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Repairs 

How to report a repair 

• Phone between 9am and 5pm on 0300 131 7300 
• After 5pm you can still use this number to report an emergency repair. 
• Email repairs@isha.co.uk 
• Visit the ISHA website. 

 

What you can expect from ISHA 

• We will check the history of the repair and confirm that we have correct information 

on record. 

 

• We will take enough information when you call so that we can try to complete the 

repair on the first visit. 

 

• We will raise the order whilst you are on the phone. 

 

• We will always try to book the appointment with you and our repairs team or our 

surveyor, at a time that is convenient to you. 

 

• In addition we can work around school runs to make it easier if you need to drop off 
or collect children and there is also some flexibility. Please speak to our Customer 
Service team about any special requirements when you report your repair. 
 

• For some specialist works such as pest control, or door entry systems it may not be 
possible to book an appointment with you when you call. In these cases, the 
contractor will call you to arrange an appointment. 
 

• We will always give you the job reference number and a description of the works 

ordered, we will then confirm this in writing. 

 

• If the repair is in a communal or shared area the details of the repair will be posted 

on your notice board. 

 

• If you contact us with a repair query and the information is not available right away, 

we will ring you back within 1 working day with an update. 

 

• All email requests from you will be replied to within 1 working day. You will receive 

an electronic acknowledgement that we have received and logged the repair 

request.  
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ISHA’s repair responsibilities 

To keep in good repair the structure and exterior of the premises including:-  

• Drains, gutters, external pipes and the roof. 

• All outside walls, outside doors, window sills, window catches, window handles, sash 

cords and window frames, including external painting. 

• Internal walls, floors and ceilings. (structure not decoration) 

• Chimneys, chimney stacks and flues. 

• Pathways, steps and any other means of access. 

• Boundary walls and fences that are next to any main path to your door. 

• Basins, sinks, baths, toilets, flushing systems, tap washer and waste pipes provided 

by ISHA. 

• Electric wiring, sockets and switches, gas pipes, and water pipes. 

• Water heaters, fire places, fitted fires, central heating installations and electrical 

appliances provided by ISHA. 

Please report to ISHA any repair or defect to your property for which we are 

responsible.  

Your repair responsibilities 

• Unblock waste pipes from sinks, baths or toilets. 

• Repair and maintain any fixture, fitting or appliance you have put in including wastes, 

supply pipework and vents for washing machines, dishwashers and tumble dryers. 

• Keep your home clean and properly decorated. 

• Replace lost or stolen keys and changing locks if you are locked out. 

• Replacing existing or fitting extra locks, doorbells, letterboxes, spy holes, door 

knockers and replacing light bulbs. 

• Repairing or replacing inside doors and door frames, skirting boards, shelves and 

bath panels. 

• Repairing and replacing kitchen and bathroom cupboards (unless caused by fair 

wear and tear). 

• Replacing handles, locks and catches on all internal doors and cupboards. 
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• Repairing wall plaster or plasterboard damaged by you or your family. 

• Replacing plugs or chains to baths, basins, sinks and toilet seats 

• Putting up TV aerials or satellite dishes (you need our permission before doing 

this). 

• Replacing batteries in battery operated smoke detectors 

• Replacing floor coverings such as tiles, carpets or laminate 

(You must contact ISHA before replacing any floor tiles provided by us and 

also before laying any laminate flooring). 

 

 

Cyclical Decorations  

At ISHA we aim to be a great landlord and to do this we need to ensure you live in a 
great home. To do this, we decorate and repair all of our properties externally every 
7 years, some every 5 years due to their location. More information can be found on 
the ISHA website.  
 
We call these decorations and repairs "cyclical decorations”. 
 
During the works we will usually paint all external and outdoor parts of your home 
that have been previously painted. This can include doors, windows, walls, soffits 
and fascia boards. As we normally install scaffolding to carry out these works, we will 
also clear gutters and check your roof in order to ensure your home is watertight and 
safe.  
 
Before works are carried out we write to all of our customers to let you know of 
upcoming plans and to invite you to ask questions and give your feedback on any 
part of the process. It is crucial for us to meet your expectations and deliver an 
excellent service.  
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Reports of Pests 

In the first instance residents will be expected to seek advice and take their own 

action to deal with any pests or infestation. This could include using powder to deal 

with ants, setting mousetraps etc. but excludes directly employing pest control 

services. If it is immediately clear that the infestation is such that any action taken by 

you will not be sufficient ISHA should be contacted. 

Before ISHA intervenes all services provided without charge by the local authority 

must be exhausted. 

ISHA will deliver a service to deal with infestations  

• Rats 

• Mice  

• Pharaoh ants 

• Cockroaches 

 

ISHA will not treat infestations of wasps, moths or bedbugs without charge and this 

is to be authorised by a Manager.  

The local authority may provide services for these pests but may also charge. 
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Response time for all repairs 

Emergency – 4 hours 

We will attend within 4 hours for an emergency repair, however please note we will 

make the emergency item safe if it cannot be fixed immediately the full repair will be 

repaired under our routine timescales.  

