a
health and safety risk.

� Housing repairs (outside office hours): 0800 783 9295

When reporting a repair, please make sure that you give as much information as
possible, including:

� your name, address and daytime phone number;

� as much detailed information as possible about the repair;

� access for tradesmen and technical officers;

� where the repair is needed; and

� whether you have already reported this problem.

Introduction
We have produced this repairs handbook for tenants to look at the different types of
repairs and priorities, and list the things that are important when reporting repairs. This
information will help us to provide a more speedy and efficient response. This booklet
also explains what we are responsible for and what you, the tenant, are responsible for.

Quality Control
We want to make sure that you get value for money in your repairs service. We will
inspect a percentage of the repair work carried out and instruct the contractor to put
right any unfinished or poor-quality work. 

Satisfaction Surveys
We welcome your views.  Feedback, whether positive or negative, is vital in developing
the way we deliver services in the future.  You can get comment forms from all
neighbourhood offices and customer service points.

It is important that you return any customer satisfaction forms, for either maintenance or
planned work, as your views are very important to us and do make a difference.
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Your repair responsibility 
You are responsible for:

� fitting automatic washers;

� sweeping chimneys � we will sweep your chimney once a year as part 
of the yearly service;

� decorating inside your home;

� gardens;

� gates � unless you have a police crime reference number;

� glass � unless you have a police crime reference number;

� TV aerials;

� plugs and chains (we will repair these if you are elderly or disabled);

� damage to decoration caused by household fires;

� internal fittings, fixtures and appliances which we have not provided or adopted;

� any paths, driveways, fences and gates where these have not been provided 
or adopted by us;

� replacing lost keys or changing locks; and

� draughtproofing.

When you report a repair, we will give you an appointment to carry out the repair or an
appointment for a technical officer to inspect it.  We will give you either a morning or
afternoon  appointment (it is not possible to give a specific time).

If you are not able to keep that appointment, please contact 01207 as soon as possible so
we can arrange another appointment.

When you have reported a repair, we will send you a receipt by post within two working
days, confirming your request and also giving the expected completion date and the
contractor. Attached to the receipt is a prepaid satisfaction card. Please fill in the card
and comment on the work or improvements you would like to see provided � we will do
our best to respond to your comments.

Our repair responsibility 
We are responsible for repairing and maintaining:

� the structure of your home (inside and outside);

� essential services (gas, water, electric and drainage);

� fixtures and fittings, including baths, hand basins and toilets;

� shared areas of flats; and

� boundary walls, outbuildings and paths, which were originally provided, 
or have been adopted, by the council.

We will carry out:

� service gas appliances every year;

� service our cookers every year;

� decorate the outside of our properties every five years;

� service solid-fuel heating systems every year; and

� test electrical appliances every five years.
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Typical examples of non-urgent repairs (C priorities) are:

� minor leaks to any plumbing appliance or fitting;

� minor electrical work; and

� minor repairs to the central-heating boiler.

Typical examples of routine repairs (D priorities) are:

� plaster repairs;

� outside fencing, gates, brickwork and guttering;

� work to inside doors;

� manufactured joinery items (doors and windows); and

� work to garages.

Right-to-repair regulation � qualifying repairs

In 1994 the Government introduced the right-to-repair law.

If the repair qualifies under this law and the original contractor (shown on your repair
receipt) fails to complete the repair within the target date, you should contact the nearest
customer service point and ask for another contractor (chosen by us).  The repair will be
passed to the second contractor with a new target date to carry out the work.

If the second contractor fails to complete the work, you may be entitled to compensation
of £10 plus £2 a day for every extra day that the work has not been completed.

We will not pay compensation if:

� the repair is not our responsibility;

� the repair costs more than £250;

� you have told us that you do not want us to complete the repair;

� you have failed to provide access for us to inspect or carry out the work;

� the work under the scheme would affect the terms of a guarantee;

� there are circumstances beyond our control, for example, exceptional weather
conditions; or

� routine repairs are involved which would normally be included in our normal
maintenance programme.

