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1. Purpose  
 

This  pol icy  sets  out  Rivers ide’s  commitment  to del iver  an ef f ic ient  and effec t ive 

respons ive repairs service that  meets  the needs of Rivers ide customers and enables 

Rivers ide to fu lf i l  i ts  s tatutory , regulatory  and contractual obl igat ions.  

 

Carry ing out repairs  is  one of the most  important serv ices Rivers ide del iver  to i ts  

customers. We want Riverside homes to be mainta ined in an af fordable manner and 

ensure a l l  Riverside homes prov ide i ts  customers wi th a safe, warm and dry home, 

where everyth ing is  in  work ing order .  

 

2. Scope 
 

This pol icy  covers  repairs  services to customers who rent their  home under a 

tenancy agreement, customers who rent under a l icense, and those who own them 

as a leaseholder  (whether  through shared ownership or  outr ight) .  Both our  repair ing  

obl igat ions and those of  our  customers vary between those tenures,  and th is is  

ref lected in the pol icy . The pol icy covers respons ive repairs with in customers ’ homes 

( including their  gardens and garages, subject to terms of the tenancy,  l icense,  or  

lease agreement) ,  in  communal  areas,  and to communal assets for  example, shared 

gardens, shared spaces inc luding l i f ts  and corr idors .  

 

Rivers ide def ines a Respons ive R epair  as unplanned work that is  reported by our  

customers about  their  homes, or  which ar ise from damage or  wear  and tear  to 

communal areas and common par ts. I t  rec t i f ies,  and makes good, a component,  

insta l la t ion or  par t  of a Rivers ide proper ty for  which w e are respons ib le,  when i t  is  

faulty  or  needs repair ing.  

 

This pol icy  should be read in conjunct ion with the Pol ic ies  out l ined in sect ion 4.  

 

This pol icy  does not  inc lude p lanned or  cyc l ica l  maintenance,  which inc ludes any 

Aids & Adaptat ion ins ta l la t ion works.   

 

(Appendix  1 sets out our def in i t ions of  Respons ive Repairs and Planned and Cyc l ical  

Maintenance).  
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3. Principles  
 

3.1  Our  pol icy is  to:  

 

−  Ensure we meet our repair  obl igat ions so that  Rivers ide homes are wel l  

mainta ined, throughout the durat ion of the tenancy.  

−  Comply  with a l l  legis lat ive,  regulatory and contractual  ( including tenancy)  

obl igat ions.  

−  Del iver an ef fec t ive repairs serv ice which responds to the needs of 

customers, and which a ims to complete repairs at  the f i rst  v is i t ,  wi thin the 

pr ior i ty  t imes out l ined wi thin the pol icy.  

−  Ensure our  customers are aware of  their  repair  responsib i l i t ies and our  repair  

respons ib i l i t ies,  and that these are met .  

−  Communicate effect ive ly to our customers at  a l l  t imes in re lat ion to the 

del ivery  of  our  respons ive repairs serv ice and enable Customers to 

communicate effec t ive ly with us ( see Appendix 3) .  

−  Offer  our  customers suitable and conv enient  choice in booking appointments 

for  repairs.  

 

3.2  The fol lowing s tandards are the minimum that must be achieved:  

 

−  Complete an inspect ion where th is is  required to determine the nature of the 

repair .  

−  Resolve the fault  at  the f irst  repair  v is i t ,  wherever poss ib le.  

−  Meet the repair  obl igat ions that are contained wi th in the tenancy 

agreement / lease and as set  wi th in law.  

−  Del ivers a customer focused serv ice (Homes,  not  houses).  

−  Use a range of communicat ions tools  to del iver  an ef f ic ient  serv ice to our 

customers dur ing and af ter  book ing a repair  wi th us.  (Please read Appendix  

2).  

−  Del iver qual i ty  work  in  a cour teous manner.  

−  Be cost  effec t ive and prov ide a value for money service.  

