
Indicative Timescales for Repairs and Maintenance 
Responsive Repairs 

The targets for responding to responsive repairs have been sorted into categories 
depending on the severity and urgency of the issue as shown below. The examples of the 
repairs are an indicative guide and not an exhaustive list. 
 Emergency Repairs 
These are repairs that pose an immediate risk to safety and wellbeing. We will make every 
effort to ensure that emergency repairs will be attended to and completed within 24 hours 
and in some cases we will aim to respond in 4 hours. Once the emergency issue has been 
addressed, we may need to return to carry out further repair work in line with our other 
timescales. The below are indicative examples of how we will prioritise emergency repairs: 

• Damage or faults to a property where there is an immediate 
serious risk to persons or property, such as unstable structures. 

• Uncontainable leaks  
• Gas leaks (Via Cadent) 
• Dangerous electrical faults where live cables are exposed. 

Within 4 hours 
MiS: 
Emergency (4 
hours) 

• Failure of heating system from November to April (Winter) 
• No hot water from November to April (Winter) 
• Toilet not flushing, where there is no other working toilet in the 

house 
• Unsecure properties 
• Lockouts (supported sites only) 
• Major drainage problems. 
• Lift Breakdowns 
• Fire alarm system/smoke or carbon monoxide alarm faults 
• Complete electrical failures. 

Within 24 hours 
MiS: 
Emergency (24 
hours) 

Priority Repair  
These are repairs which are not classed as emergency but would result 
in a loss of a basic facility or where further damage will be caused if the 
problem is not dealt with. We will aim to complete the repair in 5 days. 
The below are indicative examples of priority repairs: 

• Leaking pipes or waste traps 
• Faulty front door locks 
• Blocked toilets (where there is more than one toilet in the 

property) 
• Blocked basins, bath or sinks 
• Intermittent electrical faults 
• Cleaning of mould 
• Containable leak. 
• No hot water May to September (summer) unless a member of 

the household is elderly, disabled, chronically ill, or a child under 
the age of five 

Within 5 days 
MiS: Priority 
Repair 

Routine Repair 



All other issues of a day-to-day repair nature where the Group has 
responsibility to respond are routine repairs. The below are indicative 
examples of routine repairs: 

• Minor plumbing repairs 
• Brick work issues 
• Taps not turning off fully 
• Minor carpentry 
• Failure of extraction fans 
• Minor fence repairs 
• Repairs to light pendants and electrical fittings 
• Re-sealing and grouting 
• No heating May to October (summer) unless a member of the 

household is elderly, disabled, chronically ill, or a child under the 
age of five 

However, some repairs may take longer due to their complexity and 
cost. Where this is the case, we will consult the customer and explain 
what we are doing to resolve the issue and agree an appropriate time 
scale. We may have to make temporary repairs whilst we plan for 
longer term improvements. 

Within 42 days 
MiS: Routine 
Repair 

Routine Void Repair 
The below are indicative examples of routine void repairs: 

• Decorating  
• Boiler servicing 
• Gas safety check 
• Electrical safety check 
• Appliance safety check 
• Cleaning 

Within 3 
working days 
MiS: Low (Void) 

Scheduled Maintenance 
Scheduling planned maintenance is a complex issue and operatives and contractors will 
recommend timescales for planned maintenance when they identify cyclical and future 
works.  
Repair Type Timescale MiS Category 
Short Term Maintenance Completed within 3 months Short 
Medium Term Maintenance Completed within 6 months Medium 
Long Term Maintenance Completed within 12 months Long 
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