We may take compensation off any amount you owe us.

Repairs we may charge you for
We may be charge you for work or ask you to carry it out yourself (to a satisfactory
standard) if: 

� deliberate damage has been caused to the property;

� we need to remove any unauthorised structure, fitting or decorative finish (Artex, wall
panels and tiles);

� any replacement or repair is needed other than normal wear and tear;

� the damage is caused by vandalism and you have not got a crime reference number
from the police; or

� we need to clear the property.

Response times
Priority

A Urgent repair outside normal working hours needs immediate attention to make the
situation safe or secure � response time within three hours or less depending on the
situation, and the work completed within one day.

B Urgent repair inside normal working hours � as above.

C Non-urgent repair � to be completed within seven working days.

D Routine repairs � to be completed within 20 working days, including appointments.

Typical examples of urgent repairs (A and B priorities) are:

� total loss of electrical power;

� unsafe power or lighting socket;

� blocked or leaking foul drain or soil stack;

� toilet not flushing (where there is no other working toilet in the property);

� insecure outside window or door; and

� loss of space or water heating between 31 October and 1 May only.
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Right to Repair Regulations 1994 Working days

Unsafe power or lighting socket, or electrical fitting 1

Total loss of water supply 1

Total or partial loss of gas supply 1

Blocked flue to open fire or boiler 1

Total or partial loss of space or water heating between 
31 October and 1 May 1

Blocked or leaking foul drain, soil stack, or toilet pan where there
is no other working toilet in the house 1

Toilet not flushing (where there is no other working toilet in the
house) 1

Leaking from a water or heating pipe, tank or cistern 1

Insecure outside window, door or lock 1

Total loss of electric power 1

Partial loss of electric power 3

Partial loss of water supply 3

Total or partial loss of space or water heating between 
30 April and 1 November 3

Blocked sink, bath or basin 3

Tap which cannot be turned 3

Loose or detached banister or handrail 3

Rotten timber flooring or stair tread 3

Door entry phone not working 7

Leaking roof 7

Mechanical extractor fan in the kitchen or bathroom not working 7

Local �urgent� repairs identified by Derwentside District Council Working days

Replacing smoke-alarm batteries 1

Repairs to door locks 1

Insecure windows 1

Uneven paving or steps (causing a danger) 1

Loose electrical fittings 1

Compensation after repairs
If the work we do is considered to be a repair (that is, replacing a faulty part), we will
carry it out or compensate you for any damage. This covers:

� installing a damp-proof course;

� rewiring;

� repairing a chimney breast;

� replacing a window or door frames � only for full replacements, replacing individual
windows or doors will not qualify; and

� replacing old or unsuitable central-heating systems.

We will pay compensation in the form of decoration vouchers (tenants taking up new
tenancies may also apply).

For major work, central heating or rewiring, we may pay you a disturbance payment by
cheque. Please note that if you are registered disabled, you should tell us this as you may
also qualify for an increased disturbance payment.



13

Repairs & Maintenance

When working out any payments, we will take account of the quality of work carried out,
how long the improvement has been in place and the expected life of the improvement.
We will also take off any money the outgoing tenant owes us.

Permission to alter your home
You will need to get our permission in writing to carry out any of the following
improvements.

� Any alterations to the inside or outside of the property. 

� To put up a fence. 

� To create a hardstanding or drive access.

� To put up a garage, shed or greenhouse. 

� For any improvement. 

� To put up a satellite dish.

You may also need planning permission and building regulations approval before starting
any work.

� Planning department: 01207 218275 or 01207 218276

� Building control: 01207 218296

If you are in doubt, please contact us.

Tenants� improvements
It is our policy to be as flexible as possible in allowing you to make alterations or to
improve your home. You have the right to carry out improvements but you need to get our
approval of your plans, in writing, beforehand. Alterations, tenants� fittings or finishings
which need our permission will include things such as Artexing, wall panelling, tiling,
brick, stone or other fireplaces.