−  Proact ive ly  consult  with customers when required.  

−  Flex ib i l i ty  to cover a l l  t ypes of contractual  ar rangements .  
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3.3  As a landlord,  we are required to meet certa in obl igat ions that are set out  in  law.  

Addi t ional ly ,  our  tenancy (or  leasehold)  agreements  set  out  the respons ib i l i t ies  for  

both Rivers ide and our  customers.   

Appendix  2 provides a breakdown of the respons ib i l i t ies for  Rivers ide and our  

customers.  

 

3.4  Not  al l  repairs  wi l l  require an inspect ion. I f  an inspect ion is required,  th is  wi l l  be 

completed wi thin 7 calendar days.  

We categor ise repairs wi th vary ing t imescales as fo l lo ws:  

P1 Emergency  Respond with in 4 hours and “at tend to 

and make safe”  with in 12 hours ( th is 

includes where there is a tota l loss of 

heat ing,  hot water,  water  and e lectr ic i ty  

as wel l  as  some other jobs)  Any fo l low 

up work  ( i f  required)  wi l l  be completed 

wi thin the appropr iate pr ior i ty  t ime.  

 

P2 Urgent  With in 5 calendar days  

P3 Rout ine Repairs  With in 28 calendar  days  

P5** Rout ine Repairs  With in 56 calendar  days  

(**Used only  dur ing extreme c ircumstances, for  example,  Cov id pandemic)  

 

Deta i ls  of  categor ies for  Emergency and Urgent repairs are conta ined in Appendix  

1.  

3.5  We wi l l  seek to of fer  our customers reasonable choice in making a repairs  

appointment .  I f  we need to change agreed arrangements,  we wi l l  contact  the 

customer as far  in  advance as poss ible to advise them.  
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Please see below appointment  t imes:  

Monday – Friday:  8am – 1pm 

Monday – Friday:  1pm – 5pm (Thursday evening 5pm - 8pm) 

Monday – Friday:  ‘Avoid School Run’ 10am – 2pm 

Saturday:  8am – 12pm 

 

NB – The appointment  t imes above are not  subject  to any repairs  that fa l l  in to the 

Emergency cr i ter ia (see Appendix  1).  

 

3.6  Our tenancy,  l icense and leasehold agreements  require customers to a l low us 

( including appointed contractors) access to their  home to carry out repairs at the 

agreed appointment  t ime. I f  we are unable to gain access to carry out  the repairs  

and the integr i ty  of the proper ty, i ts  fabr ic and/or the safety of the customer or  those 

in the v ic in i ty of  the proper ty is  compromised, we wi l l  take appropr iate act ion to gain 

access to carry out the repair .  This may inc lude but is  not l imited to obta in ing an 

injunct ion for  access.  I f  we are required to gain access th is way,  we wi l l  consider 

tak ing both immediate and retrospect ive act ion against the customer for  the breach 

of  their  tenancy condit ions.  We may pass on to the customer the costs  incurred by 

us tak ing th is  act ion.  

 
3.7  Anyone working in our customer’s  home on our  behal f  is  expected to meet  our  

code of  conduct (see Appendix 4) .  We wi l l  monitor the qual i ty  of  our contractor ’s  

work  and how they behave in our customers ’ homes. In return, we expect  our  

customers to a lways treat our employees and contractors  wi th respect .  

 

3.8  We aim to meet a l l  our  obl igat ions to carry out repairs  wi th in statute and th is 

pol icy . I f  we do not ,  our  customers can contact  us and inform us of th is .  We wi l l  

respond to complaints regarding our repairs serv ice in l ine with our Complaints pol icy  

and Customer Feedback procedure.  

