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CONTACTING US...
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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 one of our offices 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.

By Phone: 01389 721216 - For enquiries, paying your 
rent, reporting a repair, advice and information

Our staff team are available from 9am – 5pm Monday 
to Friday with the exception of every 2nd and 4th 
Wednesday of the month when we are closed from 9am 
to 12pm for staff training.

If you require an emergency repair when our office is 
closed (for example in the evenings, at weekends and 
during some holidays) please telephone:

OUT OF HOURS 
EMERGENCY SERVICE
For gas central heating and hot water emergency repairs 
please contact:

  01294 468 113

For all other emergency repairs please contact:

  0800 783 7937
PLEASE NOTE: DO NOT CALL THESE NUMBERS TO REPORT A 
ROUTINE OR OTHER NON-EMERGENCY REPAIR.

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.



GAS SAFETY
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If you smell or suspect a gas leak, you should:

• if possible, immediately turn off the gas

• Supply at the meter (see diagram), unless

• this is located in the cellar or basement

• open windows and doors to let the gas escape

• leave the property

• call National Grid on 0800 111 999

If you smell or suspect a gas leak, you should not:

•  use any naked flames such as matches or cigarettes 
that may ignite gas

• operate any electrical switches, telephones or 
mobiles

GAS LEAKS & GAS SAFETY CHECKS

GAS CHECKS & SERVICING CARBON MONOXIDE
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Gas leaks and gas safety checks

If you smell or suspect a gas leak, you should:

 if possible, immediately turn off the gas
 supply at the meter (see diagram), unless
 this is located in the cellar or basement;
 open windows and doors to let the gas escape;
 leave the property; and
 call National Grid on 0800 111 999.

You should NOT:

 use any naked flames such as matches or cigarettes that may ignite gas;
 operate any electrical switches, telephones or mobiles.

Gas checks and servicing

Once a year, we will arrange for a qualified gas engineer to visit your property and carry out 
a gas safety check. We will check the gas supply and any appliances owned by Cordale to 
make sure they are working correctly and are safe to use.

If you agree an appointment with us and then fail to keep this appointment we may charge 
you for the cost of the visit.

For everyone’s safety, it is important that this check is carried out. If you break an 
appointment or do not let an engineer in you will be putting yourself, your family and your 
neighbours at risk. We are prepared to take legal action if this happens to make sure the 
check is completed.

Carbon monoxide

Faulty gas appliances, including flues or ventilation can produce carbon monoxide fumes. 
These are poisonous and can kill.

Gas safety checks are one important way to prevent carbon monoxide poisoning.

You should also:

 keep rooms ventilated;
 make sure vents are not blocked or closed;
 use Gas Safe registered installers to connect any of your own gas appliances; and
 follow the instructions provided by manufacturers when using gas
 appliances.

Once a year, we will arrange for a qualified gas engineer 
to visit your property and carry out a gas safety check. 
We will check the gas supply and any appliances owned 
by Cordale to make sure they are working correctly and 
are safe to use.

If you agree an appointment with us and then fail to 
keep this appointment we may charge you for the cost 
of the visit.

Faulty gas appliances, including flues or ventilation can 
produce carbon monoxide fumes. These are poisonous 
and can kill.

Gas safety checks are one important way to prevent 
carbon monoxide poisoning.

For everyone’s safety, it is important that this check is 
carried out. If you break an appointment or do not let 
an engineer in you will be putting yourself, your family 
and your neighbours at risk. We are prepared to take 
legal action if this happens to make sure the check is 
completed.

You should also:
•  keep rooms ventilated;
•  make sure vents are not blocked or closed;
•  use Gas Safe registered installers to connect any of 

your own gas appliances
• follow the instructions provided by manufacturers 

when using gas appliances.
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GAS LEAKS & GAS SAFETY CHECKS

HOW CAN YOU HELP US?

Before you report a repair to us, you should:

• check that the repair is not your responsibility      
(see pages 8 to 9 for more information)

• use the diagrams in part 2 of this handbook to help 
to identify what the problem is

• When you contact us you should let us know

• the details of the item that needs repairing;

• details of error codes if the repair relates to your 
heating system

• any other information you think we may need.

• We will discuss the repair with you and tell you

• if the repair is your responsibility

• if the repair is our responsibility we will notify 
the relevant contractor who will be in contact to 
arrange a suitable access

You can help us to organise repairs in a number 
of ways:
• Write down and remember the location of your gas 

meter, electricity meter and water stop tap. (You 
can make a note of this on the inside back cover).

• Keep your repair receipt or note of inspection 
appointments and please let us know in advance if 
you are not available.

• Treat our staff and contractors as you expect to be 
treated yourself. Abusive language or behaviour 
will not be tolerated under any circumstances and 
we may refuse to complete the work because of 
this.

• Make sure you have adequate home contents 
insurance cover. We have insurance if something 
happens to the building, but it is your responsibility 
to make sure you have insurance for the contents of 
your home.

Making sure your home is kept in good condition is 
a shared responsibility between you and Cordale 
Housing. We will make sure the structure is kept in 
good condition but you are responsible if the structure 
needs repairing because of damage you have caused, 
for example, if you break or remove an internal door. 
You are responsible for such things as decorating, 
replacing bath plugs or getting into your property and 
changing the locks if you lose your keys.

