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How and where to report repairs
You can report repairs in one of the following ways:

e By completing the report form available on our website:
www.castlepoint.gov.uk

e By email: HATS@castlepoint.gov.uk

e By telephoning one of our Repairs Officers during working hours (08:45-
17:15 Monday to Thursday, 08:45-16:45 Fridays) on 01268-882325.

¢ In person at the Council Office, Kiln Road, Benfleet.
e By reporting it to one of our Officers when they visit you at home.

e By reporting it to your Sheltered Housing Officer (Sheltered Housing
Tenants only).

It is important that you immediately report any repairs or maintenance
required to your home for which the Council is responsible.

For emergency repairs

¢ If you have an emergency repair request outside normal office hours, it
can be reported via telephoning the call handling service provided on
our behalf by Southend Borough Council on 01268 758357.

What is an emergency housing repair?

An emergency is usually something that presents an immediate risk to safety,
security or health such as:

No lighting or power.

Major pipe bursts or leaks.

Electrical defects.

Lack of drinking water.

Lack of hot water and/or central heating (generally October to April

only).
e Structural failure.

What should I do if | suspect a gas leak?

All suspected gas leaks should be firstly reported to Transco on the free
phone number 0800 111999. http://www.transco.co.uk/
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Transco will visit free of charge and investigate the problem.

If it is found that there is a defect with one of the Council’s appliances, you
should contact the following and arrangements will be made for our contractor
to call:

e During office hours - by telephoning our Applications & Tenancy
Services Section on 01268-882326.

e Outside office hours — by telephoning the call handling service
provided on our behalf by Southend Borough Council on 01268-
758357.

Whenever you report a repair please be ready to give the following
information:

e Your name, address and daytime telephone number.

e Times when someone is usually at home, to enable the repair to be
carried out , or an inspection to take place.

e As much information as possible about the repair. The information
provided in the rest of this booklet should help you to do this.

Reporting your repairs

This booklet is designed to help you identify possible problems and report
repairs more easily. It looks at the different types of repairs and lists things
that are important when reporting them to us.

The booklet does not provide a comprehensive checklist. Instead it suggests
some of areas that will help our Repairs Officers identify what is wrong and
what type of repair needs to be carried out. Your information will help us to
provide a speedy and effcient response.

For each type of repair,some technical information has been provided.
Drawings are also provided for you to refer to. At the end of each page is a
checklist of things we would like you to tell us when reporting a repair to us.
Please provide us with any other information you may have that you think
would be helpful.

Which repairs am | responsible for?

In accordance with your Tenancy Agreement you are responsible for
maintaining your own fixtures, fittings and appliances.

In addition you are responsible for:

e Sink plugs and tap washers
e Fuses



Cylinder Jackets

Door chains, door numbers and letter boxes.
Door and window keys

TV aerials (except those that are share).
Clothes drying lines.

Blockages to waste pipes.

Dustbins

Which repairs are the Council responsible for ?

In accordance with your Tenancy Agreement we are responsible for keeping
in good repair the structure and exterior of your home and the installations for
the supply of main services within the property, for example water, gas,
electicity. This includes the following:

e Council supplied fixtures, fittings and appliances for making use of the
supply of water, gas and electricy.

Cleaning and/or clearing of drains ans drain gully traps.

Internal walls, internal doors and frames, floors and ceilings.

Chimneys, chimney stacks and flues.

Pathways, steps or other means of access.

Integral garages, stores and outbuildings.

Boundary walls and fences (excluding those identified as being the
responsibilty of adjoining private owners).

e Interanal and external glazing and window furniture.

We are also responsible for communal areas in sheltered housing schemes
and blocks of flats. For example: corridoors, stairways ans entrances and
communal facilities, door entry systems, warden call systems, lifts and TV
aerials.

Insurance

Whilst every effort is made to keep your property in good order, occasionally
incidents happen, such as leaks, fires, etc.

The Council insures the building, but it is your responsibility to insure the
contents, e.g. furniture, carpets, etc

In view of this, you are strongly recommended to arrange your own contents
insurance to cover your possessions.



Equipment Locations

In this booklet, you will find some questions on the location of things such as
stop cocks and fuse boxes in your home. It will be useful for you to list the
location of these items, so if a problem arises you will know where to find
them.

