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We want you to be safe and comfortable in your home. 
We will carry out repairs within agreed response times and, 
wherever possible, offer an appointment for the work to be 
done at a time that suits you. When we plan programmed 
work, we will let you know and involve you whenever we 
can in the decision-making process.

	 What are your responsibilities as my landlord?

As your landlord, we will maintain the structure and 
outside of your home and its associated outbuildings, 
including the foundations, walls and applied external 
finishing, floors, roofs and roof coverings, chimneys, 
vents, external doors and windows, including frames and 
ironmongery excluding replacement keys, surface and  
foul water drainage.

We will also maintain the installation in your home for 
supplies including water, gas and electricity, sanitation, 
heating appliances and external paths and steps. Your 
tenants’ handbook contains a full list but please contact  
us if you are unsure.

	 What are my responsibilities?

Your responsibilities include the internal decoration of the 
property and keeping it in good decorative order. You are 
also responsible for the costs of putting right any damage 
to your home that has not been caused by fair wear and 
tear. Small items such as repairing the plug and chain in 
your bath or replacing fuses are also your responsibility. 
Please contact us if you are unsure.

	 How do I report a repair?

You can report a repair by: 

Phoning 08000 461 600 which is free from a landline or 
01642 233780, which is charged at the local rate from a 
mobile phone

Calling in to your local housing office 

Logging on to our websites at www.erimushousing.co.uk 
or www.teesvalley.org



	 What happens once I report a repair?

You will be asked for the following information:

•	 Your full name and address

•	 Your name if you are making the request on behalf  
	 of the tenant

•	 As clear a description as possible of the work required

•	 When is the best time for us to carry out the work

•	 Arrangements for gaining access to the property

•	 Any special circumstances, for example, if you are 		
	 elderly or disabled.

	 Will you need to inspect the repair before the 		
	 tradesperson carries it out?

No, normally we will only inspect it if the problem you 
report appears to be complex or may take a lot of work 
to resolve. Wherever possible we will use our employees 
to identify work we need to carry out. If we do need to 
inspect the repair we will do this as soon as possible.



	 What priority will my repair be given?

We aim to carry out all repairs to your home at a time 
that suits you. This means we do not place repairs into 
categories. We will agree a time to do the repair with you; 
however if a repair is considered to be a risk to life or to the 
property, we may insist on responding sooner. 

	 Is there an emergency repairs service out of  
	 office hours?

Our repairs service operates 24 hours a day, seven days a 
week. There is full cover during normal office hours with 
reduced cover available outside these times.  
Please be aware this reduced cover service is only intended 
to provide a response where your health and safety is 
judged to be severely and immediately at risk or serious 
damage is taking place to our property, e.g. a fast water 
leak or burst.

If you have an emergency repair out of normal office 
hours, ring Erimus Housing on 08000 461 600 which is 
free from a landline or 01642 233780 which is charged at 
the local rate from a mobile.

	 What about allowing access?

Please allow anyone who works for us access to your 
home to inspect it or to carry out work to yours or an 
adjoining property. We will arrange appointments with 
you when you report a repair. Please make sure you keep 
to them so we can carry it out for you. If you are unable 
to keep an appointment, please let us know so we can 
rearrange and offer the slot to another tenant.

Our members of staff are trained to show you their 
identity and tell you their name before entering your 
home. Repairs employees will contact you on the day of 
the appointment to confirm the work required and to give 
an approximate time they will arrive. Please do not let 
anyone into your home without seeing their identification 
first. If you are unsure of their identity, please call us on 
08000 461 600 or 01642 233780 before allowing them 
into your home. 



	 Do you have a code of conduct?

Yes. Anyone representing Erimus Housing who attends 
your home to carry out work must ensure it is carried out 
with the minimum of disruption to you and with respect 
for you and your home. A copy of the code of conduct is 
available at all our area housing offices.

	 Can I make an appointment?

Yes, we will arrange an appointment with you for all 
repairs; we can offer a morning or afternoon appointment 
for a day that suits you when you report the repair. Once 
an appointment has been made, please let us know if  
you are unable to keep it and we will rearrange it for you. 
Contact us on 08000 461 600 or 01642 233780.

	 Can I give feedback on the repair?

When the operative arrives at your home, you will be 
given a short satisfaction survey asking you for views on 
the repairs service and the standard of work carried out. 
You can return this to us in the pre-paid envelope provided. 
We may also contact you by telephone to find out 
whether you are satisfied with the completed work.



  What if I am not satisfied with the work carried out?

If the repair has been completed but you are not  
satisfied with:

•	 The workmanship

•	 The extent of the work

•	 Incidental damage which may have been caused

•	 You do not feel the fault has been remedied

•	 You disagree that the repair is not Erimus Housing’s 		
	 responsibility

please contact us to explain the problem. If the matter 
is not resolved, you can follow our corporate complaints 
procedure. You can ask for information on the process at 
your local housing office or by ringing us.

	 What about asbestos in the home?

Asbestos was used in building materials until the mid 
1980s. As long as it remains undamaged, it is safe. We 
have policies and procedures for managing asbestos that 
include surveying buildings to find out where asbestos is 
present so that we can decide the safest way of dealing 
with it. 

	 Will I have to pay for any repairs?

You will have to pay the whole cost of any repair or 
replacement arising from damage caused to the property 



(or adjacent properties) deliberately or neglectfully by you, 
your family, visitors or lodgers. Repair or replacement must 
be to a standard acceptable to Erimus Housing.

	 What if I disagree with being charged for repairs?

If you do not agree with being asked to pay for repairs that 
you are charged for, you should contact us and we will 
discuss the situation with you.

	 What if my home needs modernisation or  
	 structural repairs?

If your home needs extensive structural repairs, or is 
included in a modernisation programme, you may be 
asked to move out of your home on a temporary basis 
while the work is completed but this will only be in extreme 
cases. In such cases we will provide a suitable property and 
arrange removals for you.

	 Contacts

For more information contact us free from a landline 
on 08000 461 600 or ring us on 01642 233 780 to be 
charged at local rate from a mobile phone.

Alternatively, for Erimus Housing log on to  
www.erimushousing.co.uk

For Tees Valley Housing log on to www.teesvalley.org
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Arabic

Please tell us if you need help to read or understand 
this information. If you need it in large print, Braille or in 
another language, please contact us free of charge from a 
landline on 08000 461 600 or on 01642 233780, which is 
charged at local rates from a mobile phone.

Bengali

Hindi

Kurdish

Polish

Punjabi

Urdu


