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Introduction

This booklet tells you how to report 
a repair and about the service that 
you can expect from us.

It tells you what repairs the Council 
are responsible for and how long 
you can expect to wait before a 
repair is done. It also sets out 
what repairs you are responsible 
for, and your responsibilities in 
reporting repairs and helping us 
to make sure they can be done. 
Finally it tells you what to do if 
things go wrong, or if you want to 
tell us that they went well.

If you are a leaseholder please 
refer to the leaseholders handbook 
for details on your rights and 
responsibilities.

Tenancy and Repairs
020 8547 5003

Out of hours 
emergencies

020 8547 5003
email: HousingContactCentre@rbk.kingston.gov.uk



n	 Give you an appointment for the morning or 
afternoon when we can carry out the repair. 
(Where the repair is an emergency (24 hrs) our 
contractors may call at any time so you must 
make sure someone is at home at all times).

n	 Let you know if for any reason we cannot keep the 
appointment.

n	 In all cases tell you how quickly the repair will 
be carried out for example in 24 hours, 3 days, 
7 days or 15 days.

n	 Give you a repair reference number.

n	 Wherever possible get the repair completed at 
the first visit.

n	 Send you a satisfaction survey for you 
to complete.
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How do I ask for a repair to be done?

If you 
ask for a 
repair to 
be done 
we will:

If you need a repair to be done then the quickest way to report it 
is to call the Customer Contact Centre on 020 8547 5003. Other 
ways you can report a repair are:

n	 By going to the Council’s website, www.kingston.gov.uk and 
following the links to the housing pages.

n	 By email to HousingContactCentre@rbk.kingston.gov.uk

n	 To your estate manager at your local housing office or, if you live 
in sheltered housing, to your scheme manager.
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n	 Make sure you, or someone from your household, 
is going to be at home so that you can let our 
contractors in to do the repair.

n	 Let us know if you cannot keep the appointment so 
it can be rescheduled.

n	 Make sure someone is at home at all times where 
the repair is an emergency (24 hours) as our 
contractors may call at any time.

n	 If there is potential damage to your property or 
a neighbouring property, do everything you can 
to stop this happening, for example putting a 
container to catch dripping water, or turning off the 
stop cock.

n	 Give us lots of information about the problem so 
we can fix it first time.

n	 Where possible give us a phone number so we can 
contact you.

If you 
ask for 
a repair 
to be 
done you 
must:

 



Structure

n	 The structure of the property for example walls, 
roofs, joists and beams.

Security

n	 Window frames, window catches and safety 
devices.

n	 External doors and door frames.

n	 Treatment of damp, rot and woodworm.

Window glazing
n	 Glazing to communal areas (although this 

may take the form of boarding up or the use of 
alternative materials).

n	 Glazing to your home where the repair was caused 
by a defective frame or was a result of a crime (in 
this case we need a crime reference number and a 
police report).

Water supply
n	 Water and electricity supplies to your home 

and, where there is an existing gas supply, 
maintaining it.

n	 All council owned pipes and waste pipes.
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What repairs are the Council responsible for? 

We will 
repair: 

The Council is responsible for maintaining the fabric and structure 
of your home and any communal areas.
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Sanitary appliances
n	 Baths, basins, sinks, toilets, cisterns, kitchen 

cupboards and work surfaces. 

Gas appliances
n	 Gas fittings and appliances such as central 

heating, water heaters, boilers and fitted fires. 

Electrical installations
n	 Electrical wiring including sockets and switches 

provided by the Council.

Other internal and external fittings
n	 Plaster work to walls and ceilings.

n	 Drains, gutters, down pipes, chimneys and flues.

n	 Communal areas such as pathways, estate roads, 
hallways, communal stairs and lighting, balconies 
and rubbish chutes. 

n	 Lifts and fire equipment.

n	 Door entry equipment.

n	 Communal television aerials.

n	 Warden Call systems.

n	 Fencing and gates to communal parts or gardens, 
only where failure to carry out the repair will have 
a serious affect on health and safety, for example 
rear boundaries to main roads or railways.

n	 External decorations and decorations to 
communal parts.

We will 
repair: 



Security
n	 Replacing lost keys to your home and gaining 

access to your home if you lose your keys, along 
with any lock changes and repairs to the door after 
forced entry.