If you have any difficulty in listing these items please contact one of our
Repairs Officers on: 01268 882326 or email HATS @castlepoint.gov.uk

ltem Position in house

Stop cock

Fuse box

Gas tap

Water tank
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How quickly will repairs and maintenance work be carried
out?

As we carry out a large number of different repairs, we have to set priorities
for dealing with requests from tenants.

PRIORITY RESPONSE TIME

PRIORITY 1 Within 24 hours: emergency repairs
where it is necessary to remedy a
situation which may cause injury,
deterioration to health or damage to

property.

PRIORITY 2 Within 2 working days: repairs where
it is necessary to alleviate serious
discomfort to tenants or repairs which
if not dealt with quickly will deteriorate
and cause damage to property.

PRIORITY 3 Within 8 working days: other repairs
necessary to keep the property in
good repair.

PRIORITY 4 Within 6 weeks: all other repairs.




ROOFS
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The roof covering will be either \
TILES or SLATES, some of which

may be loose or missing.

Please provide us with the following information:

Do you have a pitched roof or a flat roof?

How many storeys high is the roof?

Are there any tiles or slates missing, and if so how many?

Is water coming through your ceiling? If so where is it occurring and is it
happening all the time?

Does anyone live with you? If they so, when will they be in?

e Are your electrics affected? If they are, switch the power off at the mains
as soon as possible.



GUTTERS & RAINWATER PIPES
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Please provide us with the following information:

Is the gutter blocked? If so, can you see where?

e At what floor level are the gutters?

e Do you know the material that the damaged part is made out of (e.g.
iron, PVC)?

e |Is there a leak in either the gutter or the rain water pipe? If so, where is

it (e.g. on a joint)?

Is the guttering broken? If so, how many sections are involved?
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WATER SERVICES

GATE VALVES ON |
SUPPLY PIFES COLD WATER GATE VALVE
USUALLY IN CISTERN
CYLINCER

CUPBOARD |

HOT
WATER
TANK

it may be necessary to turn off
your main STCPCOCK. You
should know where this is
situatec and it is wise ta test it
twice a year. To do this, first shut
it off and then opan it fully. Then
clese it lightly by turning it back
USUAL POSITION OF . towards 'off’ by half a turn,

MAR STOPCOCK

Some kems of equipment may have their own ISCLATION VALVES, so that the
water supply can be turned off without affecting the rest of the supply. ifthis is
not the case, you may be able to turm the relevart supply pipe off at the GATE
VALVES on the pipes coming ot ¢f the cold water storage tank, This will
leave you with some services, even though it might only be cold water to the
kitchen tap. '

Please provide us with the following information:

e If you have a leak, exactly where it is (e.g. a supply or waste pipe) and
which item of equipment is affected?

e How serious is any leak? If it is on a supply pipe is it the hot or cold
supply?

e Are your electrics affected?

e Has the leaked caused any damage?

IF YOUR WATER SUPPLY HAS BEEN SHUT OFF IT MAY BE
IMPORTANT TO TURN OFF HEATING APPLIANCES. IF YOU ARE
UNSURE ABOUT THIS PLEASE CONTACT A REPAIRS OFFICER

IMMEDIATELY.
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TEMPORARY ACTION

You can take temporary action whilst waiting for your overilow to be
repaired, by tying the FLOAT in the 'up’ position, thus closing the
BALLVALVE. This will shut off the water supply to the CISTERN.

Please provide us with the following information:

e Which overflow is causing the problem (e.g. from the cold water
cistern, toilet)?

e Where does the overflow discharge (e.g. outside)?
e |s the overflow running continuously or not?
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DRAINS

ONE PIPE SYSTEM ;
Standard arrangement after 1980

The VENT PIPE is the
cantinuation of the SQIL
STACK abovs the roof. [ ]

Baths, sinks and '
washbasins have WASTE
TRAFPS which c¢an become
hlocked. With some traps,
such as a BOTTLE TRARE it
may be possible to
unscrew the cap and clean
them, [ )—

Toilets will discharge
directly into a SOIL PIPE.[ }~..