 

3.9  We wil l  moni tor  the qual i ty  of  repairs  through complet ion of  Customer 

Sat isfac t ion Surveys,  the resul ts of  which wi l l  be publ ished on our webs ite.  
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3.10  In the event that  f loor ing is  insta l led due to being damaged from a repair ,  newly  

insta l led f loor ing must  meet  the fo l lowing minimum performance:  

4. Further Information & Support 
 

Stock Transfers:  

In  some instances,  spec if ic  transfer promises were made as par t of  a former s tock 

transfer .  I f  th is  is  the case,  Rivers ide wi l l  honour  any promises that  were made with in 

a formal s tock transfer  agreement that was issued to customers.  

Right to Repair  (Scot land):  

Right  to Repair  Right to repair  covers  a number  of def ined  repairs ident i f ied under  

legis lat ion,  which i f  not completed wi th in the target  t imescales a l lows the tenant  to 

seek an a lternat ive contractor  and compensation may be payable for  non -complet ion  

of  the works.  Our Right  to Repair  leaf let prov ides further inf ormation on appl icable 

repairs  and is avai lable on Rivers ide Scot land’s web page.  

 

Key Legal and Regulatory References:  

•  Bui ld ing Safety Bi l l  

•  Defect ive Premises Act 1972  

•  Landlord and Tenant Act 1985  

•  Hous ing Act 1988 

•  Environmental  Protect ion Act  1990  

•  Fire Safety Act 2021 Gas Safety 
( Ins ta l lat ions and Use)  Regulat ions 
1998 

•  Health and Socia l Care Act 2008  

•  Hous ing Act 2004 

•  Equal i ty  Act  2010 

•  Construct ion (Design & Management)  
Regulat ions 2015 

•  Home Standard, Regulator of Soc ia l  
Hous ing 2015 

•  Homes (F i tness for Human Habi tat ion)  
Act  2018 

•  Party  Wal l  Act 2016  

•  L if t ing Operat ions and L i f t ing Equipment  
Regulat ions 1998 (LOLER)  

•  Gas Safety Management  Regulat ion 
1996 

•  Hous ing Scot land Act  2001  

•  Hous ing Scot land Act  2006  

 

Related Policies and Procedures:  

•  Aids & Adaptat ion Pol icy  

•  Asbestos Procedure  

•  Complaints  Pol icy  

•  Customer Care Pol icy  
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•  Customer Feedback Procedure  

•  Damp and Mould Pol icy  

•  Decant  Procedure  

•  Empty Homes Standard  

 

•  Electr ical  Safety  Pol icy  
•  Equal i ty ,  Divers i ty & Inc lus ion Pol icy  

•  Financ ia l Redress Procedure  

•  Fire Safety Policy  

•  Gas Management  Pol icy  

•  Health & Safety  Pol icy  

•  Our Planned Standard  

•  Warning Marker  Procedure  

•  Water Safety Policy  

 

5. Roles and Responsibilities  
 

5.1  What  we and our customers are each respons ib le for  is  set  out  in our  

tenancy/ leasehold/ l icence agreements .  

5.2  We wi l l  mainta in a l is t  on our  webs ite of our  and our customers ’ respons ib i l i t ies  

(See Appendix  2) .  However,  i t  is  a lways the law and the indiv i dual  tenancy 

agreements  that  govern these respons ibi l i t ies in  each case, not  th is webs i te l is t .  

In  par t icu lar:  

−  We expect our customers to treat their  homes, and carry out repairs and 

maintenance, in accordance wi th the responsibi l i t ies set out in their  ten ancy 

or lease agreement .  We wi l l  not  normal ly  under take repairs which,  under the 

tenancy or lease agreement , are the customer ’s respons ibi l i ty  ( though p lease 

see below on “ass is t ing our customers”) .   

−  We wi l l  not  normally  under take repairs to f ix tures and f i t t ings insta l led by our  

customers.  I f  we do at tend a customer’s  home and i t  is  found to be a 

customer ’s  own ins ta l led component,  we reserve the r ight to recover the cost  

of the repair  from the customer; i f  we cannot repair  then we wi l l  replace i t  wi th 

a component f rom the Rivers ide spec i f icat ion.  

