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In partnership with & Hackney Council





HACKNEY HOMES (HH) – REPAIRS POLICY MATRIX 

	TYPE OF REPAIR

	Who is Responsible in tenanted property
	Additional for Vulnerable Tenants
	Rechargeable to tenant 
	Reportable by Leaseholders
	Repairs undertaken Out of Normal Hours
	Target Priority

	In General 
	This has been amended based on feed back from resident consultation and the resident survey undertaken in April and May 2007.


	If it is discovered that a tenant has incorrectly claimed vulnerability, to obtain additional repairs, HH will charge them with the cost of any repairs undertaken as a result of the incorrect claim.
	Repair costs for any damage caused by the tenant or their family or visitors will be recharged to them. 

(this excludes repairs resulting from normal wear and tear)
	Repairs HH are responsible for varies according to the leases. This list covers the majority of the HH leases. Leaseholders should not request repairs that are listed here as a tenant responsibility 
	The Out of Hours service is primarily a make safe facility and requests for repairs are initially filtered by a specialist Call Centre. 

Operatives will only be sent out if there is a real danger to life or limb, major damage, flooding or a dwelling is insecure 
	

	Ceilings

Ceilings collapsed or bulging & fear they might collapse

	Hackney Homes


	If damage is due to tenant action

	No unless external to dwelling
	Make safe only by pulling down anything dangerous
	Make safe

1 day

Repair 

20 days

	Re-plastering or patch repairs to ceilings 


	Hackney Homes


	If damage is due to tenant action

	No


	No


	20 days



	Chimneys 

Repairs to chimney pot, cowl or stack
	Hackney Homes


	No

	Yes


	Cordon off  below to make safe if dangerous
	20 days



	Cookers

Connection of cookers
	Tenant
	No

	Not applicable
	No

	No
	Not applicable


	Decoration

Internal decorations


	Tenant


	As part of planned programme i.e. Decoration for Elderly Tenants
	Not applicable


	No

	No

	As part of planned

Works programme

	Doors

Additional keys / fobs for communal entrance doors
	Tenant but extra keys are usually obtained from Housing N/hood Office at a charge


	Keys are obtained from Housing N/hood Office at a charge
	Keys are obtained from Housing N/hood Office at a charge
	No


	Arrange with Housing

N/Hood

Office

	Gain access if keys lost – i.e. force entry & repair or replace lock
	Tenant


	Free for elderly,  domestic violence or hate crime victims 
or if a child under school age locked in side and parent is outside
	If requested to assist but must prove residency
	No

	If  tenant agrees to pay and can prove residency 
	2 hrs for Vulnerable 
same day for others

	Person locked in
	Hackney Homes


	If lock is in working order but tenant lost key
	No


	Yes if lock is faulty or tenant is vulnerable
	2 hrs

	Re-secure front or back door to dwelling
	Hackney Homes
	2hr priority
	If damage is due to tenant action

	No
	Yes but only usually a make safe repair
	 1 day

	Repair or replace defective locks to external doors
	Hackney Homes


	Free for domestic violence cases
	If needed as a result of keys being lost or stolen 
	Communal doors only
	Only if there is no other lock or security to dwelling
	7 days

	Replacement of internal doors, locks, handles and architrave

	Hackney Homes


	If damage is due to tenant action

	No


	No


	20 days



	Adjustment needed after floor covering laid or removed by tenant
	Tenant


	If asked to attend  but must be paid for in advance
	No

	No


	-



	Tightening any loose handles, locks or catches on internal doors
	Tenant


	Will adjust  free for vulnerable tenants


	Not applicable

	No

	No


	-



	Repairs to letter plates, spy holes, door numbers, door knockers 
	Hackney Homes


	Priority for Domestic Violence


	If damage is due to tenant action

	No


	No


	20 days



	Drains

Blocked drains (outside)
	Hackney Homes


	If evidence of misuse from a specific resident
	Yes


	If it is foul sewerage we will attend OOH but rainwater drains will be referred to day time service
	Foul