Window glazing
n	 Reglazing any windows in your home resulting 

from accidental damage, misuse or negligence by 
you or any of your household, guests or pets.
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Where the Council is providing services over and above the 
minimum standard required, it reserves the right not to repair or 
to remove any fixture, fitting or service whether in your home or 
in a communal area, where it is beyond economic repair.

This may include:  

n	 not repairing entry phone systems

n	 not replacing a gas fire where you have adequate 
alternative forms of heating

n	 not carrying out kitchen repairs where not doing so 
will still mean that you have adequate cupboards and  
work surfaces.

What repairs are you responsible for?

You are responsible for some repairs within your home and for 
those where you have caused damage. You must also allow us to 
carry out repairs and servicing in your home. This is set out in your 
tenancy agreement.

You must 
carry out 
these 
repairs:
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Water supply
n	 The maintenance of any water pipe work and 

fittings installed by you, for example washing 
machine fittings or showers.

Sanitary appliances
n	 Clearing blockages to baths, basins and sinks. 

Any damage caused by you to any fixture, fitting, 
wall etc within the property, for example holes in 
internal doors, broken wash hand basins, toilet 
cistern lids or baths.

Other internal and external fittings
n	 Minor repairs such as bath plugs and chains, pull 

cords, changing light bulbs and fluorescent tubes, 
and replacing toilet seats.

n	 Repairing any fixtures and fittings installed by you 
or a previous tenant. 

n	 Internal decorations, including any minor 
cracks to plasterwork, adjusting doors to fit over 
newly installed floor coverings and the fitting of 
curtain rails.

n	 Fencing, other than where there is a health and 
safety risk, gates and gate latches, washing lines 
and clothes posts in your garden.

n	 The sweeping of chimneys and flues.

n	 Keep gardens tidy making sure that trees and 
shrubs do not grow to a size that may affect your 
neighbours or have an impact on the structure 
of your home or neighbouring homes, communal 
housing land or highways.
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You must 
carry out 
these 
repairs:



n	 Allow the Council and its contractors access to 
your home when required so that we can carry out 
repairs, including (where required), access to carry 
out a repair to a neighbouring property. In cases 
where we need to gain access in an emergency 
we may need to force access to your home to carry 
out the repair.

n	 Allow the Council and its contractors access to 
your home to carry out annual gas safety checks 
and any tests to electrical wiring and installations. 
Where we are not given access to carry out the 
annual gas service we will, where necessary, take 
legal action to enforce access or force entry and 
charge you the costs of doing so.

n	 Take steps to ensure that any pipe work in your 
property does not freeze and make sure any 
appliances, for example washing machines, are 
properly connected.

n	 Notify us when a repair is needed.

n	 Get our written permission before carrying out any 
improvements to your home, for example fitting a 
new kitchen or bathroom.
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You must: 

Important

n	 You must not carry out works to the electricity supply, wiring 
or fittings - this must be done by a qualified contractor.

n	 You must not carry out works to your home’s gas supply - 
this must be done by a qualified contractor.
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We make an appointment for the works to be carried out to your 
home. We have targets within which we aim to complete different 
types of repairs and we always try to achieve these. Examples of 
target times are set out below. In most cases we keep to these 
targets, but will be flexible in some cases if you have particular 
special needs.
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How long does a repair take?

n	 Total loss of water or 
electrical supply.

n	 Total or partial loss of 
gas supply.

n	 Serious flooding or leaks.

n	 Blocked WC, soil stacks 
and sewers.

n	 Making safe collapsed 
ceilings and floors.

n	 Insecure windows and doors.

n	 Unsafe electrical fitting.

n	 Blocked flue to an open fire 
or boiler.

n	 Between 1 October and 
31 March total or partial loss 
of heating and hot water. 
Where this cannot be done 
because there is a need to 
obtain parts, to provide an 
alternative source of heating.

n	 Lift breakdowns.

n	 Major health and safety 
repairs to communal parts.

24 Hours (emergency orders)

In many cases emergency orders will mean making your home safe 
immediately and returning at a later date to carry out permanent 
repairs. This is particularly the case outside of normal working 
hours, at night or over the weekend.

