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3.00 Introduction 
 
Ark Housing’s maintenance service is a significant proportion of the Association’s work 
and by listening to our tenants, we endeavour to provide housing which is in excellent 
condition and maintained to the highest possible standards. 
 
The Association aims to provide a prompt and efficient maintenance service to all of its 
tenants.  We are committed to offering the highest possible standards of service. 
 
This section of your handbook has been designed to assist you in reporting repairs. 
It will help you to provide the Association with the information we need to record 
your repair accurately and to give your repair request the correct priority. 
 
This section will help you inform us of the nature of repair you need and helps us 
get the repair right first time, every time. 
 
For each repair some basic technical information is given should you need any of this 
explained please do not hesitate to contact us. 
 
This section also gives you some useful information and advice in relation to our 
maintenance service and your responsibilities as a tenant. 
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3.01 How To Report Your Repairs 
 
(During Office opening times Monday- Thursday, 9.00am – 5.00pm, Friday, 9.00am 
– 4.30pm) 
 
Your request for a repair can be submitted to the Association by any of the following 
methods: 
 

1. Report to the Scheme Supervisor or other member of staff. 
2. By Telephone  
3. By Letter 
4. By Email 
5. Through our website – www.arkhousing.co.uk  
6. In person at the office: 

 
Ark Housing Association 
Units 17 & 18 
North City Business Centre 
Duncairn Gardens 
Belfast 
BT15 2GG 

 
 
General Repairs 
 
When reporting a repair please ensure you state the following: 

 Your name 

 Your address  
 A telephone number where you can be contacted 
 Details of when your home can be accessed  
 A full description of the fault 

 
Emergency Repairs 
 
If you have an emergency repair which needs dealt with when our office is closed, 
you can still call our office and a recorded message will give you the out of hours 
service telephone number. 
 

It is important that you only use this number in an emergency 
 

(Emergency repairs may only make safe the problem and the final repair may then 
be completed during normal works hours) 
 
 
 
 
 

http://www.arkhousing.co.uk/
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3.02 Repairs 
 
Repairs will be given a timescale within which the Association expects the work to be 
completed. By giving us contact details and information on the best times to call we 
can then advise our contractors and ensure a more efficient prompt response to 
your repair request. 
 
Maintenance Priorities 
 

IMMEDIATE CALL OUT 
 

 

A repair to be attended to by the contractor 
within 4 hours.  These are repairs which 
imminently affect the health, safety and welfare 
of the tenant, general public or which poses an 
immediate threat to the fabric of the building.  
Immediate call outs would cover similar works 
to those covered by an emergency repair, but 
specifically those which cause a higher risk to 
person and property. 
 

EMERGENCY REPAIRS 
 
 

A repair to be completed within 24 hours. These 
are defects and repairs, which may endanger 
the health, safety and welfare of tenants, or the 
general public, or could cause serious damages 
to the fabric of the building.  Some Emergency 
repairs may only make safe the fault at the first 
visit. 
 

URGENT REPAIRS 
 
 

A repair to be completed within 4 working days, 
these would include repairs such as partial loss 
of electrical power, a minor leak, insecure 
external window or communal door lock 
 

ROUTINE REPAIRS 
 
 

A repair to be completed within 20 working 
days.  These are repairs, which do not cause 
major inconvenience to tenants or staff, or 
damage to the fabric of the building. 
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3.03 Tenant Responsibilites  
 
Although Ark Housing is your Landlord we are not responsible for all repairs in your 
home. Your responsibility as the tenant includes: 
 

 Decorating the inside of your home including making good minor cracks in the 
plaster. 

 Repairing any damage that may have been caused by misuse or through neglect 
by you, any member of your household or a visitor. 

 To take all reasonable precautions to prevent damage to the property by fire, 
frost, the bursting of water pipes or the blocking of drains.  

 Ensuring your oil or gas heating system has adequate fuel or credit (costs for 
reinstating heating following such failure will be passed onto the tenant). 

 To keep your garden clean and tidy and your grass cut. 
 To ensure that the property is clean, tidy, reasonably decorated and that all 

unwanted belongings have been cleared (including any in the roofspace) at the 
end of your tenancy. 