You must check with us before carrying out any work. We will not unreasonably withhold
permission and we will be pleased to offer advice and help which, in the longer term,
may save you time and money. Any improvements you make to the property will not
affect the rent you pay. Major work may need planning permission or building
regulations approval.

Tenants of improved or converted properties should not carry out any improvements or
alterations until the contractors� maintenance period has ended (that is, six months for
improvements and nine months for new homes and conversions). 

When your tenancy ends, all the fixtures you have fitted, such as central-heating
systems, fires, kitchen units and so on become our property.  You must not remove them
unless you repair the damage to a standard acceptable to us.

Right to compensation for tenants� improvements
Section 122 of the Leasehold Reform, Housing and Urban Development Act 1993, and
sections 99a and 99b of the Housing Act 1985, allows us to pay compensation to
qualifying tenants for certain improvement work they have carried out.

To qualify for compensation, please consider the following points.

� You must be a assured tenant.

� You must have our permission in writing to carry out the work originally.

� You can only apply at the end of the tenancy.

� The work must have started after 1 April 1994.

� You must apply for compensation, in writing, during the period 28 days before to 14
days after the tenancy ends.

� You must provide enough information for us to make a fair assessment of the claim.

� You can only make a claim for improvement work to a bath or shower, a hand basin, a
toilet, a kitchen sink, storage cupboards in a bathroom or kitchen, work surfaces for
food, space or water heating, thermostatic radiator valves, insulation to pipes or
cylinders, loft insulation, cavity-wall insulation, draught-proofing, double-glazing,
rewiring, and burglar alarms.

� The minimum qualifying improvement amount we will pay is £50, up to £3,000.

12
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Electrical 2 - Light Fittings

Before you contact us

� Were you using a light fitting at the time of the power failure? If so, have you checked
your fuse box, and if it has tripped have you tried to reset your trip switch? 

� See if it is a bulb that has blown (replacing bulbs is your responsibility).

� See if the power sockets are working.

� Check if all the lights are faulty, or if it is just the lights upstairs or downstairs.

� If there is a total loss of electrical power, have you checked with a neighbour to make
sure it is not a power failure?  If so, you must report it to the electricity board.

� If you have a key meter, make sure that it has enough credit.

If you need to contact us, please tell us the following.

� What is the nature of the problem? For example, how many lights are affected?

� What type of light fitting is broken or faulty (see the diagrams above)?

� If the fitting or switch is broken, how was it broken? (We may charge you for any damage
other than fair wear and tear.)

� Which room or rooms are affected?

Please note

� Any light fittings, sockets, switches or cookers that we have not provided 
are your responsibility.

� - Ceiling switch (pull cord) - Fluorescent
- Strip light - Batten lampholder 
- Pendant - Bulkhead fitting
- Lampholder

Diagrams for reporting repairs
Electrical 1 - Sockets and switches

Before you contact us

� Were you using a particular appliance at the time of the power failure? If so, have you
checked your fuse box, and if it has tripped have you tried to reset your trip switch.

� Before phoning us, try to find out if it is the appliance or the socket that is not working.
Appliances are your responsibility, unless we have provided them.

� If there is a total loss of electrical power, have you checked with a neighbour to make
sure it is not a power failure?  If so, you must report it to the electricity board.

� If you have a key meter, make sure that it has enough credit.

If you need to contact us, please tell us the following.

� What is the nature of the problem? For example, are the sockets or lights not working,
or is there a broken switch?

� What type of socket or switch is broken or faulty? (See the diagrams above.)

� If the fitting, socket or switch is broken, how was it broken?  (We may charge you for
any damage other than fair wear and tear.)

Please note

� Any light fittings, sockets, switches or cookers that we have not provided are 
your responsibility.
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Central Heating 1 - Combination Boilers

Before you contact us

� If you can smell gas, or believe you have a gas leak, please contact Transco. Please
check if the pilot light is lit.  If not, have you tried to relight it?

� Is the programmer or thermostat set correctly? (Room thermostats are usually set
between 18°c and 22°c.)

