
 

EMERGENCY REPAIRS 
 
Emergency repairs (this means call out of hours cover/Mole Valley to contact Contractor) 
 
Examples of repairs that would be considered emergencies are: 
 
Gas leaks. These should be reported directly to the National Gas Emergency Service on                    
0800 111 999. Their full details and advice about what to do if you smell gas are available on the 
National Grid website 

 

 Total loss of electricity or a dangerous electrical fault (sparking cables) 
 Total loss of water supply or a major leak (such as a burst pipe or water tank within the property; 

think Flat 44 Fenner) 
 If resident has access to only have one toilet and they cannot use it (this means the 

communal options are not available for them to utilise) 
 A blocked drain or serious leak of sewerage (this is an observable event, not a presumed 

occurrence) 
 If heating breaks down during winter where there is no other form of heating available. 

Alternative provision of fan heaters is an intermediary response until Maintenance team are on site 
during normal working week. 
 

Any other repair that poses a risk to you or the public or to the structure of the building eg if a 
lorry drives into the side of the building, the roof fails in, or a fire is started inside the property. 
When a repair problem is categorised as an emergency, we have a duty of care to respond ASAP. If 
we are unable to complete a permanent repair at that time, we will undertake whatever temporary 
measures are practical to ensure the situation is safe. The next working day we will make 
arrangements to undertake a permanent repair of the problem. 
 
Urgent repairs (this means it will wait til Monday morning, but email maintenance supervisor/call him 
on Monday to highlight requirement) 
Examples of repairs that would be considered urgent (but not an emergency) are: 

 Partial loss of electrical power or light 
 Unsafe power, lighting socket or electrical fitting 

 Partial loss of water or gas supply 

 Loss or partial loss of water / heating 

 Blocked or leaking drains, or soil stack 

 Toilet blocked or not flushing 

 Blocked sink, bath or basin 

 Tap which cannot be turned off 

 Leak from water or heating pipe, tank or cistern 

 Leaking roof 

 Insecure external window, door or lock 

 Loose or detached stair handrail 

 Door entry phone not working 

 Extractor fan not working in a kitchen or bathroom with no other venting 

 

When a repair problem is categorised as urgent, we will attend within three working days. In certain 

circumstances we may treat an urgent repair as an emergency, for example a blocked toilet would be 

an emergency where it is the only toilet in the property (eg at HMO’s) 

Non-urgent repairs (this means put a slip in the maintenance box) 

These are less urgent repairs that can wait a short time (up to 28 days) and include minor problems 

with toilets, baths, sinks, doors or windows sticking, plaster repairs, brickwork and other non-urgent 

internal and external repairs. 

http://www2.nationalgrid.com/uk/our-company/gas/