2 hrs –

rainwater

7 days

	Inspection chamber cover / gulley grid missing /damaged
	Hackney Homes


	If damage is due to tenant action

	Yes


	Cordon off  or board over to make safe if it is a serious hazard
	20 days



	Electricity

No electricity at all


	Hackney Homes


	2 hr priority


	If called out incorrectly i.e. if key / card for meter only needs re-charging
	Only if other local properties are affected or if their electricity supplier has checked first
	Once tenant has checked internal fuses and key / card & confirmed their credit with their supplier 
	1 day (same day)
2 hrs for vulnerable

	No lights at all in dwelling (but power)
	Hackney Homes


	Yes including Out of Hours but not usually between 11pm and 8am
	If damage is due to tenant action

	No


	Not normally as usually talk through the “fuse check” procedure and refer to following day

	1 day



	Lights and / or power to only a part of the dwelling
	Hackney Homes


	1 day priority


	If repeat call due to tenant’s faulty appliance
	No


	No, advice about fridge / freezer and referred to daytime service
	7 days
1 day for vulnerable

	Check electrics after flood  / water penetration

	Hackney Homes 


	2 hr priority

	If damage is due to tenant action

	If requested but rechargeable
	If identified as necessary by  the plumber on site
	Carried out with the main repair and at same priority

	Dangerous or exposed wires, power, lighting socket or fitting
	Hackney Homes


	2hr priority


	If  caused by tenant’s action i.e. after DIY work
	Only those in communal locations
	Make safe only


	1 day

2 hrs for vulnerable

	Repairs to immersion heater 
	Hackney Homes
	Priority1 day if it is the only source of hot water
	If damage is due to tenant action

	No
	No – but will make safe if dangerous
	7 days 
but 3 days if only source of hot water

	Extract fan to internal kitchen or bathroom not working
	Hackney Homes


	If damage is due to tenant action

	No


	No


	20 days



	Light bulbs or tubes within dwelling
	Tenant


	Yes but only usually those in concealed fittings i.e. in bathroom


	If  fault reported was only due to bulb blown
	No

	No


	7 days 


	Replace fuse to plug top or in fuse board
	Tenant


	Allowed one visit  a year without charge

	If  repair was only due to blown fuse
	No

	No - Talk through “fuse check  procedure
	1 day

	Re-set trip switches
	Tenant
	Allowed one visit  a year without charge

	If  repair was only due to un-set trip
	No
	No - Talk through reset procedure
	1 day

	Batteries in smoke alarm
	Tenant
	Allowed one visit  a year without charge
	If called out incorrectly
	No
	No but will talk through how to stop alarm
	7 days

	Smoke alarms that are permanently wired into electrics (not battery alarms)
	Hackney Homes


	1 day priority


	If called out and it is a battery alarm


	No – unless linked to a central system
	No


	7 days
1 day for vulnerable

	No lights to external communal areas (including hall, stairs & landing)
	Hackney Homes


	If damage is due to resident action 
	Yes


	Only if large area of block affected and considered dangerous.
	1 day



	Lamps and tubes in communal areas
	Hackney Homes


	If damage is due to resident action
	Yes – usually to Estate Cleaner
	No – advised to refer to estate cleaners
	7 days

	Door entry system /  phone not working
	Hackney Homes


	1 day priority for Domestic Violence


	If damage is due to tenant action

	Yes

 
	No


	7 days

	Fences/Gates

Repairs to fences that divide residents individual gardens 
	Tenant


	Make safe if considered dangerous
	If damage is due to resident action 
	Not usually. Will consider if very dangerous but will depend on lease
	Not normally but will make safe if  very dangerous
	Make safe 7 days 

	Boundary fences and gates
	Hackney Homes


	If damage is due to tenant action

	Yes
	Not normally but will make safe if  very dangerous
	As part of planned works 

	Floors

Communal area floor covering


	Hackney Homes


	1 day Priority to make safe 


	If damage is due to tenant action

	Yes


	Not normally but will make safe if  very dangerous
	As part of planned
works programme

	Rotten timber floor boards or stair tread
	Hackney Homes
	1 day Priority
	If damage is due to resident action
	Communal only
	Not normally but will make safe if  very dangerous
	7 days

	Floor tiles, carpets and floor covering within dwelling

	Tenant

	Will make safe any trip hazards but will not the replace carpets
	If damage is due to resident action or if carpets etc left when tenancy is terminated
	No

	No
	7 days


	Lift and replace floor covering to allow a repair


	Tenant


	Will help by lifting the carpet etc but not  the relaying  or replacement
	No as operatives are not expected to relay resident’s carpets
	No

