
 



 

Repairs Service: 

Rydon Maintenance aims to provide you with the best possible repairs service to your home. This 

service promise forms part of your tenancy agreement and contains clear information on the level of 

service you can expect from us. 

 

Reporting Repairs: 

You can report a repair by the following methods: 

1. Phone – contact the repairs helpdesk on 0800 083 9683. 

2. Email – report all routine repairs by sending an email to ‘brockleycso@rydon.co.uk’. Please 
give as much detail as possible about the repair i.e., description of the issue, location etc. 
Also include when you are normally at home and contact details. 

3. In person – call in person to your local housing office at ‘111 Endwell Road, Brockley, SE4 
2PE’, where staff will be happy to help you. 

4. In writing – write to your local housing office at ’111 Endwell Road, Brockley, SE4 2PE’. 
Please give as much detail as possible about the repair i.e., description of the issue, location 
etc. Also include when you are normally at home and contact details. 

 

When you report a repair, we promise to: 

 
➢ Tell you whether the work is covered by the tenancy agreement, and whether we will complete 

it for you. 

➢ Tell you whether we can attend to carry out the work or whether a pre-inspection will be 
required to gather more details on the works needed. 

➢ Give you a job reference number for your records. 

➢ Provide you with the details of the priority that has been assigned to the repair. 

➢ Arrange an appointment slot that is convenient for yourself (AM = 8:30am to 1pm, PM = 
12pm – 5pm). 
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➢ Change any scheduled appointment, as long as you provide one full working days’ notice. 

➢ Keep all appointments. In some unforeseen cases we may need to change your appointment, 
but we will give you at least one working days’ notice. 

➢ Produce ID when we arrive at your home to carry out the repair works. 

➢ Carry out customer satisfaction surveys via telephone to assess the service we are providing. 

➢ Keep you informed of any delays or changes to the repairs needed. 

➢ Be polite, helpful and treat you and your home with respect. We will always clean up after the 
work has been completed. 

Appointments: 

At the time of reporting a repair, we will provide you with an appointment slot for our operative to 

attend to complete the repair (AM = 8:30am to 1pm, PM = 12pm – 5pm). 

If we are unable to keep to this appointment slot, and cannot supply at least one full days’ notice, you 

are entitled to claim compensation for the missed appointment. The amount to be paid is £10.00 for 

a routine repair and £20.00 for an emergency repair. 

However, you must try to keep to the appointment, as missed appointments are a waste of resources. 

If too many appointments are missed, you may be recharged the cost of calling out the operative. If 

you miss the appointment, it is your responsibility to telephone the repairs helpdesk to arrange a new 

appointment. If you miss a second appointment, the repair will be cancelled. 

 

The Right to Repair? 

Tenants of local authorities can use the ‘right to repair’ scheme to claim compensation for repairs 

which the landlord has not carried out within the specified timescale. 

Under the right to repair scheme, if repairs are not carried out within the specified timescale, you can 

notify us that you want an external contractor to do the job. We must then appoint a new contractor 

and set another time limit. You can then claim compensation if the repair is not carried out within the 

new time limit. You can currently use the ‘right to repair’ scheme for repairs which are estimated to cost 



 

up to £250. You can also claim up to £50 compensation. There are 20 types of repairs, which qualify 

for the scheme, including insecure door, blocked sinks and leaking roofs. Please ask your local housing 

office for more details if you wish to use this scheme. 

How long will it take to complete my repair? 

When you request a repair, we guarantee to carry it out within the following times, unless the initial 

arrangement we make has been changed by you.  

1. Emergency repairs (Category 1 & 2) – we will attend within 2 hours and complete the repair 
within 4 hours. 

2. One day repairs (Category 3) – we will complete the repair within 24 hours. 

3. Three-day repairs (Category 4) –we will complete the repairs within 3 calendar days. 

4. Three-week repairs (Category 5) – we will complete the repairs within 21 calendar days. 

Repairs Promise: 

We will... 

✓ Provide you with information about how to use the fittings provided in your home and gain access 

to our services when you need to. 

✓ Carry out repairs we are responsible for, such as repairing or replacing fixtures and fittings which 

we own. 