� If your system provides both hot water and central heating, have you lost both services?

� If the problem is a loss of pressure, are you aware of any leaks on the 
central-heating system?

� If you have a gas key meter, do you have enough credit? 

If you need to contact us, please tell us the following.

� Have you tried to relight the pilot? (Some newer boilers have an automatic pilot.)

� Do you have hot water? 

� Is the boiler your only source of heat?

� Can you tell us what model is it? 

Please note

� Total or partial loss of space or water heating between 31 October and 1 May will
normally be classed as an emergency, and we will deal with it within 24 hours.

� Total or partial loss of space or water heating between 30 April and 1 November may
not necessarily be classed as an emergency.

Electrical 3 - Smoke Alarms and Extractor Fans

Before you contact us

� If the problem is the smoke alarm, is it wired to the mains or battery operated? If it is
battery operated, do you need to replace the battery? You should always make sure
that your smoke alarm is fitted with a working battery.

� If it is the extractor fan, check it is switched on at the fused spur.

� See if the power sockets are working.

� If there is a total loss of electrical power, have you checked with a neighbour to make
sure it is not a power failure?  If so, you must report it to the electricity board.

� If you have a key meter, make sure that it has enough credit.

If you need to contact us, please tell us the following.

� What appears to be the problem? For example, an extractor fan not working or a
smoke alarm beeping.

� Where is the extractor fan?

� If the smoke alarm is faulty, have you tried a new battery in the smoke alarm?
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Central Heating 3 - Radiators (Leaks)

Before you contact us

� Can you contain the leak?

� Where is the radiator leaking (from the air vent, valves or pipework)?

If you need to contact us, please tell us.

� Where is the radiator leaking?

� Which room is it in?

Please note

� We may charge you if the central heating has broken because you removed radiators
while you were decorating. 

� Total or partial loss of space or water heating between 31 October and 1 May will
normally be classed as an emergency, and we will deal with it within 24 hours.

� Total or partial loss of space or water heating between 30 April and 1 November may
not necessarily be classed as an emergency.

Central Heating 2 - Fireside Units (Back Boilers)

Before you contact us

� If you can smell gas, or believe you have a gas leak, please contact Transco.

� Please check if the pilot light is lit.  If not, have you tried to relight it?

� Is the programmer or thermostat set correctly? (Room thermostats are usually set
between 18°c and 22°c).

� If your system provides both hot water and central heating, have you lost both services?

� If you have a gas key meter, do you have enough credit?

� Is the fused spur turned on?

If you need to contact us, please tell us the following.

� Have you tried to relight the pilot? (Some newer boilers have an automatic pilot.)

� Do you have hot water? 

� Is the boiler your only source of heat?

� Can you tell us what model the boiler is? 

Please note

� Total or partial loss of space or water heating between 31 October and 1 May will
normally be classed as an emergency, and we will deal with it within 24 hours.

� Total or partial loss of space or water heating between 30 April and 1 November may
not necessarily be classed as an emergency.
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Central Heating 5 - Solid Fuel

Before you contact us

� Are you using the correct fuel?

� Is the fused spur turned on?

If you need to contact us, please tell us the following.

� Which part is faulty (for example, the fire bars, ashpan or fire bricks)?

� Have you had your chimney swept recently? 

Please note

� We may charge you if the central heating has broken because you removed 
the radiators.

� You should only use recommended, approved fuels. We may charge you for damage
caused to appliances through burning non-approved fuels.

� It is your responsibility to make sure that any chimney is regularly swept. We will only
sweep a chimney as part of the yearly solid-fuel service.

Central Heating 4 - Radiators (Not Heating)

Before you contact us

� Is the thermostatic radiator valve turned up enough?

� Is the programmer or room thermostat set correctly? (Room thermostats are usually
set between 18°c and 22°c).

� Have you tried to bleed the radiators? (You should not try to bleed radiators if you have
a combination boiler.)

If you need to contact us, please tell us the following.