Please see below examples of an emergency repair. This is by no means an 

exhaustive list.  

• Blocked or leaking foul drain, soil stack or toilet pan, where there is no other 

working toilet in the property.  

• No heating or hot water (between 30 October and 1 May).  

• Burst / overflowing pipe. 

• Total loss of water or loss of drinking supply. 

• Lift breakdown.  

• Make safe repairs to any repair causing a health and safety risk, i.e. leak, fire 

damage, storm damage, flooding, unsafe electrical fault etc. 

Urgent, Routine & Planned Repairs – Customer choice 

For all other repairs you will be offered an appointment that suits you. Please see 

below examples of routine repairs. This is by no means an exhaustive list.   

• Partial loss of water supply.  

• No heating or hot water (between 2 May and 29 October). 

• Door entry phone or controlled access not working. 

• Carpentry repairs.  

• Repairs to kitchen fittings that are not customer responsibility.  

• Floor / wall tiling that are not customer responsibility.  

• Plasterwork  

• Mould treatment.  

• Decorations following repairs  
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Gas 

Gas safety and repairs for Customers  

ISHA maintains all individual heating and hot water systems for tenants. 

Shared Owners and Leaseholders must maintain their own individual systems. 

To report a repair for your gas heating and hot water you can: 

• Phone between 9am and 5pm on 0300 131 7300  
• Email at repairs@isha.co.uk 
• Visit the ISHA website.  

 
Emergency repairs 

If your boiler breaks down between 30 October and 1 May, we will come to repair it 

within 1 working day. If we cannot fix the boiler on the first visit, we will provide 

electric heating and pay for the extra running costs and will come back to repair it 

within 3 working days. If a new boiler is required this may take longer due to surveys 

being required 

Urgent repairs 

If your boiler breaks down between 2 May – 29 October we will come to repair it 

within 5 working days. If we cannot fix the boiler on the first visit, we will provide 

electric heating if requested but we will not pay for the extra running costs. 

Gas safety checks and your safety 

Every year about 14 people die from carbon monoxide poisoning caused by gas 

appliances and flues which have not been properly installed or maintained. To 

minimise risk The Gas Safety (Installation and Use) Regulations 1998 place duties 

on landlords to check any gas appliances and flues for safety once in every 12 

month period. 

As a resident, you must allow access for ISHA to complete the safety checks. 

If you smell gas, call National Gas Emergency Service free on 0800 111 999. 

Open your windows and doors to let air in, make sure all gas appliances are turned 

off and turn the gas off at the mains if possible. Do not turn lights on or off and avoid 

using other electrical switches and appliances as this could trigger an explosion. Do 

not smoke, light a match or any other naked flame. 

What you can expect from ISHA 

• We will send you a reminder letter 79 days before your gas safety check is due with 

an appointment date in the next 2 weeks 

• You have the option to change the date of it is not convenient. 
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• It is very important that we do carry out your safety check. If you do not give us 

access we will continue to contact you and in the event of no response we may take 

legal action against you. 

If you have any problems making an appointment let us know as soon as possible so 

that we can work with you to make suitable arrangements. 

We may in some circumstances be able to book you an evening or Saturday 

appointment, though these appointments are limited. 
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Condensation  

What is condensation? 
Condensation is a common problem in homes and is caused when moist warm air 
meets a cold surface such as glass on a window pane. A practical example of this is 
when you take a cold glass out of a fridge on a hot day – you will notice that the 
glass ‘steams up’. This is the moist air present in your home turning into droplets of 
water and condensing on the cool surface of the glass. 
 
Every home gets condensation at some time - usually when lots of moisture and 
steam are being produced - for example, at bath times, when a main meal is being 
cooked or when clothes are being washed or dried. Newly built homes can have 
condensation problems as well. 
 
Dampness in your home may not be caused by condensation at all. It could be 
caused by a leaking pipe or a leaking roof. The vast majority of damp problems in 
homes are normally caused by condensation. 
 
Condensation is usually at its worst during the winter. It often results in black mould 
growing on walls and other surfaces. 
 
The main ways you can help to reduce condensation are: 

 
Cover pans when you’re cooking. 
 
Hang washing outside to dry whenever you can. 
 
If you have to use a tumble dryer make sure it’s vented to the outside. 
 
If you have to dry washing indoors use the bathroom and keep the door shut and the 
room well ventilated, i.e. open the window. 
 
Do not hang wet washing on radiators – this will create or worsen condensation 
problems. 
 
Confine wet air to your bathroom and kitchen - keep these doors shut so the wet air 
can’t spread to the rest of your home especially when you’re washing, cooking or 
taking a shower or bath. 
 
Don’t switch off your extractor fans as they are very good for ventilating such as 
bathrooms and kitchens. They are cheap to run and can make a significant 
difference to condensation and mould growth in your home. Open windows when 
possible. 

 
Try to keep the heating on throughout your home at low level for a long time, this will 
help to keep surfaces warm and will reduce the level of condensation forming. 
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