	Will assist with lifting carpet etc if essential but not  the relaying or replacement
	When operative is on site

	Repair /replace skirting

	Hackney Homes


	If damage is due to tenant action

	Communal areas only
	No
	20 days

	Garages

Lost keys to garage
	Tenant
	Allowed one replacement lock without charge 
	If asked to force an entry
	Yes rechargeable 

as a tenant
	No
	20 days

	Garage door locks

	Hackney Homes
	If keys were lost
	Yes
	No
	20 days

	Repair to garage– on planned basis once identified
	Hackney Homes


	If damage is due to tenant action

	Yes


	No
	As plan

	Gas

Gas escapes
	Tenant should report to National Grid Gas on 0800 111 999


	Usually Free of Charge

	Report to National Grid Gas on 
0800 111 999
	Resident should report to National Grid Gas on 0800 111 999
	As National Grid Gas


	Gas cookers and flexible connection pipes

	Tenant


	No

	No

	No

	Not applicable


	Glazing

Inside dwellings

Glass broken or badly cracked 
	Hackney Homes


	1 day Priority 


	If vandalism is within dwelling
	No


	Board up or protective film over to make safe in very dangerous cases
	20 days but

1 day for H&S dangerous and repairs for vulnerable tenants

	Communal

Glass in communal areas
	Hackney Homes


	7 day priority if broken glass outside vulnerable resident’s dwelling
	If vandal is identified
	Yes


	Board up or protective film over to make safe in very dangerous locations 
	20 days but

1 day for H& S dangerous 7days if near vulnerable  residents

	Heating 

No Heating in dwelling
	Hackney Homes


	An Out of Hours Service is available for Heating repairs to individual dwellings for Vulnerable Tenants in cold weather
	If damage is due to tenant action

	Only boiler house fed communal heating systems NOT individual heating systems contained within the dwelling
	For communal boilers serving more than 4 units. Only attend if reported by 2 or more residents.


	3 days 
1 day from November through to April inclusive (during winter months)

	Hot Water
No domestic hot water
	Hackney Homes


	1 day priority


	If damage is due to tenant action

	Only boiler house fed communal heating systems 
	No – reports of loss of hot water are referred to the day time contact centre
	3 days 
1 day for vulnerable

	Kitchen units

Minor repairs to doors, drawers, shelves, worktops, curtain rails and battens


	Tenant


	Hackney Homes carry  out these minor repairs for elderly & disabled tenants
	If damage is due deliberate to tenant action

	No


	No


	20 days 


	Replacement of doors, drawers, & worktops

	Hackney Homes


	If damage is due to tenant action

	No
	No
	20 days

	Replacement of kitchen units when they are beyond economic repair

	Hackney Homes


	Layout designed to accommodate the requirements of disabled tenants
	If damage is due to tenant action

	No


	No


	As part of planned

Works programme

	Painting 

External to dwelling

Within the dwelling

	Hackney Homes

Tenant

	No
HH has an Internal Decs Programme for elderly tenants
	If damage is due to tenant action
If damage is due to tenant action

	Yes – but usually only carried out as a planned maintenance programme

No


	No

No


	As part of planned

Works programme

As part of planned

Works programme



	Paths

Repairs to paths or other paved areas provided by  Hackney


	Hackney Homes (but paths within private gardens, that are not main entrance paths to the door, are the tenant’s responsibility)


	1 day priority make good if damage is preventing access to vulnerable resident’s dwelling 
	If damage is due to tenant action

	Yes – communal paths

	No - but  will cordon off to make safe in extreme cases


	Usually as part of a planned

works programme 

	Plastering

Re-plastering or patch repairs larger than can be filled with decorators filler  


	Hackney Homes


	7 day priority

	If called to re-plaster holes less than 15cm wide or to repair plaster damaged by DIY, tenant action, etc 


	No


	No


	20 days
7 days for vulnerable


	Small cracks or holes in plaster
	Tenant


	Not applicable
	No
	No
	Not applicable

	Plumbing

Leaks / Burst pipes or tanks within dwellings which would fill a bucket or bowl if left unattended overnight