• Follow any safety advice and instructions given to 
you by our staff or contractors. 

• Make sure someone over the age of 16 will be at the 
property for the appointment.

• Move delicate or expensive items from where 
we will need to work so they are not accidentally 
damaged or broken.

• Move your furniture, carpets (or other floor 
coverings) and belongings from

• the area, if we have asked you to do so.

• Make sure we can carry out the work by keeping 
pets and children out of the way.
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Our Customer Service Centre team will talk to you 
about the repair and discuss what needs to be done.

 If it is our responsibility we will arrange for someone 
to visit. This will either be a contractor or an operative 
from Cordale’s Estates Team.

We may arrange an appointment for someone to inspect 
the repair before any work is organised. If we need to 
carry out an inspection we will explain this when you 
call and we will arrange a convenient appointment.

It is important that you tell us what the problem is and 
how serious it is. We may recharge you if you exaggerate 
how urgent the repair is. If someone has damaged an 
item and you report this as normal ‘wear and tear’ we 
may also charge you for the cost of the work.

Our contractor will contact you if they are going to be 
delayed or need to rearrange your appointment. Please 
also note they may need to do the work at another time.

For example, in bad weather conditions our contractors 
cannot work at heights or use ladders outside as this is 
a safety risk. If this is the case our contractors will let 
you know as soon as possible.

All of our contractors and Cordale Estates Team staff 
carry identification card saying who they are. They will 
show this card when they arrive and explain why they 
are visiting.

repair timescales

We want to take care of your repair promptly and effectively. To do this we need to prioritise all of the repairs by 
how urgent they are.

Emergency

Routine Repair

Urgent

Repairs that pose a threat to a building/
property or the immediate health/wellbeing 
of its occupants if not attended to as soon 
as possible.

Repair as arranged between tenant and 
contractor

Repairs that are not emergency repairs or 
fall within the Right to Repair legislation. 

(response timescales - 48 working hours 
from the time the repair was reported)

Within 4 hours of reporting. This applies 24 
hours a day, every day of the year.

Right to Repair items with a one day 
completion time shall also be placed in 
this category.

Tenant contacted within 10 working days

Adhere to morning or afternoon 
appointment as arranged with the tenant. 

Right to Repair items with a three or seven 
day completion time shall also be placed 
in this category.

HOW LONG WILL IT BE BEFORE THE REPAIR IS DONE?

CATEGORY BRIEF DEFINITION TIME
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Emergency Repairs
responded to within 4 hours from receipt of verbal or 
written order.
Urgent Repairs 
repaired within 48 hours from receipt of verbal or 
written order.
Routine Repairs
repaired within 10 working days from date reported
Right to Repair  
qualifying repairs as outlined in the Housing 
(Scotland) Act 2001, with timescales of between 1 – 7 
days for completion.

REPAIR CATEGORIES

Repairs Classed as Emergency Repairs made safe within 4 hours

• Burst pipes
• Faulty cooker control unit
• No heating
• No water supply
• Blocked flue to open fire or boiler
• Loss or partial loss of gas supply
• Unsafe power/lighting socket/electrical fitting
• Choked toilet (1 toilet in house)
• No lighting or power
• Unsecured external door
• Broken windows
• Blocked or leaking foul drains or soil stacks
• Toilet not flushing (1 toilet in house)
• Any health and safety issue
This list is not intended to be either comprehensive or exhaustive

Repairs Classed as Urgent Repairs completed within 48 hour

We are responsible for repairs to the property which are caused by normal ‘wear and tear’.

If the damage has been caused by a break-in or vandalism, we will carry out the work to make your home safe. 
Before we do this you will need to contact the police and get a crime reference number.

If you or anyone in your home causes damage to the property, it is your responsibility to repair this or pay for the work to be 

done. If we need to do the repair to make sure you and your household are safe, you will be asked to pay for the cost of the 

work. When you leave your property, if we need to carry out repairs to put right any damage that has been done, you will also 

be charged for the work.

WILL YOU CHARGE ME FOR SOME REPAIRS?
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Keeping the outside of the property, the structure 
and items inside such as baths and toilets in good 
condition are Cordale’s responsibility. If these need to 
be repaired because of general ‘wear and tear’ it is our 
responsibility to ensure they are fixed.

If you live in a sheltered housing scheme, repairs 
to communal areas such as gardens will be the 
responsibility of Cordale. Installing or repairing a 
battery-operated smoke detector within a sheltered 
scheme will also be our responsibility.

The following tables give you an example of some of 
the repairs that Cordale or you are responsible for. 
More information on your responsibilities will be found 
in your Tenancy Agreement.

All items listed below can be subject to the tenant 
being responsible for the repairs and maintenance 
of the component. If tenants install the component 
themselves then they are responsible for the repairs 
and maintenance of the component.

All items listed above can be subject to a tenants 
recharge if it is deemed by the Association that the 
tenant through vandalism, neglect or misuse has 
caused the damage.

WHICH REPAIRS ARE CORDALE RESPONSIBLE FOR?

repair RESPONSIBILITIES
Making sure your home is kept in good condition is a shared responsibility between Cordale and yourself.