−  Where damage is  caused by customers (or  their  family  or v is i tors)  to their  

home we wi l l  expect  the customer to rect i fy  i t .  I f  the customer does not  do so,  

or  does not  do so to the required standard,  we may carry  o ut  the repair  and 

recover  the cost  of doing so from the customer.  
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5.3  We know that  occas ional ly  our  customers bel ieve that  we should under take 

repairs and maintenance that ,  under the tenancy, l icence, or lease agreements , are  

not cons idered to be our respons ibi l i ty .  These most  commonly  re late to:  

−  Trees and bushes.  At the start  of the tenancy, Rivers ide wil l  ensure they are at  

a reasonable height and span ( tak ing into account proximity to paths/bui ld ings,  

b lock ing l ight  etc .) ,  are not  caus ing damage and are not  s igni f icant ly  d iseased.  

We wi l l  expect customers to then mainta in  trees at  the height and span dur ing  

the tenancy. Leaseholders  should check their  lease agreement to check on 

where respons ib i l i ty  for  trees l ies ,  as  there can be var iat ions depending on the 

agreement and where the tree is s i tuated, for  example with in comm unal gardens 

tree maintenance is usual ly  Rivers ide’s respons ib i l i ty  or  the respons ib i l i ty  of  a  

managing agent .  

−  Walls ,  fences and boundar ies .  Rivers ide is  responsib le for  boundary  fences 

( th is  inc ludes fences that lead onto a publ ic r ight of  way such as a road,  f ield,  

waterway or  car  park.  This  a lso inc ludes d iv id ing fences that  are between two 

propert ies.  

− Mould and Condensat ion.  We ask our customers, where they can, to adequately  

heat rooms – The Wor ld Heal th Organisat ion recommends 18°c; customers  

should a lso ensure that the vent i la t ion units  prov ided are swi tched on to 

eradicate the poss ib i l i ty  of condensat ion and mould occurr ing.   Customers who 

are concerned about the cost of energy b i l ls  can contact Rivers ide’s Affordable 

Warmth Team for adv ice. We advise that our customers c lear mould spots as  

soon as they appear us ing an ant i fungal c leaning product.  I f  customers have 

at tempted to c lean the area and i t  cont inues to come back, i t  should be reported 

to us so we can arrange for i t  to be inspected and asses s the under ly ing cause.  

This only re lates to social and affordable rent proper t ies . Leasehold customers 

should refer to their  ind iv idual lease. Please a lso refer  to Rivers ide’s Damp and 

Mould Policy  for  fur ther guidance.  

−  Decorat ion.  Customers are respons ib le for  decorat ing and mainta in ing 

decorat ive order with in their  homes. However, where we have completed a 

repair  and that repair  has resulted in damage to ex ist ing décor, or  an obv ious  

and s ignif icant  contrast between the repaired area and exis t ing décor,  we wi l l  

make good that area and decorate i t .  The nature and extent of  the decorat ion 

wi l l  be sole ly at our d iscret ion. This only  re lates to soc ial  and af fordable rent  
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propert ies. We have no such equivalent  respons ib i l i t ies  in respect of leasehold 

homes.  

 

5.4 Assis t ing  our customers.  

We recognise that some of  our  customers may need help when i t  comes to meet ing 

their  repair  respons ib i l i t ies.  We may,  ent ire ly  at  our d iscret ion, provide a serv ice in  

addit ion to the s tatutory and contractual  respons ib i l i t ies ,  t o  ass ist  our  customers who 

may need suppor t to  meet the condi t ions of  their  tenancy.  We wi l l  make th is 

assessment based on the indiv idual customer’s needs at  the point of the repair  

request ,  inc luding whether there is anyone else who might reasonably assis t them,  

and whether  there are any immediate r isks  to their  heal th or  safety .  This  may inc lude 

an extens ion to the scope of repairs  which we carry  out .  
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6. Risks  
 

Risk Appetite  Risk Thresholds Risk Indicators  

•  We seek to avoid legal  or  

regulatory breaches 

regarding Disrepair .  

