
Repairs Information

www.advancenorthumberlandhomes.co.uk



•  Using our online form, located on our website at: 
https://www.advancenorthumberlandhomes.
co.uk/tenant-area/reporting-repairs/

•   Via email: 
homes@advancenorthumberland.co.uk

•  Over the phone: 01670 528499, and pressing 
option 1 for repairs.

•   In writing: Advance Northumberland Homes, 
Wansbeck Workspace, Rotary Parkway, 
Ashington, NE63 8QZ

•  In person: By calling in at our office

Reporting Repairs

•  Your full name and address

•  As much information about the repair as 
possible

•  Your contact details

•   If we need to work inside your home you will 
need to make sure that a responsible adult can 
grant us access to your property and stay while 
the work is completed

Our office and telephone lines are open 8.30am to 
5pm Monday to Thursday and on a Friday 8:30am 
to 4:30pm with the exception of public and bank 
holidays. 

You can report emergency repairs outside normal 
opening hours by calling 01670 528499 and you 
will be passed to Reay Security who will be able to 
help you.  Please only call the out of hours service 
if your repair is an emergency. Repairs carried 
out as an emergency cost considerably more 
than daytime repairs. If a workman attends for 
what turns out to be a non-emergency, you may 
be asked to pay the cost of the workman’s visit. If 
you falsely or deliberately misuse the emergency 
service you may be charged for the call out and/
or call handling fees.

If you use the emergency service because you are 
locked out of your home, you will be charged a 
fee. The cost of the locksmith to visit will be passed 
to you and this is likely to be in excess of £100. 
Please look after your keys and let someone you 
trust have a spare key, in the case of you losing 
yours.

Before reporting a repair, you should make sure that you know whether it is 
your responsibility, or ours to carry out the repair. Once you have checked your 
responsibilities, you can report a repair in any of the following ways:

When contacting us please make sure you have the following information available:



Repair Responsibilities

Landlord:

•  Ensuring your home is secure, structurally  
sound and weather tight.

• Maintaining shared, and communal areas.

•  Fixtures and fittings which we have installed, 
such as integrated appliances we have agreed 
to maintain.

•  Maintaining systems for the supply of hot 
and cold water in your home such as boilers, 
radiators and fires.

• Maintaining windows and doors.

•  All gas pipes, heating systems, electric wiring 
and power and light fitting.

• Chimney sweeping.

• Wired in smoke alarms.

•  Garages and outbuildings owned by  
Advance Northumberland.

If you need a repair to your property, the first thing you should do is check whether 
the repair is something we can do for you, or whether you need to do it yourself. 
Please consult the following:



Repair Responsibilities

Tenant:

•  Replacing batteries in smoke alarms, bulbs in 
light fittings and cooker extractor fans, washing 
lines, toilet seats and aerials.

•  Repairing and maintaining a fixture, fitting or 
appliance that you have installed.

•  Allowing us into your home to carry out any 
necessary repairs, safety checks, and any 
inspections that we need to carry out.

•  Filling minor cracks or holes in walls, and 
ceilings.

•  Taking action to prevent pipes from freezing or 
bursting.

•  Taking action to prevent condensation, draft 
proofing (although you may be eligible to get 
help with this).

• Cleaning extractor fans.

•  Curtain rails, shower curtains, washing lines, 
tidy driers, doorbells, coat hooks, towel rails and 
toilet roll holders.

•  Minor adjustments to kitchen units, cupboards 
and drawers.

• Maintaining floor and wall tiles.

•  Bleeding radiators, resetting trip switches, 
replacing plugs and chains on baths, basins, 
and sinks. 

•  Keeping gully grids clear of leaves and other 
rubbish. Keep gully grids clear in sinks. Clearing 
blockages in basins, sinks, baths and toilets 
caused by inappropriate use.

•  Replacing keys/locks when they are lost or 
broken. 

•  Replacing light bulbs including external security 
lights, replacing electrical plugs, and plug fuses 
to your own appliances.