Ants

Appliances/White Goods (gas & electrical)

Banisters (internal)

Baths

Bin Shelters

Brickwork, Block Work etc

Cisterns

Clothes Poles

Communal TV Systems

Choked sink, WHB or WC pan

Decoration (Internal)

Door Bell

Doors to Common Areas

Doors/Door Fittings  (External)

Door Lock & Fittings

Door (Internal)

Door Name Plate

Down Pipes, Rain & Soil

Drainage (including blockage)

Driveways

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

ITEM LANDLORD TENANT COMMENTS
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Fences/Gates - Garden boundary, 

divisional fences erected by landlord

Fences - Other

Floorboards

Fuse box, ELCB, fuses/MCB

Gas central heating, pipes, radiators, 

timer, thermostats, pumps, etc

Garden huts

Greenhouses

Glass/ Double Glazing units

Guttering

Hatch to loft (Communal or Individual)

Handrails (External)

Insect Infestation

Key & Key Fobs (Replacement)

Kitchen Fittings/Worktops

Light Bulbs

Lighting Pendants & Roses

Painting (External)

Painting (Internal)

Parking Area (Communal)

Path giving main access to your house

Path to Garden

Plugs & chains for sinks, basin & bath

Roofs, Roof Tiles/Slates

Ropes for Clothes Drying

Rotary Drier

Sheds

Shower Unit

Smoke Detector

Smoke Detector Batteries

Sockets (Electrical)

Stair Lighting

Steps

Taps

TV Aerials

TV Aerials Communal Sockets

Water Supply

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x

Erected by tenant

Must be reported to Police by tenant

Ants: not classed as a pest by 

Environmental Health

2 No fobs provided to tenant - 

additional will be charged

Local Authority

Local Authority

Unless provided by us

Unless installed by tenant

Unless communal systems installed 

by us

Scottish Water

ITEM LANDLORD TENANT COMMENTS
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Cordale is committed to supporting residents who may 
have a disability or mobility issue to live independently 
within their home. We will work with the relevant 
agencies to ensure that appropriate adaptations are 
installed wherever possible, so that residents can 
continue to enjoy a good quality of life.

When you call to report a repair, our Customer Service 
Assistants will use a computer system called Locator 
Plus. This helps us to work out exactly what the 
problem is and what needs to be done.

The following section contains the diagrams used by 
our computer system. These diagrams include many 
of the common repairs that you are likely to need. Each 
diagram has an individual number which will help you 
to describe the repair to us.

To help us to identify what repair is needed; you should 
refer to this section before you contact us. By telling us 
which room or part of the house the repair is required 
and what the fault number is, it will be quicker and 
easier for us to organise the repair.

You may want to make changes or improvements 
to your home such as putting in a shower or fitting 
cupboards. You must check with us and get permission 
before you do.

If you tell us about your experience with the service we 
can use this information to make improvements. Every 
repair reported will follow with the relevant repair 
receipt and customer satisfaction questionnaire.  This 
tells us what we are doing well and where we can 
make things better. Working together we can improve 
the service.

Major adaptations such as a level-access shower 
will require specialist guidance from your GP or 
occupational therapist. Visit them or speak to your 
local council to discuss your options. We will then 
work with these agencies to identify the best solution 
for you.

If you want to make a change or improvement to your 
home please contact the team at your local office to 
request an Alteration and Improvements Form. We can 
then discuss the works requested and also the process 
and responsibilities required to complete alterations 

All repairs reported will be followed up by a repairs 
receipt and customer satisfaction form for you to 
return on completion of the reported repair. Our 
contractors may also contact you direct to fill in a 
separate satisfaction form. 

WHAT CAN I DO IF I FIND IT DIFFICULT TO GET AROUND MY HOME?

CAN I MAKE MY OWN IMPROVEMENTS TO MY HOME?

ARE YOU HAPPY WITH THE SERVICE?

ADAPTING YOUR HOME

REPAIRS IN YOUR HOME

When reporting your repair please tell us:

Section - Baths and Showers

Description - Tap is broken
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The following section contains the diagrams used by our computer system. These diagrams include 
many of the common repairs that you are likely to need. Each diagram has an individual number 
which will help you to describe the repair to us.

To help us to identify what repair is needed; you should refer to this section before you contact us. 
By telling us which room or part of the house the repair is required and what the fault number is, it 
will be quicker and easier for us to organise the repair.

When reporting your repair please tell us:

Section – Baths and showers

Description – Tap is broken

Here is an example below:
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In line with Section 5.10 of your Scottish secure tenancy 
agreement it clearly states:-

Nothing contained in this Agreement makes us 
responsible for repairing damage caused wilfully or 
negligently by you, anyone living with you or an invited 
visitor to your house. If we decide to carry out the 
work, you must pay us for the cost of the repair. This 
paragraph does not apply to damage caused by:

• Fair wear and tear; 
• Vandals (provided that you have reported the 

damage to the police and us as soon as the damage 
is discovered).  In certain circumstances a crime 
reference number should be provided.

What causes blocked waste pipes?
Blockages in waste pipes are often caused by things 
such as cooking fat, tea leaves or hair; it is your 
responsibility to clear these blockages.