•  Abandoned repairs wi l l  be 

minimised by making repair  

appointments  and 

communicat ing deta i ls  of 

when repairs  are due to be 

completed.  

•  We seek to avoid any health 

& safety concerns for our  

customers and others .  

•  Compl iance wi th al l  

legal and regulatory 

requirements .  

•  Compl iance wi th al l  

Asset  Key Per formance 

Indicators.  

 

•  Number  of  Disrepair  

c laims received.  

•  Monthly  monitor ing 

of  KPI performance.  

•  Number  of  

complaints 

received.  

•  Customer 

sat is fac t ion scores .  

 

 

7. Appeal & Complaints  
 

We aim to meet a l l  our  obl igat ions to carry out repairs with in statute and th is pol icy .  

I f  we do not,  our customers can contact us and inform us of this .  We wi l l  respond to 

complaints regarding our  repairs serv ice in l ine with our Com plaints pol icy and 

Customer Feedback procedure.  

 

8. Equality, Diversity and Inclusion  
 

Rivers ide is  commit ted to Equal i ty,  Divers i ty & Inclus ion. We st r ive to be fa ir  in our  

deal ings with a l l  people, communit ies  and organisat ions, tak ing into account  the 

d iverse nature of  their  cu lture and background and act ive ly  promot ing inc lus ion. This 

pol icy  a l igns wi th Rivers ide’s  Equa l ity ,  Divers ity  and  Inclus ion Po l icy  and has been 

subject  to an Equal i ty Impact  Assessment.  

http://ric/sorce/beacon/singlepageview.aspx?pii=589&row=5333&SPVPrimaryMenu=5&SPVReferrer=Equality%20and%20Diversity
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Appendix 1: Definitions  
 

Term Descript ion 

Respons ive 

Repair  

This is  repair  work  carr ied out fo l lowing a request from a customer, a 

customer 's representat ive, or  a Riverside employee.  I t  rect i f ies , and 

makes good, a component,  e lement  or insta l lat ion in a Rivers ide 

property  or communal  area for which we are respons ib le,  when i t  is  

faulty  or  in  a s tate of  repair .  

Planned or  

Cycl ica l 

Maintenance 

This is  work that is  carr ied out on an agreed cycle and as part  of our 

p lanned investment in our  homes.  This can be both substant ia l  works 

carr ied out  over  a longer t ime frame. (E.g. upgrading f ire systems, or 

door  entry systems)  or  the cyc l ica l  repair  or  upgrade of components of 

a proper ty or scheme (e.g.  k i tchens, roof ing, doors  & windows,  gas 

appl iance serv ic ing) .  

Emergency 

Repairs 

(England)  

Emergency repair  requirements  have an immediate heal th and safety 

r isk to our customers, their  home or  their  neighbours. We wi l l  respond 

to a request  with in 4 hours  (phone cal l  or  at tend)  and complete a 

repair  or  carry out  a temporary repair  to  make the s i tuat ion safe wi th in 

12 hours of the repair  being repor ted. I f  we carry out  a t emporary  

repair ,  we wi l l  return wi thin a *reasonable t imeframe to complete the 

repair .  They may include:  

−  Complete loss of  heat ing, e lectr ic i ty ,  hot  water or  water supply .  

−  **Gas leaks or  faulty  carbon monoxide detectors ( i f  you can smel l  
gas or fumes).  You should a lso check any safety  label which is  
prov ided near to the appl iance for fur ther guidance.  

−  Blocked dra ins, or  sewage overf lowing into your  home.  

−  Burst  p lumbing or f lood or leak that  cannot  be conta ined.  

−  Problems f lushing the to i let .  

−  Burst  storage tanks, cyl inders or  p ipes.  