Qccasicnally, INSPECTION
CHAMBERS get bincked.
Usuaily, these can be
inspected by lifting the
mannole covear.

To PUBLIC SEWER

or SEPTIC TANK. [ _

Please provide us with the following information:

e Do you have any problem with soiled water backing up in your toilet?

e Is the waste trap to your bath, sink or washbasin blocked, and if so
have you tried to clear it?

e |s there any flooding from a manhole?
e Is there any damage to your home?
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TOILETS
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Please provide us with the following information:

e Is the pan cracked, or are any of the pipes or joints leaking?

e Does the toilet only leak when it is flushed?

If the toilet will not flush, are there any broken parts, which you may
have noticed from looking inside the cistern?

Has the water supply been turned off?

How did any damage occur?

Do you have a second toilet in your home?

Are there any obvious problems, such as a broken handle, or a toilet
pan not fixed securely to the floor?



SINKS AND WASHBASINS

SCREW DOWN
PILLAR TAP

I

SINK PILLAR TAP

Various
problems can
occur with
TAPS. (eg. a
slow drip -
indicating the
posaible need
foranew
washer etc.).

SUPPLY
PIPE

All sinks and D
basins are fitted
with a TRAP Many
have a BOTTLE
TRAP like this ane,
which can easijly he
cleaned i a
blockage occurs.

BASIN/BATH PILLAR TAP

To ¢clean a hottie
trap. unscrew the
pase cap by hand
and clean it oul,
Before unscrewing
it, make sure both
taps are turned off
and a buckat or
saomething simiiar,
is placed
underneath to caich
water and debris.
YWhen replacing the
cap ensure it is

| tightly fitted.

Please provide us with the following information:

e Is the problem with the sink (in the kitchen) or a washbasin (in the toilet or

bathroom)?

e What exactly is the nature of the problem (e.g. blockage, crack, leak etc)?
e Is there aleak on a supply pipe? Is it the hot or a cold one?
e If the sink is blocked, what type of trap is it and have you made any

attempts to clear it?

e How did any damage occur?

e If there is a problem with a tap, what type is it?
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BATHS

A damaged SEALANT between
the bath and the splashback
tiles will need atiention lo
prevent water seeping through.

[ | SPLASHBACK TILES
sometimes get damaged.

H Leaks on an

OVERFLOW
M4 PIPE are not
common,
however, if
vou do have
one , it will
__anly be
“apparent if
the bathis
[ Jovertilled.

Aleak on an OUTLET
(WASTE) PIPE wili

A leak on & SUPPLY only be evident when
PIPE wiil be evident all water is emptied from
the time. the bath,

Please provide us with the following information:

If there is a leak, which pipe is it on?

If there is a leak on a supply pipe, is it the hot or cold one?

If there is a problem on an overflow pipe, where does it discharge?
If the splash back tiles are broken, how many tiles are affected and
what is their colour/pattern?

If the bath panel is broken, what is its colour and pattern?

e Has the leak caused any damage to your home?
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WALLS AND CEILINGS

TYPES OF DAMP

Damp patches on ceilings may ke
caused by leaking plumhing
equipment or rainwater pengtration.

Damp penetrating from outside will
appear only on extemal walls.
Penetraticn may he apparent nsar
windows or clese 1o gutters or
rainwater pipes.

Try and establish whether the damp
appears only when it rains or all
the time,

Hising damp is caused by waler
fram the ground penetrating damp
courses, Signs include peeling
wallpaper, lifting ffoor tiles and
discoloured patches on lower walls.

Mould on walis can often be wiped
clean but should be reported if it
becormes serious.

Condensation is caused by water
from the air coming into contact with
a colder surface. It is recognisable
by water drops on windows, mirrors
gte. and sometimes mould paiches
on walls and ceilings.

Tips on reducing condensation

PLASTER PRCBLEMS

A hulging ceiling may need early
attention and should be reported
as soon as possible.

Plaster flaking off walls and/or
ceilings could have several causes.
Usually, an inspection will be
necessary, to determine the cause
and best remedy;,

Many buildings experience some
minor movement, which can cause
plaster cracks. In reporting these,
try and he specific on such things
as the location and extent of the
cracks.

Cracked or tallen rendering on
external walls should be reported,
giving as much detail as possible.