Examples of the kind of repairs that will be completed within  
24 hours are:
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3 Days

Examples of repairs targeted to be completed in 3 days are:

n	 Taps which cannot be turned.

n	 Partial loss of water supply.

n	 Dripping overflows.

n	 Sticking doors and windows

n	 Repairs to kitchen cupboards.

n	 Loose or detached hand rails 
or banisters.

n	 Partial loss of electrical power.

n	 Between 1 April and 
30 September loss of heating 
and hot water.

7 Days

Examples of repairs targeted to be completed in 7 days are:

n	 Minor roof leaks.

n	 Leaking gutters.

n	 Extractor fans.

n	 Entryphone systems

24 Hours (emergency orders)

In many cases emergency orders will mean making your home safe 
immediately and returning at a later date to carry out permanent 
repairs. This is particularly the case outside of normal working 
hours, at night or over the weekend.

Examples of the kind of repairs that will be completed within  
24 hours are:

15 Days

Most repairs to communal areas where there is not an overriding 
health and safety consideration are targeted to be carried out in  
15 days.
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Kingston Council’s contractors represent the Council and are 
therefore expected to observe the same standards of conduct as 
council staff. 

n	 Introduce themselves and show a formal 
identification badge. Please make sure all callers 
have an identification badge before you let 
them in. If you are not sure, do not let them in 
until you have contacted the Customer Contact 
Centre on 20 8547 5003.

n	 Be wearing the appropriate uniform.

n	 Explain why they are there and what the works will 
mean to you.

n	 Behave in a polite and professional manner at 
all times.

n	 Refrain from smoking, playing music or using foul 
or abusive language.

n	 Make sure that your home is properly protected 
from dust, paint and so on.

n	 Make sure all materials and equipment used 
on site are kept safe and with a minimum of 
inconvenience to you.

n	 Make sure that wherever possible supplies of gas, 
electricity and water are fully restored at the end of 
each day, or where this is not possible ensure that 
there is an adequate temporary supply.

n	 Tidy up at the end of the job or end of the day.
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What can I expect from the Council’s 
contractors?

They will:
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We make every effort to ensure that we fix the repair first time. 
However we know that sometimes this may not happen and this 
page tells you what to do should things go wrong.

If a repair is not properly completed, or you are in any other way 
unhappy with the service you have received, the first thing you 
should do is call the Customer Contact Centre on 020 8547 5003 
and they will try to sort out your problem immediately.

If you do not want to do this or are not satisfied with the results, 
then you can write to:

Customer Contact Centre  
Guildhall 2  
High Street 
Kingston upon Thames 
Surrey 
KT1 1EU

We aim to send you a reply in 10 days. 

We also like to know when things go well. If you are pleased with 
the service you have received, please tell us.

What should I do if things go wrong?
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000

(Kingston Council Helpline)
000

000

000

000

000

If you have difficulty reading this document because of a disability or 
because English is not your first language, we can help you. Please call our 
helpline on 020 8547 5000 or ask someone to call on your behalf.



Water - if a major leak
n	 Turn off the stop cock; this is usually located under the sink (but could  

be in the bathroom, hall or under the stairs).

n	 Phone the Customer Contact Centre on 020 8547 5003.

n	 We will need to know where the leak is.

n	 Could it affect the electrical system? If so, turn off the electrical 
installation at the main fuse box.

What to do if you have a gas leak, total electrics 
failure or major water leak in your council home

Gas - if you smell gas
n	 Open the doors and windows to get rid of the gas.

n	 Check to see if the gas has been left on unlit or if a pilot light has 
gone out. If so, please turn the appliance off.

n	 If this is not the case, there is probably a gas escape. Turn the gas 
supply off at the meter and phone the TRANSCO Gas Emergency 
Service immediately on 0800 111 999.

n	 Don’t turn any electrical switches on or off (this includes door bells). 
But you can use the telephone to call the gas emergency service 
TRANSCO on the above number.

n	 Don’t smoke, use matches or naked flames.

Electric - if total failure
n	 Check whether other properties are affected. If so call your 

electricity supplier.

n	 If not check the main fuse box.

n	 Check whether the trip switch has been activated.

n	 If you are unable to identify the problem phone the Customer 
Contact Centre on 020 8547 5003.
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