−  Damaged or fai l ing e lectr ica l wir ing, l ight ing or l ight f i t t ings.  

−  Problems with k i tchen or bathroom l ights .  
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−  Faul ty l i f ts .  

−  Problems with equipment insta l led as par t of  an adaptat ion ( that 
Rivers ide has ins ta l led).  

−  Any ser ious secur ity  issues, such as a front door  that doesn’ t  lock.  

−  Blocked escape route.  

−  Window jammed open or shut .  

−  Unsafe, insecure or broken doors and windows,  inc luding f ront ,  
back, communal  and f i re doors .  

−  Faul ty external or  automat ic doors , gates,  or  warden cal l  systems.  

−  Damaged or faul ty f i re  safety equipment,  or  damaged f ire safety  
s ignage 

−  Exposed/damaged asbestos conta in ing mater ials .  

−  Anyth ing that may present an immediate health and safety  r isk.  

Emergency 

Repairs 

(Scot land)  

4 Hours : F ire,  gas leak; boi ler  fumes leak;  water mains leak with in 

property  (or f la t  above); no power;  burst  radiator (not  a minor  leak) ;  

insecure proper ty;  b locked or broken WC ( i f  only  one in proper ty) ;  

community a larm fa i lure;  smoke alarm fa i lure; health & safety  related 

matters .   

 

12 Hours:  Water leak; par t  power  fa i lure;  leaking radiator (not  a  

major  leak);  no hot water ;  faulty  dra inage;  common s ta ir  l ight ing 

fa i lure; major  rain penetrat ion through roof;  safety  related mat ters.   

Urgent  Repairs  

(gas) (P15 – 3 

calendar  days)  

Urgent  gas repairs wi l l  be completed in 24 hours  dur ing 1st  October to 

31st March,  and in other months wi l l  be completed in up to 3 calendar  

days.  

Urgent  Repairs  

(P2 – 5 calendar 

days)  

Problems with general  l ight ing wi th in the proper ty (not  k i tchen and 

bathroom which are c lassed as an emergency)  

Severe, v is ib le mould on internal p lastered surfaces,  such as cei l ings 

or wal ls .  (NB. Please see Damp & Mould pol icy)  

Equipment  or debr is  in  communal areas and b in chutes, or  problems 

wi th removing waste mater ia ls .   
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Any hazard in communal areas, such as s l ip,  tr ip and fa l l  hazards,  

rodent  in festat ions or damaged play equipment.   

Problems with communal  TV aer ia ls .   

Fol low on gas work , for  example i f  a part  is  required.  

 

 

Appendix 2: Responsibilities   
 

Riverside:  

We wil l  keep in repair  the s tructure and exter ior  of  your  home including:  

−  Drains,  gutters and external  pipes.  

−  The roof .  

−  External  wal ls and doors of your home, windowsi l ls ,  sash cords, ex ternal  

window and door  frames,  catches and g lass,  inc luding necessary paint ing 

and decorat ion.  

−  In ternal wal ls ,  sk ir t ing boards, doors  and door frames,  f loors,  ce i l ings and 

p lasterwork,  but not including decorat ion of  these.  

−  Chimneys and chimney stacks and f lues but exc luding the swe eping of  

chimneys.  

−  Pathways and s teps (where they are the main means of  access to your  

home).  

−  Garages and s tores ( i f  inc luded in your tenancy).  

−  Boundary  wal ls and fences that  are present at  the star t  of  your  tenancy.  

−  Faul ty locks to windows and doors  (but not lost keys)  

−  Washing l ines (communal  areas only)  

 

We wil l  keep in repair  and work ing order the insta l la t ions for  room heating,  water  

heat ing and sanitat ion and for  the supply  of water ,  gas and electr ic i ty ,  inc luding:  

−  Basins, s inks,  baths, to i le ts (but no t  the to i let  seat) ,  f lushing systems and 

waste pipes.  