	Hackney Homes


	If caused by tenant actions 

i.e. nail through pipe


	No -External repairs only unless otherwise indicated in lease

	Yes to turn off / make safe or complete if less than 20 minutes to repair

	1 day



	Other leaks internally that can be controlled using a bucket or bowl
	Hackney Homes


	Priority 1 day


	If caused by tenant actions 

i.e. nail through pipe
	No -External repairs only unless otherwise indicated in lease
	No - advised how to turn off / make safe and referred to day time service
	7 days
1 day for vulnerable


	Leaks / Burst pipes outside property
	Hackney Homes

	If damage is due to tenant action

	Yes

	Will be referred to day time service unless very severe and causing H & S  hazard 
	1 day

	Leaking soil stack pipe
	Hackney Homes


	If damage is due to tenant action

	Yes but usually rechargeable
	No unless very severe. Advised to limit use.
	1 day

	No water at all
	Hackney Homes


	2 hr priority and will provide assistance to carry water from temporary supply where appropriate

	If damage is due to tenant action

	If other dwellings affected in block are affected

	Will investigate and  if we are unable to reinstate the service will arrange a temporary alternative supply
	1 day



	Partial loss of water supply 
	Hackney Homes


	If damage is due to tenant action

	If other dwellings affected in block are affected

	No
	7 days

	Continuous overflow
	Hackney Homes


	1 day Priority in icy conditions to prevent a slip hazard
	If damage is due to tenant action

	Yes - but if it is from a leasehold property they will be charged. 


	Referred to daytime unless it is very severe & causing damage
	7 days

	Toilet not flushing
	Hackney Homes


	1 day priority if disabled tenant unable to flush using bucket or bowl 

	If damage is due to tenant action

	No


	No - Advise on how to flush with buckets & refer to day time

	3 days

	Blocked WC pan

	Tenant but Hackney Homes will assist if tenant has initially attempted to clear but their effort has failed 
	No requirement for disabled tenant to have tried to unblock it before requesting a plumber
	If caused by tenant misuse i.e. foreign objects deposited in pan including clip on air fresheners 


	No, unless the blockage is located external to the dwelling

 i.e. it also affects other dwellings

	Advise on how to clear & refer to daytime. 

But will attend OOH for a disabled tenant if reported before 11pm. After 11pm it will usually be referred to day time service
	1 day



	Re-fix  loose WC pan, bath or basin
	Hackney Homes


	3 day priority for disabled


	If damage is due to tenant action

	No

	No


	7 days

3 days for disabled

	Clearing blocked sink, bath, wash hand basin or Hackney provided shower
	Tenant but Hackney Homes will assist if tenant has attempted to clear but has failed
	There is no  requirement for a disabled tenant to have tried to unblock before requesting job
	If caused by tenant misuse  & particularly for regular blockages
	No


	Not normally – but bad up-surging of waste spilling onto floor will be attended
	3 days
1 day if up-surging


	Replace cracked or broken WC pan, toilet seat, sink, bath or wash hand basin

	Hackney Homes
	7 day Priority  


	If  damage was caused by tenant actions i.e. heavy items dropping 
	No

	No advise not to use & refer to daytime unless waste or water is spilling out unchecked
	20 days



	Bath panel
	Hackney Homes
	If damage is due to tenant action

	No
	No
	20 days

	Sink, basin and bath plugs and chains

	Tenant
	Will replace plugs & chains for disabled tenants
	If not fitted when tenancy is terminated
	No
	No
	20 days

	Taps will not turn off 
	Hackney Homes


	1 day priority

	If damage is due to tenant action

	External taps only - internal taps are the responsibility of the leaseholder

	Make safe but only if it is uncontrollable and in danger of causing flooding
	3 days
1 day for vulnerable


	Repair, re-washer or replace dripping taps

	Hackney Homes
	7 day priority
	If damage is due to tenant action

	External taps only - internal taps are the responsibility of the leaseholder

	No
	20 days
7 days for vulnerable

	Refuse chutes

Clear blocked chute or hopper

	Hackney Homes


	If damage is due to tenant action and resident is identified

	Yes - report to Estate Cleaner


	No


	7 days



	Roofs

Make safe after storm damage i.e.  if tiles falling off etc
	Hackney Homes


	If damage is due to resident action 
such as fitting own aerial or satellite dish
	Yes


	Cordon off below if necessary. 