How can I unblock a bath, basin or sink?
• Use a cup or jug to remove most of the water.
• Use a rag or cloth to tightly cover the overflow 

opening.
• Put the plunger over the plughole and pump up 

and down rapidly.
• Once the blockage is clear, unscrew the trap and 

clean it out.

Traps can easily be unblocked by unscrewing the joint 
and cleaning them out. Before you unscrew the tap, 
place a bucket underneath to catch any water.

How can I unblock a toilet?
1. If there is water in the toilet pan or bowl you need 

to remove this using a jug or bowl.
2. Use a brush or plunger and push this to the bottom 

of the pan.
3. Create a vacuum by pumping the brush or plunger 

up and down rapidly about a dozen times.
4. Flush the toilet to see whether the blockage has gone.
5. Thoroughly wash all equipment once you are 

finished.
You may need to repeat steps 3 and 4 a number of times before the 
toilet flushes as usual

GENERAL ADVICE

BLOCKED WASTE PIPES - HOW TO CLEAR THEM

HANDY HINTS
This section provides information about how you can prevent repairs and how to resolve some problems that may 
arise.

REGULAR CLEANING AND SIMPLE CHECKS CAN HELP 

MAINTAIN YOUR HOME AND PREVENT PROBLEMS.

• Clean basins, sinks, baths and showers regularly.

• Clean waste pipes with foaming drain cleaners.

• Clean windows and wipe them to remove any 

condensation that may occur.

• Regularly check your smoke detectors.

• Check that you know where the electric fuse box 

and water stop taps are. (You can make a note of 

this on the inside back cover).

• Check that you can turn the water stop taps freely.

• Make arrangements to ensure your own gas 

appliances are checked and safe to use.

• Remove any leaves or debris from the gullies, 

gutters and downpipes.

23

How can I unblock a toilet?

1.  If there is water in the toilet pan or bowl you need to remove this using a jug or bowl.
2. Use a brush or plunger and push this to the bottom of the pan.
3. Create a vacuum by pumping the brush or plunger up and down rapidly about a dozen times.
4. Flush the toilet to see whether the blockage has gone.
5. Thoroughly wash all equipment once you are finished.

You may need to repeat steps 3 and 4 a number of times before the toilet flushes as usual

Condensation Control

Condensation is...

Condensation is simply the moisture caused by everyday living. Moisture absorbed into the warm 
atmosphere of your house and when the house cools down the moisture rests on cool surfaces – the 
result – condensation. 

Condensation is often caused by:

Cooking                           Baths and showers

Washing and drying clothes           Portable central heating

Condensation Confusion...Condensation is sometimes confused with Rising Damp or Penetrating Damp

Did you know?

 Drying clothes indoors on radiators can produce nine pints of moisture into the air!
 Using an unvented tumble dryer can produce four pints of moisture in each load!
 Two people at home can breathe three pints of water into the air each day!
 Cooking and using a kettle can produce six pints of moisture!

What can you do?

 Keep kitchen and bathroom doors shut, particularly if you are cooking, washing or bathing. 
(picture of open door)

 If you are drying clothes indoors, open a window nearby to allow air to circulate, otherwise 
condensation will increase – try drying your clothes outside whenever possible. (picture of t 
shirt on washing line)

 If you have an extractor fan in your kitchen or bathroom then use them when you are 
cooking or having a bath or shower. (picture of extractor fan)
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Condensation is simply the moisture caused by 
everyday living. Moisture absorbed into the warm 
atmosphere of your house and when the house cools 
down the moisture rests on cool surfaces – the result – 
condensation. 

Condensation is often caused by:
• Cooking                       
• Baths and showers
• Washing and drying clothes          
• Portable central heating

Condensation Confusion...Condensation is sometimes 
confused with Rising Damp or Penetrating Damp

What can you do?
• Keep kitchen and bathroom doors shut, particularly if you are cooking, washing or bathing. (picture of open 

door)

• If you are drying clothes indoors, open a window nearby to allow air to circulate, otherwise condensation will 
increase – try drying your clothes outside whenever possible. (picture of t shirt on washing line)

• If you have an extractor fan in your kitchen or bathroom then use them when you are cooking or having a bath 
or shower. (picture of extractor fan)

• Vent a tumble dryer to the outside, unless it is a self-condensing type. (picture of tumble dryer)

• Allow free air circulation by not placing wardrobes and furniture too close to the walls. Try not to overfill your 
cupboards and wardrobes to ensure air can circulate freely within them. You can fit ventilators in the doors, 
and leave a space at the back of shelves. (picture of wardrobes)

• If your heating is off for long periods, the temperature drops and condensation will form. You will get much 
less condensation if you keep all rooms in your home warm most of the time. This reduces condensation and 
will also prevent damp and the likelihood of mould forming. During very cold weather it is better to leave the 
heating on during the day to maintain an even temperature. 

• The more moisture you produce in your home, the greater your chances of getting condensation and mould 
– unless you have adequate ventilation. Ensure that the slot ventilators (if you have them) at the tops of your 
windows are working and free from any obstruction. (picture of open window)

• Try not to allow saucepans and kettles to boil any longer than is necessary, and always put the lid on your 
saucepan. (picture of kettle and saucepan)

Did you know?