−  Electr ical  wir ing,  gas p ipes and water  pipes.  
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−  Water heaters,  f i t ted f i res and centra l  heat ing insta l la t ions;  ( i f  a gas f ire or 

any other  foss i l  fuel  appl iance is  ins ta l led as a secondary  source,  i t  wi l l  not  

be replaced.)  

−  Sockets and l ight  f i t t ings,  that were present  or insta l led at the t ime the 

tenancy started.  

−  Bathroom and Kitchen l ight bulbs that were present or insta l led at the t ime 

the tenancy s tar ted.  

−  Smoke alarms which were present  in  the proper ty at the t ime the tenancy 

star ted.  

−  Vent i la t ion.  

−  Fire doors  wi thin communal premises,  entrance doors onto communal  

walkway, and internal doors  ( f lats  only) .  

 

We must  carry  out annual  inspect ions of gas appl iances,  p ipework and f lues and a l l  

propert ies must  have a val id  e lect r ica l safety inspect ion cer t i f icate (EICR) every  5 

years .  

We must  take care to keep in repair  the communal entrances, hal lways, s ta irways, 

l i f ts ,  passageways, rubbish chutes and any, and a l l  communal par ts and areas, 

including e lectr ic  l ight ing and sept ic  tanks.  

We wil l  keep in repair  and work ing order any adaptat ions that we have prov ided in 

the customers home, inc luding sta ir  l i f ts  and hoists . We wi l l  not be respons ib le for  

anything insta l led by the customer or a th ird pa rty  ( including any person or  

organisat ion that prov ides support  to the customer.)  

We wil l  not be l iab le for  the repair  of  any of the i tems l is ted above,  i f  the repair  is  

necessary because of  damage to,  or  neglect  of  the customers home by the 

customer ( including any fa i lure to comply with their  tenancy agreement) ,  or  

members of  their  household or v is i tors . Please refer  to sect ion 5.2.  

 

Our Customers:   

The customer wi l l  te l l  us about  any repairs that need to be done that  are our  

respons ib i l i ty  as soon as they  become aware of them. The customer wi l l  a l low our 

staff ,  agents  and contractors access to their  home.  
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The customer wi l l  carry out  any minor repairs to their  home that  are not  Rivers ide’s 

respons ib i l i ty .  This  inc ludes,  but not  l imited to:  

−  Replac ing or repair ing any f ix tures or f i t t ings (such as locks and keys, 

h inges,  g lass in doors  and windows, baths,  to i le ts,  s inks, and bas ins) which 

require at tent ion due to misuse by the customer,  or  members of  their  

household or v is i tors  to their  home.  

−  Decorat ing the ins ide of  their  home and keeping i t  in a reasonable state of  

decorat ion.  

−  Keeping a l l  baths, s inks and c isterns,  sani tary f i t t ings and drains c lean and 

unblocked.  

−  Renewing chains and p lugs for s inks,  baths and bas ins.  

−  Replac ing l ight bulbs.  

−  Repair ing and, i f  necessary replac ing, gate catches,  f i replace t i les  and 

locks.  

−  Mainta in ing in a good state of repair  any f ix tures and f i t t ings that the 

customer ins tal ls  in  their  home ( inc luding cookers  and e lectr ica l appl iances) .  

−  Mainta in ing in a good state of repair  a l l  to i le t  seats.  

−  Replac ing lost  keys.  

−  Check ing and ( i f  required) replac ing batter ies in  any smoke or carbon 

monoxide detector  in  their  home.  

−  Cleaning any mould caused by condensat ion.  

−  Alter ing doors for  carpets  (unless f la ts with in communal b locks)  

−  Fi l l ing smal l  p las ter cracks.  

−  Clothes posts  and l ines (unless communal)  

−  TV aer ials  (unless communal)  

−  Al l  “making good”  and repairs  when vacat ing a proper ty.  

 

The customer must keep their  pr ivate garden t idy  by cut t ing any grass regular ly,  

keeping trees and shrubs tr immed and mainta in ing any beds.  