If you are reporting locse, broken
or missing tiles, such asin
bathrooms, tell us how many are
missing or need refixing and the
colour and size.

e Heat rooms well (but not with oil or calor gas heaters, which produce

moisture).

Open windows when washing or cooking.

Unblock air vents and fit ventilator grilles.

Install insulation in loft areas and double glaze windows.
Insulate plumbing with lagging tubes or mineral fibre wrapping.
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WINDOWS
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If the glass is broken, please tell us:

e |s the window single or double cased?

e |Isit clear or obscure glass?

e How did the damage occur? If vandals caused the damage report to the
police and obtain a crime number.

e The approximate size of the glass.

If it is a problem with the window itself, please tell us:

e What type of window it is and what it is made of (i.e. wood, metal, UPVC)?

e Which floor is it on and which room is it in?

e Are there any apparent problems, such as visible cracks in the sealing
between the frame and the brickwork, lose or missing putty, rot in the
frame, missing/broken stays or fasteners. Sash cords that do not work
etc?

e If atilled cill is damaged, how many tiles are broken or missing and what
type are they?

e If you have problems closing the windows, have they been recently
repainted?

18



HEATING SYSTEMS

|if radiators are not heating
*/[: up sulticiently, it might b2
because air is trapped in
them and you could try fo
BLEED them,

Thig is easily done with a
RADIATOR KEY. Be sure not
to open the valve any more
than is necessary {o jet the
air oul. When the hissing
noise stops and water
appears, the radiator is free
of air.

THERMOSTATIC
VALVE

If you have a problem with central heating, please tell us:

e What type of fuel does the system use (i.e. gas, solid fuel or oil)?
e Isloss of heating confined to one room, or is the whole system not
working?

e Have you tried to “bleed” the radiators? Keys can be obtained from all

DIY shops.

e Does your heating system, also provide hot water? If so are you
without both services?

e Have you checked the thermostat or fuses?

With all heating problems, please tell us:

e What is the maker’'s name of the equipment causing the problem? It

may be marked on it?

e Have you any alternate means of heating (or if also affected, of
obtaining hot water)?

e Are there any elderly or very young people in your household?

19



WATER HEATERS

[]Mtis common for homes to
have a HOT WATER
CYLINCER, Water may be
healed by an IMMERSICN
HOD, protruding vertically
downwards inside the cylinder.

..... However, it is also common for
hot water to be fed to the
cylinder from a boiler, either
independent of, or part of, a
central heating system,

" | There will cften be a
TEMPERATURE CONTROL
SWITCH at the top of the
immersion rod, or alternatively
a GYLINDER THERMOSTAT
might be fixed tc the oulside
of the cylinder.

— JWhere an immersion heater is
fitted, there will be a nearby
POWER SWITCH and perhaps
a TIMER.

(] You may have other types of
heater in your home, such as a
gas fired INSTANTANEOUS
WATER HEATER.

Please provide us with the following information

e What type of heating system do you have and do you know the maker’s
name? It may be marked on it.

e Do you have hot water at any time? Or not at all?

e |s the water cylinder hot, even when the hot water is not coming through
the taps?

e Have you alternate means of heating water in your home?

e Do you have any other water supply problems?



ELECTRICAL FITTINGS

FLUORESCENT LIGHT

CEILING |
ROSE

= Fluorescent lights normally give long !ife.
If they flicker when you turn them on, it
could be because the STARTER SWITCH

STARTER | | [
switch  °™UY

BAYONET
FITTING

PENDANT
LAMP
HOLDER

TYPICAL FUSE BOX

Remember: Care should always be taken with electrical equipment and
fittings. Problems such as flickering lights and overheating sockets
should be reported without delay.

Please provide us with the following information

e What is the exact nature of the problem (e.g. sockets and/or light not

working, lights flickering, broken switch etc)?

In the case of light failure — have you checked the bulb?

Have you checked the power supply and fuse box?

Does the problem affect only one room? If so, which one?