• Drying clothes indoors on radiators can 

produce nine pints of moisture into the 

air!

• Using an unvented tumble dryer can 

produce four pints of moisture in each 

load!

• Two people at home can breathe three 

pints of water into the air each day!

• Cooking and using a kettle can produce 

six pints of moisture!

CONDENSATION CONTROL
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But, what if you have mould?
To prevent mould, make sure that you control condensation in your home...
• However, if you notice mould growing in your home, you should treat it straight away to stop it from spreading 

and causing more damage to your home.

• Sterilise the affected area with a suitable fungicidal wash (available from most DIY stores), following the 
manufacturer’s instructions. Keep checking the affected area for at least a week. If mould reappears, wash it 
down again with the fungicidal wash to make sure the area is thoroughly sterilised.

• If the treatment appears to have been successful, you can carry out any necessary redecoration.

• If mould or mildew is growing on clothing or carpets, you should dry clean them.

• Don’t disturb mould by brushing or vacuum cleaning, as you can increase the risk of respiratory problems.

In short, remember...
• Dry your clothes outside whenever possible.

• Wipe moisture from windows.

• Close the bathroom door when you bath/shower and wipe down all showers/baths after use.

• Use mould resistant paints in kitchen/bathrooms.

• Leave a gap between furniture and cold walls.

• Keep your home warm and well ventilated.

• Keep lids on pots when cooking and use your kitchen’s extractor fan.

BY DOING THIS, YOU WILL STOP CONDENSATION FORMING BEFORE IT BECOMES A PROBLEM

There are a number of important things to remember 
about electrics:

• When water gets into electrics it can be dangerous. 
Make sure your hands are dry before touching 
anything electrical and never use any electrical 
points that have been affected by a water leak or 
spill. If possible switch the circuit off at the fuse 
box.

• If you smell burning, or if a fitting is damaged and 
showing exposed cables, do not use it. If it is safe 
to do so, switch it off. If you cannot find which 
circuit it is, switch everything off at the fuse box or 
consumer unit and contact us.

• If you have electrical appliances that are not in 
regular use, switch them off at the plug. Leaving 
them on standby is a fire risk and also wastes 
energy.

• When you are away from your home for any length 
of time, switch off and unplug appliances to 
prevent the risk of fire.

ELECTRICS
GENERAL INFORMATION
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If the electricity supply in all or part of your property is 
not working, you should check:

• whether your neighbours have power, as there 
could be a power cut in the area and if so contact 
your electricity supplier

•  the meter has credit
•  your electric circuit to see if the ‘trip switch’ has 

turned off the electricity supply

What triggers the trip switches?

Modern electric systems have circuit breakers or trip 
switches. If a fault develops, a switch is tripped and the 
electricity supply in some or all of the property may not 
work. Trip switches are usually in the consumer unit. 
(see below diagram). If the electricity meter is inside 
the property then the consumer unit may be next to it.

Trip switches may be activated if:
• a light bulb has blown
• an appliance is faulty
• too many appliances have overloaded the circuit 
• water has leaked into the circuit from a burst pipe.

What should I do to reset the trip switches?

Before you reset the trip switches you should look to 
see if there is an obvious reason why they have tripped. 
Think about what you were using when the electric 
supply tripped. For example, if you were using an iron 
there could be a problem with this appliance.

Find the trip switches within the consumer unit and 
find which ones have been tripped or moved to the 
OFF position; switch these back on.

If the trip switch activates again there may be a faulty 
appliance somewhere. By looking at the switches 
you can work out which circuit is affected and which 
appliance is faulty.

How do I find out which appliance is faulty?
• Turn off all the lights in your home, unplug 

appliances and turn off items that you cannot 
unplug, such as immersion heaters.

• Make sure you are not using double adaptors.
• Turn off the main trip switch (this is usually the red 

one at the end) and then turn it back on.
• Turn on the lights and plug in appliances one by 

one. If the trip goes again this appliance is causing 
the problem.

• If you think the cooker is the problem you should 
check there is no water or liquid on this and dry it 
before testing again.

• Once you know which appliance is faulty it will 
need to be checked by a qualified electrician or 
engineer. If the item is owned by Cordale Housing 
you should contact us, if not you should arrange 
for someone to check the appliance.

What if it is not a faulty appliance?

If you have checked the lights and appliances and you 
cannot find what is causing the problem, you should 
contact us. You can help us by telling us which plug 
sockets or lights are affected.

TRIP SWITCHES & LOSING ELECTRICITY SUPPLY
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What should I do to reset the trip switches?

Before you reset the trip switches you should look to see if there is an obvious 
reason why they have tripped. Think about what you were using when the 
electric supply tripped. For example, if you were using an iron there could be a 
problem with this appliance.

Find the trip switches within the consumer unit and find which ones have been 
tripped or moved to the OFF position; switch these back on.

If the trip switch activates again there may be a faulty appliance somewhere.
By looking at the switches you can work out which circuit is affected and which 
appliance is faulty.

How do I find out which appliance is faulty?
 Turn off all the lights in your home, unplug appliances and turn off items 

that you cannot unplug, such as immersion heaters.
 Make sure you are not using double adaptors.
 Turn off the main trip switch (this is usually the red one at the end) and 

then turn it back on.