N.B Please be aware that repair  respons ib i l i t ies for  Supported Housing customers 

wi l l  be covered by our  “Ass ist ing our Customers”.  
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Appendix 3: How to Report a Repair and Understanding the Progress of a Repair 
 

Rivers ide of fer  a var iety of  methods in which a customer  can report  a repair .  These 

include:  

−  Our Customer Service Centre (avai lable 24/7) v ia te lephone on 0345 111 

0000 or for  One Hous ing customers on 0300 123 9966.  

−  Onl ine v ia our webs i te, or  by us ing our  L ive Chat  funct ion.  

−  Onl ine us ing our  customer app My Rivers ide or My OneHousing.   

−  Via emai l  haveyoursay@riverside.org.uk  or  ask@onehous ing.co.uk    

− Contact ing their  local Rivers ide/OHG representat ive.  

 
Customers receive email  or  tex t conf irmat ions after  they have ordered a repair  and 

can also check on i ts status v ia the App which can be downloaded from our  

webs ite.  

 

On the day that a repair  is  due to be completed customers can track where 

operat ives are whi le travel l ing to their  home for  a repair  appointment . I t  prov ides a 

real- t ime locat ion and a method of two-way communicat ion between the customer 

and operat ive dur ing the journey,  should there be a need for contact before arr iva l .  

 

Operat ives wi l l  adv ise customers on the s tatus of  their  repair  i .e.  i f  i t  is  complete 

or i f  any fo l low-on works w i l l  be required.  

 

Appendix 4: Code of Conduct and Expectations  
 

Our contractors  agree to meet  our  code of  conduct.  We expect  them to:  

−  Keep their  appointments or,  i f  i t  is  necessary  to change them, do so and 

adv ise customers of  th is in good t ime.  

−  Carry  and show an ident i f icat ion card bear ing their  name, the name of  their  

employer , and a recent photograph of themselves.  

−  Work ef f ic ient ly  and t id i ly .  

−  Treat  the customer and their  home with respect .  

−  Be pol i te  at a l l  t imes.  

mailto:haveyoursay@riverside.org.uk
mailto:ask@onehousing.co.uk
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−  Clear up af ter  themselves.  

−  I f  a  repair  cannot  be resolved on f irs t  contact,  a fo l low -on appointment wi l l  

be agreed upon on s ite between the Riverside contractor and customer.  

 

Our contractors /col leagues have a r ight  to feel safe whi le at work  and may remove 

themselves from any s ituat ion i f  they determine i t  to be necessary .  

In return, we ask our customers to:  

−  Prov ide Riverside and our  contractors access to their  home at the agreed 

appointment  t ime – or  change i t  as  soon as poss ib le i f  the customer is  not 

going to be at home at  the agreed t ime.  

−  Treat  our  staf f  and contractors  wi th respect .  

−  Check the contractor 's  ident i f icat ion card and i f  there are any concerns 

about  the authent ic i ty of  the ident i ty to cal l  our customer serv ice centre 

immediate ly  on 0345 111 000 /  0300 123 9966.  

−  Take chi ldren wi th them i f  they have to leave the proper ty whi ls t  the 

contractor is  in  their  home.  

−  Refra in from smoking ins ide whi le the contractor  is  in their  home.  

−  We ask that a l l  non-conta ined pets  (e.g.  dogs, cats)  are removed f rom the 

area of repair .  

 

Period of  Review: 

Our pol icy  rev iew programme is  dr iven by service improvement  in i t iat ives,  changes 

to legis lat ion,  regulat ion, evolv ing good pract ice or  feedback from customers and 

other s takeholders.  Typical ly ,  we rev iew pol ic ies on a three -year  cycle.  This  pol icy 

wi l l  be maintained by the Bus iness Management & Repairs  team who wil l  be 

respons ib le for  a l l  amendments to the document.  
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