








If our contractor unblocks the drain, we will charge 
you the costs of the repair.
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a two-stage complaints procedure

three working days

20 working days





Boiler    See section on gas safety

Hearth    If supplied by OVHA  

Radiators, pumps, thermostats  Emergency only if no heating

  

   Emergency only if no heating. See section on gas safety



Pipes, taps, stopcocks, etc    Leaks will be treated as emergencies. Turn the water off if you can

Tap Washers & dripping taps    

Plugs and chains  

Hot Water Cylinder   

Storage Tanks    Leaks will be treated as emergencies. Turn the water off if you can

Choked sinks or toilets     Recharged if due to neglect or carelessness. Don’t use until the   
    blockage is cleared

WC Cisterns    Leaks will be treated as emergencies.

WC Bowl    Leaks will be treated as emergencies. Turn the water off if you can.

Toilet seats   

Wash hand basins   

Baths   

Kitchen Sinks   

Showers    Only if provided by OVHA. If only form of bathing will  be treated  
    as emergency

Waste pipes    Don’t use until it has been repaired 

Drains    Don’t use until it has been repaired 

Gutters and downpipes   

Washing machine connections  

Switches and sockets    Emergency if dangerous. Switch the power off at the Fuse Box

Light Fittings    

Stair Lighting  Emergency in common stairs

Wiring and    

Plugs and fuses  

Immersion heater     Routine if other means to heat water

Storage heaters   

Communal TV aerial  

Controlled entry systems 

Extractor fans 

Door bells  

Smoke detectors  

Electrical appliances  

Outside lighting 
    individual gardens)



External doors and frames    Emergency if door not secure 

Internal doors and frames    Will recharge if due to neglect, etc.

Internal handles and locks    Will recharge if due to neglect, etc.

Replacing lost keys  

Skirting  

Stairs, banisters and handrails    Emergency if unsafe

Floors   

Kitchen units   

Broken glass  All glazing repairs will be rechargeable unless a crime reference   
    number is provided.

Window frames, latches   

Double glazing   

Internal walls and ceilings    We will recharge if due to neglect, etc
including plasterwork)

External walls, roughcast   

Roof tiles, ridges etc    Emergency if unsafe

Chimney heads and cans    Emergency if unsafe

Carports  Unless built by OVHA

External woodwork   

Paths and steps    Only if provided by OVHA. Urgent if unsafe

Driveways    Only if provided by OVHA

Handrails    Emergency if unsafe

Fences and gates    Only where provided by OVHA and on a boundary. All divisional   
    fences are tenants responsibility

Clothes poles   

Rotary driers    Only if provided by OVHA

Clothes ropes or dryer cords  OVHA dryer cords only

Retaining / Boundary Walls   


















