 Turn on the lights and plug in appliances one by one. If the trip goes again this appliance is 
causing the problem.

 If you think the cooker is the problem you should check there is no water or liquid on this 
and dry it before testing again.

 Once you know which appliance is faulty it will need to be checked by a qualified electrician 
or engineer. If the item is owned by Cordale Housing you should contact us, if not you 
should arrange for someone to check the appliance.
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What if it is not a faulty appliance?

If you have checked the lights and appliances and you cannot find what is causing the problem, you 
should contact us. You can help us by telling us which plug sockets or lights are affected.

Electrics – lighting

You are responsible for changing light bulbs, fluorescent tubes and pull cords. If a light is flickering or 
not working, switch it off. Do not use it and contact us to report the repair.

Changing light fittings

 Check that the light switch is turned off before you start. If you are unsure you should turn 
off the circuit at the fuse box.

 Always make sure you have a suitable set of steps to reach the light fitting.
 Check that the light bulb has cooled down as they get hot when switched on.

Extractor fans

Extractor fans should be cleaned regularly to reduce the build up of grease and dust. You should turn 
them off when they are not needed as they can overheat and trip the fuse.

How do I clean my extractor fan?

 Before you start cleaning, turn the fan off at the wall. If there is no switch, do not clean it 
and let us know.

 Unscrew the front vent and use a vacuum cleaner to remove dust that may have settled 
inside the fan.

 Use a damp cloth to clean it.
 Leave the vent to dry.
 Replace the front vent once you are sure it is dry.
 If you can safely reach the vent outside use a soft brush or damp cloth to clear the vents.
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You are responsible for changing light bulbs, fluorescent tubes and pull cords. If a light is flickering or not 
working, switch it off. Do not use it and contact us to report the repair.

Changing light fittings

• Check that the light switch is turned off before you start. If you are unsure you should turn off the circuit at 
the fuse box.

• Always make sure you have a suitable set of steps to reach the light fitting.
• Check that the light bulb has cooled down as they get hot when switched on.

LIGHTING

Extractor fans should be cleaned regularly to reduce the build up of grease and dust. You should turn them off 
when they are not needed as they can overheat and trip the fuse.

How do I clean my extractor fan?
• Before you start cleaning, turn the fan off at the wall. If there is no switch, do not clean it and let us know.
• Unscrew the front vent and use a vacuum cleaner to remove dust that may have settled inside the fan.
• Use a damp cloth to clean it.
• Leave the vent to dry.
• Replace the front vent once you are sure it is dry.
• If you can safely reach the vent outside use a soft brush or damp cloth to clear the vents.

Smoke detectors save lives. They should be checked 
on a regular basis and never be disconnected.

You can help to prevent a fire breaking out by:

• taking care when cooking, such as with hot oil 
or chip pans; Warning – never throw water onto 
chip pan fires.

• not overloading electrical sockets  or using 
adaptors on other adaptors;

• making sure cigarettes are put out properly and 
disposed of carefully; and taking care when using 
candles and decorative lights

You should also think about how you would escape if 
a fire does break out. 

Your local fire and rescue service may offer a free 
home safety visit. Information on your local fire 
service can be found at: www.fireservice.co.uk or 
contact your local fire station.

EXTRACTOR FANS

FIRE SAFETY & 
SMOKE DETECTORS
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If the smoke alarm goes off you should:

• make sure everyone in the property is 

ready to escape if needed;

• check all rooms for signs of smoke; and

• feel around each door before you open it 

for any signs of heat, smoke or  noise. If 

unsure, do not open the door.

If there is a fire you should:

• never tackle it yourself;

• get everyone out of the house and call 

999; and
• do not go back into your home until you 

are told that it is safe to do so.

What should I do if there is no sign of
smoke or fire?

Smoke detectors can accidentally sound 

because of:
• someone spraying an aerosol nearby;
• steam or smoke caused when cooking; or

• the battery running low (if the battery 
needs replacing the smoke detector will 
beep).• There are two types of smoke detectors: 

battery-powered or those connected to 
an electricity supply, known as mains-
wired. If your mains-operated detector 
is not working you should contact us.

What should I do if my smoke detector is battery 
operated?

If the alarm sounds the battery may need to be 
replaced. By removing thecover you can replace the 
battery as you would with other items (see diagram 
below), making sure the + and – signs are in the right 
place. Most smoke detectors take 9V batteries.
Some battery-powered smoke detectors have special 
batteries in them which last for up to ten years. If the 
cover looks sealed you may have this sort of alarm 
and the whole thing may need to be replaced.

How do I reset my mains-wired alarm?

Most alarms will have a HUSH button. By pressing the 
button the alarm should stop for 10 seconds, but it 
then makes a short beeping noise every 40 seconds. 
The problem should clear after 10 minutes, if not the 
alarm will continue. If there is no HUSH button, turn 
the electricity off at the fuse box or consumer unit. 
By switching the electricity off for at least 15 minutes 
this should reset the alarm.

How do I test my alarm?

