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Customer satisfaction
We aim to provide an efficient and responsive reactive repairs service that gets repairs 
done right, on time, first time. Work quality and customer service and satisfaction are 
important to us, and we routinely ask all who have used the repairs service for their 
views. We encourage you to tell us what you think, particularly if you are not happy 
with any aspect of our service. Where someone is dissatisfied we will deal with this in 
accordance with our complaints procedure.
We publish information about how well we are performing in delivering our repairs 
service. We use our newsletter and website as the main ways of doing this.

Other planned repair works
Periodically, we also carry out other maintenance and improvement works in our 
properties. For example, we arrange for external features and items in common areas 
to be painted, where this is required. We also replace other essential items in your 
home when they reach the end of their useful lives. Like all other social landlords we are 
required to ensure all our properties meet the Scottish Housing Quality Standard.
We will let you know when this affects you and consult with you before the work is 
carried out.

Gas Servicing
Gas servicing is something we take very seriously. We are required by law to ensure all 
gas boilers and gas central heating systems are serviced each year. This work is essential 
to safeguard the health and safety of you and your neighbours.
It is vital that you allow access to your house to have this work done – we’ll try to arrange 
a convenient time with you.

Information in other formats
This leaflet can be made available on tape or audio formats, in Braille, in large print and 
in languages other than English.  Please contact us if you require this information in an 
alternative format.
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Our Repairs Service
We take pride in being able to provide good quality housing that is warm, comfortable and safe. 
In order to achieve this and meet our legal responsibilities we must maintain our housing stock to 
a high standard. This means carrying out repairs and improvements when required. We have well 
established repairs and maintenance services in place for this purpose. These also aim to ensure 
the rights and responsibilities you have as a tenant, and that we have as your landlord, are met.

This leaflet provides an overview of these rights and responsibilities and how we provide our 
repairs and maintenance services.

Our repairs responsibilities
We are responsible for the majority of repair work in our rented properties. In particular, your 
tenancy agreement states that we will keep the structure and exterior of your home in good repair. 
We will also ensure you have a working means of receiving heating, hot water and sanitation and 
are able to receive the supply of water, gas and electricity.

In other words, we will maintain items such as your central heating and hot water system, 
including your gas boiler and water storage tank, and the plumbing, drainage and electrical 
systems in your home. We repair other fixtures and fittings in your home, where this is required as 
a result of fair ‘wear and tear’.

Your repairs responsibilities 
You must let us come into your home to carry out repairs that we are responsible for. We will 
always try and make a suitable arrangement for access.

You are generally responsible for repairing and maintaining any items that you have installed in 
your home yourself. This can include for example, a shower or other bathroom fittings. You are 
also responsible for replacing other smaller items such as plugs and chains, and light bulbs or 
strips.

You will also need to repair or replace any items damaged through misuse by you or anyone else. 
You retain this responsibility once your tenancy has ended – and we will charge you for the cost 
involved if we need to repair or replace items you have damaged before we can re-let the property.

Lastly, while we deal with repairs to your home, we will not repair or replace your personal 
possessions in the event they were lost or damaged by an emergency situation such as fire, flood, 
or theft. We strongly advise you to have contents insurance for this purpose.

If you’re not sure who is responsible for carrying out a specific repair, please contact us for advice 
and information.

Sharing owners and factoring services 
If you are a sharing owner, or owner in a block of flats we have different responsibilities for 
providing repairs services. We do not provide any repairs services to other outright owners. We 
are happy to provide further information about this on request.

Reporting a repair
In common with all our services, we aim to make the reactive repairs service fully accessible to all 
and, as far as possible, responsive to individual needs.

You can report a repair by telephone, letter, email, or through our website. You can also let us 
know in person at our office or through a member of our staff. We ask however, that you report 
all emergency repairs by telephone or in person at our offices, to enable us to respond quickly.

We aim to be flexible in agreeing to request for specific appointments to have repair work carried 
out. As a minimum standard we will arrange appointments on specific days and/or dates, and at 
a time in either the morning or afternoon.

When you report a repair, you should give as much detail as possible. You should also give us a 
contact telephone number.

Dealing with repair requests
We have three different categories of repair. We aim to complete repairs within the following 
timescales:

Category Target Timescale General Definition
Emergency Attend within 4 hours  Circumstances that present
 and make safe a safety hazard, or make
  a property unfit for living in
Urgent Complete within 2 Items requiring prompt 
 working days attention but that do not
  present an emergency situation
Routine Complete within 10  All other minor items of joinery,
 working days electrical, building and plumbing work

Our full Repairs and Maintenance Policy lists most types of repair and the category they are 
normally in. Again, you can download a copy from our website or pick one up from our offices.

Right to Repair
Under a scheme known as “The Right to Repair” tenants have a legal right to have certain 
qualifying repairs carried out within given timescales. We have a separate leaflet explaining the 
details of the Right to Repair. It is available to download from our website or we can provide you 
with a copy on request.
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