� How many radiators are affected?

� Have you tried to bleed the radiators?

� Do you have hot water?

Please note

� Total or partial loss of space or water heating between 31 October and 1 May will
normally be classed as an emergency, and we will deal with it within 24 hours.

� Total or partial loss of space or water heating between 30 April and 1 November may
not necessarily be classed as an emergency.
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Plumbing 1 - Baths

Before you contact us

� If the waste pipe is blocked, have you tried to clear the blockage yourself? If not,
please see our tips.

� If the leak is near electrical fittings, please turn off the electricity at the consumer unit. 

� If the bath itself is damaged, we may charge you for the work.

� If the problem is due to a bath overflowing, we may charge you for the work.

� Can you isolate the leak, or contain it with a cloth or bowl?

If you need to contact us, please tell us the following.

� If the problem is a leak, is it from the waste pipe, supply pipes, taps or trap?

� If the leak is on a supply pipe, can you tell which pipe is leaking?

� Please tell us if the electrics are affected by the leak, or if the leak has caused any
damage to your property.

Please note

� Plugs and chains to wash basins, sinks and baths are your responsibility.

Central Heating 6 - Electric Storage Heaters

Before you contact us

� Is the heater turned on at the fused spur?

� Are the input and output controls set correctly?

� If you have a key meter, please check that there is enough credit.

If you need to contact us, please tell us the following.

� How many heaters are affected?

� Which heaters are affected?

� What appears to be the problem (for example, no hot water, no heating or the 
water is too cool)?

Please note

� Total or partial loss of space or water heating between 31 October and 1 May will
normally be classed as an emergency, and we will deal with it within 24 hours.

� Total or partial loss of space or water heating between 30 April and 1 November may
not necessarily be classed as an emergency.
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Plumbing 3 - WC’s

Before you contact us

� If the toilet will not flush (that is, there is no water), is the water authority working in
the area?

� We may charge you for any damage to toilet or fittings beyond normal wear and tear.

If you need to contact us, please tell us the following.

� If you have more than one toilet in the property. 

� Does the toilet leak only when it is flushed? 

� If there is a leak, can you identify where the leak is coming from (use the diagram
above).  Is the toilet pan cracked or are any of the joints leaking?

� If the toilet will not flush, is the problem that the handle will turn but no water is
coming through, or is it that the water will not drain away?

� If the toilet is blocked (won�t drain away), do you know what is causing the blockage?

� If the problem is that the overflow is running, does it run continuously, and does it run
outside?

Plumbing 2 - Wash Hand Basins

Before you contact us

� If the waste pipe is blocked, have you tried to clear the blockage yourself? 

� If the leak is near electrical fittings, please turn off the electricity at the consumer unit. 

� If the basin itself is damaged, we may charge you for the work.

� If the problem is due to a basin overflowing, we may charge you for the work.

� Can you isolate the leak, or contain it with a cloth or bowl?

If you need to contact us, please tell us the following.

� Is the problem with a kitchen sink, or wash basin in the toilet or bathroom?

� If the problem is a leak, is it from the waste pipe, supply pipes, taps or trap?

� If the leak is on a supply pipe, can you tell which pipe is leaking? 

� Please tell us if the electrics are affected by the leak, or if the leak has caused any
damage to your property.

Please note

� Plugs and chains to wash basins, sinks and baths are your responsibility.
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External Joinery 1 - Windows

Before you contact us

� If the damage to the window is a result of vandalism, a break in, fire, arson or domestic
violence, you need to get a police crime reference number before phoning us.

If you need to contact us, please tell us the following.

� Please tell us the crime number if you have one (see above). How did the damage
happen?

� Is the window single or double glazed? Which window or sash is it?

� What is the approximate size of the window if it needs reglazing?

� Is the sash or window secure?

� If the problem is with one of the fittings (for example, hinge, stay or fastener), which
fitting is it?

Please note

� We may charge you for reglazing if you do not have a police crime reference number.