•  Dealing with any pests such as ants and wasp 
nests, slugs and mice. Gardens and yards kept 
tidy, and grass, hedges, and trees kept trimmed. 

•  Keeping your home clean and tidy, and 
preserving the properties in the best condition 
possible.



Repair types

We have 4 types of repairs:
•  Emergency
  Priority 1, initial response within 6 hours and 

made safe within 24 hours. (The final repair 
could be subject to a further appointment.)

•  Urgent
 Priority 2, response within 1 working day.

•  Non-urgent
 Priority 3, response within 7 working days.

•  Routine
 Response within 30 working days.

Examples of Emergency and Urgent 
Repairs:
• Serious flooding or leak.

•  Damage to windows or doors that would make 
your home insecure.

•  Complete loss of electricity or dangerous 
electrical fittings.

In some instances, a temporary repair will be 
carried out to make situations safe and or secure. 
Where further work is needed to fully remedy the 
problem this will be ordered and arranged as 
quickly as possible.

Non-urgent or Routine Repairs:
These jobs will be booked on the next available 
appointment agreed with you. On some 
occasions where a priority 1 or 2 would arise 
these would take priority and you may need to be 
patient whilst our contractors are helping other 
tenants.

There may be occasions when we will 
carry out repairs that are your responsibility 
where certain circumstances such as age, 
disability or vulnerability exist.



Repair types

Permission Dependent Repairs:
If you wish to do any work to your home, you 
must get written permission from us before you 
start. We will not give permission if the work could 
disturb or damage any asbestos containing 
materials, or if we have any concerns over the 
requested works. If alterations have been made 
by yourself such as installing a fitted wardrobe, we 
ask that you put the property back to the original 
condition if you vacated the property.

To request permission for any alterations, repair or 
cosmetic, please submit a written request directly 
to homes@advancenorthumberland.co.uk. 

Chargeable Repairs:
If you or anyone in your home causes damage, 
either deliberately or through neglect, you must 
report this as soon as possible. We expect you 
to arrange for the damage to be repaired at 
your own cost, to our satisfaction, and within a 
reasonable time. Alternatively, we can arrange to 
repair the damage and you will have to pay for 
the cost of the repair. 

Common examples of chargeable repairs are:

•  Damaged sinks or toilets and blockages caused 
by misuse (see leaflet enclosed).

• Damaged windows and doors or broken glass.

• Floods from washing machines.

• Changing locks due to lost keys.

•  Renewing kitchen worktops as a result of scorch 
marks, knife damage or other misuse.

If you complete the repairs yourself or pay anyone 
else to do the work, and it does not meet our 
standards, we will have to carry out the work to 
put this right, and charge you for the cost of the 

work. We will invoice you for the cost of repairs 
shortly after you report the issue, or as quickly as 
possible after the work has been completed.

Vandalism:
If damage is caused by a break-in or vandalism, 
we will carry out work to make your home safe. 
There will be no charge for this work if you report 
this to us with a crime or incident number to show 
it has been reported to the police.

Appointments:
When contacting us with a repair either by phone 
or email, our helpful team will pass the details of 
the repair along with your contact details and the 
priority of the repair to the suitable contractor. 
They will then contact you to arrange the most 
convenient date & time for you to carry out the 
repair. 

You will then receive a text or email confirmation 
which will include the name of the contractor who 
will contact you and your job reference number.

Please note, if you do not honour a pre-arranged 
appointment, the call out charge may be 
counter-charged to you, and the job may be 
cancelled entirely.

Cyclical Maintenance:
We will carry out servicing, and cyclical 
maintenance on a regular basis to keep your 
home in a good state of repair. Every year we will 
service, and safety check, gas, oil, and solid fuel 
systems and appliances, as well as communal 
lifts and fire alarms.



Our commitment

We aim to provide the best possible service which includes:
• Providing a range of ways to report repairs. 

•  Offering flexible appointments arranged to suit you. 

•  Deploying a skilled workforce to carry out your repair.

• Being polite and respectful in your home. 

• Adopting and using safe working practices. 

•  Following up to make sure you are satisfied with our service.