Where you using a particular appliance at the time of power failure, and if

so, have you checked the plug fuse?

e Have you received a notice from your electricity supplier that the supply is
to be disconnected?
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POWER FAILURE

These miniature
circuit breakers
switch off
automatically if

the circuit,

B

there is a fault on

FAULT FINDING

RESIDUAL CURRENT CIRCUIT

A BREAKER (RCCBE)

Your main electrical switch may now
incorporate an automatic switch off
device called a “Residual Current
Circuit Breaker” (RCCB)

If & situation arises which creales a

potential shock or fire risk, the RCCB
will switch off automatically,

If the reasen for this is not clear then

MINIATURE CURRENT

B| areaken (MCB)

There may also be smalier switches
which replace fuses. These are

“Minlature Circuit Ereakers” (MCB's)

If a circuit is overloaded, or a fault
oceours, the MCE protecting that
gcircwit will switch off avtomatically.

If the reascn for this is not clear then
you should:

you should: |

J

1. Switch off all MCBs (marked B in
the drawing)

1. Put the MCB switch back to the
original position. If it will not stay on
then:

2. Return RCCB switch to the ‘ON’
position (marked A in the drawing)

2. Switch off and wunplug any
appliance on that circuit. If there is
more than one, try to return the MCB
switch to the ‘ON’ position after
removing each appliance, so that the
one causing the fault can be identified

3. Switch on each MCB switch in turn
until the RCCB automatically switches
off.

4. Switch off and un plug any
appliance connected to that circuit. If
more than one try to switch the RCCB
to the ‘ON’ position after removing
each appliance. In this way the faulty
appliance can be identified.
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SHOULD EITHER THE RCCB OR THE MCB SWITCHES NOT RETURN TO
THE ‘ON’ POSITION, A FAULT COULD EXIST IN YOUR CIRCUIT, WHICH
YOU SHOULD REPORT TO US AS SOON AS POSSIBLE.

If one of our Repairs Officers is called out and the problem turns out to be a
faulty fuse, the cost of the call out will be charged to you.
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LOCKS

MORTICE LOCK

It you have lost or
broken your KEY, we
may be abie to gain
entry and change part
of the LOCK.

RIM DEADLOCK

If the LOCK is
sticking you might

he trv li iling i Y '
‘ ry lightly ciling it _
JTRIKING FLATE through the keyhole. .E N ol
hould be fixed to L~

12 door frame.
) NIGHT LATCH

SECURITY CHAIN

Please provide us with the following information

e Which lock is affected? Is there a second lock to the door?

e What type of lock is it? This may be written on the key.

e Have you lost your keys? If you have was your address attached to them
(written on the key ring etc)?

e Has the door been forced open?

e If the lock needs repairing what is the door made out of (wood, plastic,
metal)?

¢ Do you have a security problem?
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DOORS

PANELLED FULLY

]

/

. MORTICE
FLUSH LOCK
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| WEATHERBOARD |

Please provide us with the following information

Which door is affected (i.e. front door, back door, internal door)?
Have you a security system?
Was the damage the result of forced entry?

it show sign of warping?
Is there any damage to the frame, locks etc?

e If the glazed panel is broken, what is the type of glass and how was it
broken?

If the door will not close properly, has it been recently painted, or does
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FENCES & GATES
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e . =
H _ ) = ] ?_r
TRELLIS CHAINLINK INTERWOVEN

Please provide us with the following information

e |If a catch or lock is broken, can you describe it?
e If your fence is broken, what type is it and where is it?

e |s there any danger to passers by, or other type of risk as a result of a
broken fence?
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CUPBOARDS & UNITS

HINGES

PWALL
‘TILES

SEAL;NT\“L T

WORKTCP

CATCH

| HANDLE

SINK

_ |oRAINER]
L SINK |

SINK
UNIT

For ease of reference, we have shown typical units, there are of course
various styles and sizes of kitchen units. However, they nearly all share the

same basic parts as shown in the diagram.

Please provide us with the following information

Which items need repairing?
Which room is the unit or cupboard in?

How did the damage occur?

In your opinion, does the item need repairing or replacing?
What is the colour of the broken part, what type are they?
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Further Information

For further information on repairs and maintenance please refer to your
Tenants Handbook. You can also visit our web site: www.castlepoint.gov.uk
Or contact one of our Repairs Officers on: 01268-882325.

~£ © Castle Point

o "*" Borough Council

March 2005
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