Plumbing 4 - Taps

Before you contact us

� If we have not fitted the taps, we may charge you for the work.

� We may charge you for damage to taps that is beyond normal wear and tear.

� If you have lost the water supply to any tap, whether it is hot or cold, and you have
solid-fuel heating, you must dampen down the fire until we can carry out a repair.

� If you have lost the cold-water supply from all the taps, are there other properties in
the street with the same problem?

If you need to contact us, please tell us the following.

� Is it a basin, bath or sink tap? Which tap is it (hot or cold)?

� What is the problem, (for example, the tap won�t turn on or off, or the tap is dripping)?

� If there is a heavy leak, or if a tap won�t turn off, can you turn the stoptap off?
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External Joinery 3 - External Doors and Locks

Before you contact us

� If the damage to the outside door is a result of vandalism, a break in, fire, arson or
domestic violence, you need to get a police crime reference number before phoning us.

If you need to contact us, please tell us the following.

� The crime number if you have one (see above).

� Is it the front or back door? What style of door is it?

� Does the door have a multi-locking system?

� Is the door jammed open or closed?

� Is the frame or the lock damaged?

� What type of lock is it (see the diagrams above)?

Please note

� If you have lost your keys and need us to gain entry for you, and you do not have a
police crime reference number, we may charge you for the work.

� We may charge you for reglazing and repairs to doors if you do not get a police crime
reference number.

External Joinery 2 - External Doors

Before you contact us

� If the damage to the outside door is a result of vandalism, a break in, fire, arson or
domestic violence, you need to get a police crime reference number before phoning us.

If you need to contact us, please tell us the following.

� Which door is it (front, back or side)?

� Is the glass broken?

� What type of door is it (see the diagrams above)?

� What is the problem with the door (for example, is it rotten, damaged, raining in)?

Please note

� We may charge you for reglazing if you do not have a police crime reference number.
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External Joinery 5 - Fences and Gates

Before you contact us

� We will not carry out repairs or replace any gates or fences that we have not provided.

If you need to contact us, please tell us the following.

� Where is the fence or gate (at the front, back or side)?

� What kind of gate or fence is affected? How much of the fence is damaged? Is the gate
metal or wood?

� Are the posts broken? If pailings are missing or broken, how many?

� Do you know if it is a dividing fence or a shared fence with your neighbour? Is the
neighbouring property privately owned? 

Please note

� We will normally only replace fences and gates as part of a programme. In special
circumstances, we will repair fences and gates if we consider it to be appropriate, for
example, for safety or security.

� Dividing fences are your responsibility.

External Joinery 4 - Garage Doors

Before you contact us

� If you have lost your keys, we will charge you for gaining entry.

� If the garage has been broken into, and there is damage to the lock, we will not
normally class this as urgent.

� We will not normally class garage repairs as urgent repairs.

If you need to contact us, please tell us the following.

� What is the problem?  Is the door or frame loose, is the lock broken, or will the door
not open or close?

� Is your car in the garage? 

� Is the garage door metal or wood?

Please note

� We will only carry out work as an emergency if the vehicle is stuck in the garage.
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Internal Joinery 2 - Stairs and Staircases

Before you contact us

� We may charge you for damage to any parts of the staircase other than normal wear
and tear.

If you need to contact us, please tell us the following.

� If the problem is with the handrail, is the handrail broken or are the brackets loose?

� Is the plywood panel or balusters broken or damaged?  How did the damage happen,
and how many are affected?

� If treads or risers are broken or loose, how many are affected?

Please note

� If you need a second handrail, please contact the aids and adaptations department.

Internal Joinery 1 - Internal Doors

Before you contact us

� It is your responsibility to ease and adjust doors after you have fitted new carpets. 

� We may charge you for damage to inside doors beyond normal wear and tear.

� If a glazed bottom panel on an inside door is broken, we will replace it with a 
plywood panel.

If you need to contact us, please tell us the following.

� Which door is affected?

� What is the problem? For example, is the door sticking, will it stay closed, or is the
handle or latch broken?