All alarms should have a test button. Pressing this 
for a few seconds will cause the alarm to sound; if 
it doesn’t you should clean it and test it again. If it 
is not working the battery may need to be replaced. 
If you do this and it is still not working the whole 
detector may need to be replaced. Looking after 
and testing battery-powered smoke detectors are 
your responsibility so you must test them regularly. 
Remember, smoke detectors save lives.
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How do I reset my mains-wired alarm?

Most alarms will have a HUSH button. By pressing the button the alarm should stop for 10 seconds, 
but it then makes a short beeping noise every 40 seconds. The problem should clear after 10 
minutes, if not the alarm will continue. If there is no HUSH button, turn the electricity off at the fuse 
box or consumer unit. By switching the electricity off for at least 15 minutes this should reset the 
alarm.

How do I test my alarm?

All alarms should have a test button. Pressing this for a few seconds will cause the alarm to sound; if 
it doesn’t you should clean it and test it again. If it is not working the battery may need to be 
replaced. If you do this and it is still not working the whole detector may need to be replaced. 
Looking after and testing battery-powered smoke detectors are your responsibility so you must test 
them regularly. Remember, smoke detectors save lives.

Frozen or burst pipes

On the inside back cover of this handbook there is space to write down important things such as the 
location of the stop tap. Taking time to remember or write these down could really help if a pipe 
bursts. Stop valves are usually under the kitchen sink but in a bungalow they may be in the 
bathroom. Make sure you can turn all taps and valves freely.

What can I do to stop pipes freezing?

Stop pipes freezing by:

 setting the heating to turn on a couple of times a day if the weather is very  cold, especially 
if you are going away; and

 opening the loft hatch for a couple of hours on cold days to let warmer air circulate.

What should I do if pipes are frozen?

 Turn off the water at the main stop tap.
 If the hot-water system is also frozen, turn off the water heater.

You are responsible for making sure pipes do not freeze and dealing with the situation if they do 
freeze. If pipes are frozen you need to contact a plumber or heating engineer to check the pipes for 
cracks or splits.
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On the inside back cover of this handbook there is 

space to write down important things such as the 

location of the stop tap. Taking time to remember or 

write these down could really help if a pipe bursts. 

Stop valves are usually under the kitchen sink but in 

a bungalow they may be in the bathroom. Make sure 

you can turn all taps and valves freely.

What can I do to stop pipes freezing?

Stop pipes freezing by:

• setting the heating to turn on a couple of times a 
day if the weather is very  cold, especially if you 
are going away

• opening the loft hatch for a couple of hours on 
cold days to let warmer air circulate

Most central-heating systems provide heat for 
radiators and hot water. They usually run on gas.

By taking the time to set the controls on your heating 
system you can make sure the system is working 
as efficiently as possible. This will allow for the 
appropriate heating of your home and will support 
a reduction in your fuel bills and the amount of 
carbon emissions produced – these can harm the 
environment.

What controls will my heating have?

User manuals will differ by boiler make and model 
you can contact the office to request a copy of the 
operational guide or these can be found online.

Boiler thermostat

This sets the temperature of water in the radiators. 
It should be set to a fairly high position and not 
adjusted once set. This will have:
 • a dial type control; and
 • a ‘Minimum’ to ‘Maximum’ setting.

What should I do if pipes are frozen?
• Turn off the water at the main stop tap.
•  If the hot-water system is also frozen, turn off the 

water heater
• You are responsible for making sure pipes do not 

freeze and dealing with the situation if they do 
freeze. If pipes are frozen you need to contact a 
plumber or heating engineer to check the pipes 
for cracks or splits

What should I do if pipes burst?

• Turn off the water at the stop tap and switch off 
any water heaters

• Turn on all taps to drain the water already in the 
system; this will take about 15 minutes. The taps 
then need to be turned off once the water stops 
running

• Contact us to report the problem

FROZEN OR BURST PIPES

CENTRAL HEATING
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What should I do if pipes burst?

 Turn off the water at the stop tap and switch off any water heaters.
 Turn on all taps to drain the water already in the system; this will take about 15 minutes. 

The taps then need to be turned off once the water stops running.
 Contact us to report the problem.

Heating – central heating

Getting the most from your central-heating system

Most central-heating systems provide heat for radiators and hot water. They usually run on gas.

By taking the time to set the controls on your heating system you can make sure the system is 
working as efficiently as possible. This will allow for the appropriate heating of your home and will 
support a reduction in your fuel bills and the amount of carbon emissions produced – these can 
harm the environment.

What controls will my heating have?

User manuals will differ by boiler make and model you can contact the office to request a copy of 
the operational guide or these can be found online.

Boiler thermostat

This sets the temperature of water in the radiators. It should be set to a fairly high position and not 
adjusted once set. This will have:

 a dial type control; and
 a ‘Minimum’ to ‘Maximum’ setting.

Room thermostat

This controls your room temperature and is usually in the hall or living room. To find a temperature 
that you are comfortable with and works for your home, you should start with a low temperature 
such as 18°C and then turn it up by 1°C each day until you find a setting you are happy with.

Energy efficiency organisations say that turning heating down by just one degree can cut your 
heating bills by nearly 10 percent.