✓ Make sure that common entrances, halls, stairways, lifts, passageways and other communal areas 

are kept repaired. 

✓ Make sure all fixtures and fitting for water, gas, electricity and space and water heating are kept 

repaired and in working order. 

✓ When carrying out repairs involving floor or wall tiles, we will attempt to match colour, size and 

style to the existing tiles. However, repairs will be contained to the areas affected. 



 

✓ When carrying out repairs to the ceiling and walls of your home redecorate the affected area with 

paint, but we will not redecorate the entire room or ceiling. 

✓ Carry out improvement works which will include works to the inside of tenanted properties, 

communal or shared areas and external repairs as part of our Major Works programme. These are 

usually large projects which involve long term investment in homes and buildings. 

✓ Comply with the law and guidance. 

The repairs promise does not include... 

➢ Replacing batteries in smoke alarms. 
 

➢ Renewing indoor fluorescent tubes and other light bulbs. 
 

➢ Decorating your home (although some special schemes operate for vulnerable and disabled 
tenants). 
 

➢ Sweeping Chimneys. 
 

➢ Replacing toilet seats and broken toilet chains. 
 

➢ Fencing repairs, unless the fencing is a health and safety hazard. 
 

➢ Repairs to fixtures, fittings and equipment not provided by the Council i.e. curtain rails, 
carpets, garden sheds.  
 

➢ Repairs to items broken by you or someone in your household (including visitors), whether by 
negligence or deliberately. 
 

➢ New locks required as a result of lost keys. 
 

➢ Glazing repairs to internal doors and cupboards. 
 

 

 



 

Rechargeable repairs: 

Rydon is committed to ensuring that the properties are appropriately repaired and maintained in a 

way which is timely and efficient, while still managing value for money. Where repairs cannot be 

attributed to reasonable wear and tear, they will be treated as rechargeable. 

The following is a non-exhaustive list of items which would be deemed as a rechargeable repair: 

1. Damage caused by a tenant or former tenant, either through wilful action or negligence. 

2. Damage caused by the actions of the tenant’s family, invited guests or contractors employed 
by the tenant. 

3. An item becoming defective due to anything other than reasonable wear and tear. 

4. Damage to the property or neighbouring properties caused by an alteration carried out by the 
tenant. 

5. Property or garden clearance work either during or at the end of the tenancy. 

6. Any repairs that are indicated as the tenants responsibility (refer to ‘who is responsible’ 
section). 

Making a complaint: 

If you feel that we have broken this promise, or you are dissatisfied with the way you have been 

treated, please ask for a complaint form from your local housing office. We will respond to your 

complaint within 10 working days. 

 

 

 

 

 

 



 

 

Who is responsible? 

1. Doors and locks: 

 

NOTE: We will charge you for replacement keys and locks when keys are lost or member of the 

household are locked out. 



 

 

2. Baths, toilets and basins: 

 

NOTE: We will charge you if we attend for an internal blockage and the cause is identified as being 

in your home. 

 

 

 

 

 



 

 

3. Drains and wastes: 

 

NOTE: A blocked toilet is not an emergency unless there is only one in the property. You must try to 

clear these blockages yourself before you call us. 

If a blockage is caused by items such as nappies, air fresheners, tampons and other objects, we will 

charge you for the cost of clearing it. 

 

 

 

 

 



 

 

4. Plumbing: 

 

5. Kitchen fittings: 

 



 

 

6. Electrics: 

 

 

 

 

 

 

 

 



 

 

7. Floors and stairs: 

 

 

Note: We are not responsible for damage to your carpets or other floor coverings, unless it is caused 

by neglect by our repair workers. You may be asked to lift your floor covering, so repairs can be 

carried out, you will also be responsible for putting it back. 

 

 

 

 

 



 

 

8. Roofs, walls and ceilings: 

 

 

 

 

 

 



 

 

9. Windows and gutters: 

 

 

 

 

 

 

 

 



 

 

10. Heating: 

 

 

 

 

 

 

 



 

 

11. Gardens and Garages: 

 

Note: Any repairs to communal paths/paving will be decided on a case-by-case basis and determined 

by reviewing the relevant tenancy agreement or lease.  