Please note

� You are responsible for adjusting or easing inside doors after you have fitted 
new carpets.
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Internal Joinery 4 - Flooring

Before you contact us

� What type of floor is it?

� If it is concrete, is it uneven or cracked?

� If floor tiles are fitted, are they missing or loose? How many are affected?

Please note

� It may not always be possible to match existing floor tiles. We will find the nearest
match possible, or we can remove all tiles. We will not retile complete floors.

Internal Joinery 3 - Kitchen Units

Before you contact us

� If you want us to replace kitchen units or unit doors, a technical officer will inspect the
work that is needed. We can only repair the existing units, doors and worktops, and not
carry out a full replacement. Unfortunately it is difficult to match existing worktops in
many cases, but we do try to get as near a colour match as possible. We cannot fit new
kitchens on a �one-off� basis, and now try only to fit new kitchens as part of planned
programmes.

If you need to contact us, please tell us the following.

� Which items need repairing (see the diagram above)?  What is the problem?

� How did the damage happen?

Please note

� We may charge you for damage to kitchen units beyond normal wear and tear.
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External Works 1 - Guttering and Rainwater Pipes

Before you contact us

� Please tell us if you have a house or a bungalow.

� Is the gutter or rainwater pipe overflowing, blocked or damaged?

� Can you identify the faulty part from the diagram above (for example, 
the gutter or downpipe)?

� Can you tell us what it is made of, for example, cast iron or plastic?

� Can you tell us what colour the guttering or rainwater pipe is?

Internal Joinery 5 - Flooring

Before you contact us

� What type of flooring is it? (See the diagram above.)

� Is there a gap between the skirting board and the floor?

� Are the skirting boards or floorboards damaged or loose? What is the approximate
area?

� Which room is it in?

� Do you think it is dangerous?

Please note

� You are responsible for lifting and relaying carpets to allow work to be carried out.
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External Works 3 - Chimneys

Before you contact us

� If the chimney is dangerous, warn other people.

If you need to contact us, please tell us the following.

� Which part is affected (for example, the pot, stack or flashing)?

� Is it damaged, loose or missing?

� Do you share the stack with a private property?

External Works 2 - Roofs

Before you contact us

� If the electrics might be affected by leaking water, please turn off the electrics.

If you need to contact us, please tell us the following.

� Is your roof pitched or flat?

� Are any tiles or slates missing?  If so, how many?

� Can you describe which part of the roof is affected? (See the diagram above.)

Please note

� Do not try to climb on the roof.
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External Works 5 - Drainage

Before you contact us

� If the problem is a blocked main drain and it is outside your property boundary (that is,
in the street), you should contact Northumbrian Water.

� If a main drain is blocked in the boundary of your property and it is blocked due to
something you have put down it (for example, cooking fat or nappies), we may charge
you for the work we do. 

If you need to contact us, please tell us the following.

� Is there flooding from a manhole nearby? Where is it?

� Is it a gully or manhole that is blocked? Do you know why it is blocked?

� If a manhole or gully cover is missing or loose, is it dangerous? 
Is the cover round or square?

External Works 4 - Paths and Steps

Before you contact us

� If the path or step is dangerous, warn other people.

If you need to contact us, please tell us the following.

� Which path or step is it (front, side or back)?

� What type of path or step is it? (See the diagrams above.)

� What is the problem (loose, broken or cracked)?

� How many steps are affected, or what is the approximate area of the path?

Please note

� We will not maintain paths that do not give access to front or back doors, or to a gate. 

� We will not provide any more paths.
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Other work
Please give us the following information if you need to contact us.

Plastering

Has the surface coat come off while you were stripping wallpaper? 

What area is affected?

Which room is it in?

Tiling

Where are the tiles (for example, above a worktop, sink, bath or wash basin)?

How many are affected and are they loose or damaged?

Clothes post

What type of post is it?

Where is it? 

Is it loose or damaged?

Please note

You are responsible for filling minor cracks in the wall.