Note - For safety reasons staff will not access roofs in inclement weather or during poor visibility
	Cordon off 1 day 

make safe / repair 7 days



	Rain penetration from roof or guttering into property
	Hackney Homes


	If damage is due to resident action such as fitting own aerial or satellite dish

	Yes


	Will make safe if  water ingress is very severe and it is safe to do so
	7 days

	Re-fix or replace tiles or slates or ridge tiles, flashings, etc which is not causing water ingress
	Hackney Homes


	If damage is due to tenant action such as fitting own aerial or satellite dish


	Yes


	Cordon off below if necessary
	Usually part of a planned programme.
7 days for H&S risks

	Clear, repair or replace blocked gutter or rainwater down pipes 
	Hackney Homes
	If damage is due to resident action i.e. tennis balls

	Yes
	No  -  but if dangerous will cordon off

	20 days

	Stairs and Lifts

Lifts not working


	Hackney Homes


	If identified vandalising
	Yes


	If only lift in block
If there are other lifts available it is  referred to daytime
	2 hrs

1 day

	Repairs to banister rail
	Hackney Homes
	Make safe 1 day priority
	If damage is due to tenant action

	Yes -external rails
	Make safe in dangerous cases
	7 days
1 day for vulnerable

	Emergency repairs to public staircase
	Hackney Homes
	If damage is due to tenant action

	Yes
	Make safe any trip hazards etc
	2 hrs to make safe

	Non urgent Repairs to staircase 

	Hackney Homes


	If damage is due to tenant action

	Yes for repairs external to their dwelling 
	No


	20 days



	Television

Communal TV aerials and cables

	Hackney Homes


	If damage is due to tenant action
	Yes


	No


	20 days



	Individual TV aerials, dishes, cables

	Tenant


	For removal If erected externally without approval
	No

	No


	Not applicable


	Walls

Dangerous walls, make safe
	Hackney Homes


	If damage is due to tenant action

	Yes
	Cordon off to make safe 
	1 day

	Repairs to external brickwork including pointing or rendering
	Hackney Homes


	If damage is due to resident action such as overflow from leaseholder
	Yes


	No 


	Usually as part of planned

programme

	Internal plastering repairs
	Hackney Homes


	7 day Priority 

	If called to re-plaster holes less than 15cm wide or to repair plaster damaged by DIY, tenant action, etc 

	No


	No


	20 days
7 days for vulnerable


	Small cracks or holes in plaster i.e. less than 15cm wide
	Tenant


	Not applicable as tenants are responsible when redecorating 
	No
	No
	Not applicable


	Wall tiles and splash backs including mastic seal around fitments
	Hackney Homes


	If damage is due to tenant action

	No


	No


	20 days



	Windows
Inside dwellings

Glass broken or badly cracked 
	Hackney Homes


	1 day Priority 


	If caused by vandalism within the dwelling
	No


	Board up or protective film over to make safe in very dangerous cases
	20 days 

1 day for H & S dangerous and repairs for vulnerable tenants 


	Glass in communal areas
	Hackney Homes


	7 day priority if broken glass outside vulnerable resident’s dwelling
	If vandal is identified
	Yes


	Board up or protective film over to make safe but only in very dangerous situations
	20 days
1 day for H& S dangerous 7days if near vulnerable  residents


	Secure window frame
	Hackney Homes
	Make safe 1 day priority
	If damage is due to tenant action

	Yes
	Only if very dangerous
	20 days 

1day for H & S dangerous

1 day for vulnerable 

	Tightening loose handles, catches, etc to windows
	Tenant


	Will secure if tenant’s vulnerability prevents them doing the repair
	If damage is due to deliberate tenant action

	Not usually unless it is under a warranty
	No

	20 days


	Ease & adjust if window cannot be opened or closed
	Hackney Homes
	If damage is due to tenant action

	Not usually unless it is under a warranty 
	No but will secure if  it is a severe 

H & S risk
	20 days if it is stuck shut but1 day if it is stuck open

	Repair / replace window catches, mechanisms, handles & stays etc

(Note: Window Locks with keys are not usually fitted)
	Hackney Homes

	If damage is due to tenant action

	Not usually unless it is still under warranty i.e. after window replacement by a “Decent Homes” contractor 
	No


	7 days
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