Thermostatic radiator valves (TRV)

These will be on some or all radiators in your home. They control the heat from the radiators they 
are attached to.
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Room thermostat

This controls your room temperature and is usually in 
the hall or living room. To find a temperature that you 
are comfortable with and works for your home, you 
should start with a low temperature such as 18°C and 
then turn it up by 1°C each day until you find a setting 
you are happy with.

Energy efficiency organisations say that turning 
heating down by just one degree can cut your heating 
bills by nearly 10 percent.

Thermostatic radiator valves (TRV)

These will be on some or all radiators in your home. 
They control the heat from the radiators they are 
attached to.

TRVs are:
• useful if different rooms in your home are warmer 

or cooler as they can control the temperature in 
each room; and

• set from 1 to 5. Energy efficiency organisations 
recommend 1 as a good setting for background 
heat.

Timer or programmer

These turn your heating system on and off at times 
to suit you.

In a well-insulated house you should set the heating 
to come on half an hour before you get up and go off 
one hour before you go to bed at night. It should not 
need resetting, except when the clocks go forward in 
Spring and back in the Autumn.

You can also decide the times you want to set the 
heating to come on by working out something called 
the ‘warm up’ and ‘cool down’ times.

You should:
• see how long it takes for the property to warm up 

on a cold evening after you switch the heating on; 
giving you the ‘warm up’ time; and

• turn the heating off and see how long it takes for 
the house to cool slightly, giving you the ‘cool 
down’ time.

What settings will there be on a programmer?

Programmers have three settings:
• AUTO – turns the heating and hot water on or off 

at the times you set.
• ON – overrides the times set and switches the 

heating on.
• OFF – to switch off the heating before the finishing 

time.

What sort of programmer do I have?

There are two main types of programmers, digital 
and timeclocks.

Digital programmer
You should set the switch to ‘on’ and ‘off’ and adjust 
the times when you want the heating to come on and 
go off. Once you are happy with the settings reset the 
timer, switch to ‘AUTO’ and double check the settings 
on the display.

Timeclock programmer
Before changing the settings you should check the 
clock is showing the correct time.

Timeclock programmers will have sets of pins or 
arrows that set the heating programme

Pins
You should push the pins in against any time when 
you want the heating to come on. Pulling them out 
sets the time when the heating switches off.

Arrows
You should slide the arrows around to the times you 
want the heating to come on or go off. ‘On’ arrows 
are usually red and set the times when the heating 
comes on and ‘off’ arrows are usually blue and set 
when the heating goes off.

You should also check that the programmer is 
switched to ‘timer’ or ‘auto’ to use the times you have 
set.
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TRVs are:

 useful if different rooms in your home are warmer or cooler as they can control the 
temperature in each room; and

 set from 1 to 5. Energy efficiency organisations recommend 1 as a good setting for 
background heat.

Timer or programmer

These turn your heating system on and off at times to suit you.

In a well-insulated house you should set the heating to come on half an hour before you get up and 
go off one hour before you go to bed at night. It should not need resetting, except when the clocks 
go forward in Spring and back in the Autumn.

You can also decide the times you want to set the heating to come on by

working out something called the ‘warm up’ and ‘cool down’ times.

You should:

 see how long it takes for the property to warm up on a cold evening after you switch the 
heating on; giving you the ‘warm up’ time; and

  turn the heating off and see how long it takes for the house to cool slightly, giving you the 
‘cool down’ time.

What settings will there be on a programmer?

Programmers have three settings:

 AUTO – turns the heating and hot water on or off at the times you set.
 ON – overrides the times set and switches the heating on.
 OFF – to switch off the heating before the finishing time.

What sort of programmer do I have?

There are two main types of programmers, digital and timeclocks.
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How do I bleed radiators?

Our contractors and the company who provide our boilers do not recommend bleeding radiators. Although this 
can remove air that may be trapped in the system it can also cause more damage or create a leak. If you find that 
your radiators are not heating up properly please contact us.

What should I do if my gas boiler does not work?

You should check:
• the gas meter has at least £2 credit if you use a prepayment meter;

• the electric – your boiler needs electricity so check you have credit and working electrics;

• the pilot light is on. Unless your boiler has something called an automatic  ignition it is your responsibility to 
relight the pilot. If you smell gas in the property you should never try to ignite the pilot light; and

• the controls, for example, if your thermostat is in a warm room you might need to turn it up to get the boiler 
to come on.

What should I do after I have checked these things?

If you have checked these and the heating still is not working, you should contact us.

Please fill in the details in the box below. This information may be useful in an emergency or when reporting a 
repair.

WHERE TO FIND 
EQUIPMENT

BOILER

FUSE BOX

GAS ON AND OFF LEVER

STOP TAP (MAINS WATER)

TRIP SWITCH (ELECTRICITY)

ITEM POSITION IN YOUR HOME
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This section is for you to keep a note of the repairs that you ask us to carry out and any appointments we agree 
with you.

REPAIRS REPORTED 
& APPOINTMENTS

DATE REPORTED JOB REFERENCE NUMBER ACCESS DATES/TIMES



1 Red Row, Renton, 
Dunbartonshire G82 4PL

E. info@cordalehousing.org.uk
T. 01389 721 216
www.cordalehousing.org.uk