We will not provide extra clothes posts.

External Works 6 - Walls

Before you contact us

� If the wall is dangerous, warn other people.

If you need to contact us, please tell us the following.

� Do you share the wall with a neighbour?

� What part of the wall is damaged? (See the diagrams above.)

� What caused the damage?
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Clearing blockages

Clearing a sink or bath blockage

Bail out most of the water using a suitable bowl or container. Hold a rag firmly over the
overflow opening. Place the plunger over the waste hole, and pump it up and down
quickly. You can get plungers from most DIY shops.

Clearing out a waste trap

Bail out any water from the bath, basin or sink using a suitable bowl or container. Place a
bowl underneath the trap and unscrew the joints to remove the trap. Clean thoroughly
and replace the trap, checking that all the seals are in place and that all the joints are
tight.

Clearing a blocked toilet

If the pan is already full, remove some of the water using a suitable bowl or container.
Push the plunger to the bottom of the pan, and pump it up and down quickly about 10
times. This vacuum may shift the blockage.  Check by flushing the toilet.

Avoiding blockages

You should securely fasten air fresheners to the toilet to make sure that they do not fall
in and cause a blockage. Blockages are usually caused by unusual objects, such as
nappies, toys, sanitary towels and air fresheners. If there is a blockage as a result of one
of these objects becoming stuck, we may charge you for clearing the blockage.

Helpful hints

Controlling your central heating

How to set the clock timer or digital timer

Check the clock is showing the correct time. If not, put the timer switch to �clock� and
adjust the time using the �forward� and �reverse� buttons. Reset the timer switch to
�auto�. Set the �heating� and �hot-water� switches to come on once or twice, or to stay on
all the time, as you want. During freezing weather, keep the heating on all the time, and
turn the thermostat down during the night and if you are out all day.

How to control the temperature

To set the temperature, turn the dial so that the arrow marker is against the
temperature setting you want. A comfortable temperature is between 18°c and 22°c.

Changing the pins on time clocks

Push the pins in against the time that you want the heating to come on. Pull them out
against any time when you want the heating to go off.

Changing arrows on the time lock

Slide the �on� arrows (usually red) around the clock to the times when you want the
heating to come on. Slide the �off� arrows (usually blue) around to the times when you
want the heating to go off.
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Bleeding a radiator
You should bleed a radiator if the top part of the radiator is cold. This is because air is
trapped in the system. Bleeding the radiator releases the air and allows hot water to fill
the radiator.

Do not bleed the radiator if you have a combination boiler.

This will result in pressure loss and eventually the complete loss of heat and hot water.

Before you bleed the radiator, if the whole radiator is cold, check that the thermostatic
radiator valve is turned fully on.

Turn off the heating system before you bleed a radiator. You will need a bleed key and a
rag or bowl. The bleed valve is a small square nut at the top of the radiator. Place the key
over the valve and hold the cloth around it to catch any water. Gently turn the key anti-
clockwise until you hear a hiss. This is the air being released.  When water starts to
come through, turn the key back clockwise to shut the valve off.

Do not unscrew the valve completely as the plug will come right out. 

Resetting a trip switch
To reset a trip switch, open the cover on the consumer unit to expose the trip switches.
The consumer unit is usually next to the electricity meter. Check which switches have
tripped to the �off� position and put them back to the �on� position. 

If the switch trips again, a faulty appliance is probably causing it. You need to identify
which circuit is affected, and which appliance on that circuit is causing the problem. 

To find out which appliance is faulty, go around the house noting which set of lights or
sockets are not working. Unplug all appliances, including the immersion heater and
fridge. Switch the trip switch to the �on� position and plug in the appliances one by one
until the switch goes again. You have now found the faulty appliance, so leave it
unplugged. If an appliance we have provided is faulty, report the repair in the normal
way. If it is one of your own appliances, you should get it checked by a qualified service
engineer. 

Warning: Never tamper with the electricity company�s fuse and seals, and never take
any action unless you are confident that you can do it safely.
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