 The Association also relies on you to report any faults promptly and to provide 
access to our contractors to ensure that the repair can be undertaken within the 
Associations agreed timescales. 

 Access to your home is essential to carryout repairs. Ark Housing will try to be 
specific about when the contractor will call. The more flexible you can be about 
access times and providing access details will help to have a repair carried out 
more efficiently. 

 If there is an emergency repair required and you are absent from home, Ark 
Housing reserves the right to enter your home and make safe any defects. 

 
Ark Housing Association views items for which you will be held responsible as those 
deemed consumable and caused by everyday usage and natural wear and tear, such 
as: 
 

 Replacement of all curtain rails  

 Bleeding radiators  
 Cleaning of drains and wastes  
 Elements to electric fires  
 Securing WC bowls and replacement seats 
 Fireplace tiles 

 Draught exclusion to the doors and windows  
 Fitting of TV aerials (except where a communal TV aerial is provided) 
 Filling of minor cracks to plaster prior to redecoration and during defects. 
 Adjusting doors to accommodate carpets, laminated floors and other flooring 
 Replacing locks if you lose your keys  
 Plumbing in washing machines or dishwashers 

 Shower heads, plugs and chains on sinks, bath and basins 
 Bathroom cabinets, towel rails, toilet roll holders, mirrors 
 Plugs, light bulbs, tubes and light fittings. 
 Changing of domestic fuses, resetting trip switches 
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 Replacement bins, washing lines  
 Exterior cleaning including cleaning gutters outside a planned gutter cleaning 

programme. 
 Clearing blocked sinks, waste and pipes within your dwelling/apartment. 
 Additional locks or security features. 

 Replacement of glazing (unless the breakage is caused as a result of an act of 
social unrest and subject to confirmation via a police report. In these 
circumstances the Association may undertake the replacement)   

 
It is important to remember that the Association cannot be held responsible for the 
contents of your property so we strongly advise all our tenants to maintain adequate 
household insurance which should include the above mentioned items and any 
resultant damage from the omission or failure of any such items. 
    
 
3.04 Landlord Responsibilities  
 
The Association has a legal duty as your landlord to carryout certain repairs when 
these are needed.  
 
The Association are responsible for: 
 Keeping in good repair the structure and exterior of your home or the building in 

which it is situated. This may include: 
o The roof, the outside walls, external doors, widow sills, window frames, 

including the necessary external painting and decoration 
o Internal walls, skirting boards, doors and doorframes, hinges, locks, door 

jambs, cupboards, thresholds, letterboxes, door handles, floors (but not floor 
coverings) and ceiling and plasterwork (except painting and decorating) 

 The repair and maintenance of Association fitted installations for the supply of 
water, gas and electricity, for sanitation and for space and water heating. This 
may include: 
o Basins, sinks, bath, toilets, flushing systems and pipe work. 
o Mains electric wiring, gas and water pipes and taps. 
o Water and space heaters, fireplaces and fitted fires. 

 
All of the above relate to fair wear and tear and not to tenant abuse or misuse. 
 

 In the case of sheltered housing schemes the Association will take reasonable 
care to keep communal entrance, halls, stairwells, lifts, passageways, bin 
areas and any other communal areas in a reasonable state of repair. 
 
 

3.05 Rechargeable Repairs 
 
If the Association carries out a repair which is deemed to be your responsibility, a 
recharge will be levied against you. 
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If there is any need to undertake a repair through damage, misuse or neglect by 
you, your family or visitors, it is the Association’s policy to charge you the full cost of 
undertaking the repair plus an administrative charge. You may be given the 
opportunity to make good the repair within an agreed time scale and to an agreed 
standard. 
 
Please be advised: 

 If damage is reported to the Association we will give you notice to make good 
the fault, if you fail to do so we may carryout a rechargeable repair 

 That the Association will endeavour to complete rechargeable repairs within 
standard response times but will not be held to these targets 

 The payments of any repair you are responsible for will be collected on 
completion of the repair 

 That the recovery of such charges will be invoiced directly to the tenant and 
may be subject to an administrative charge 

 If a tenant requests an item of maintenance and no fault is found the 
association reserves the right to recharge for reasonable costs incurred 

 Queries regarding rechargeable repairs should be put in writing to the 
Maintenance and Property Services Officer 

 
If a tenant requests a repair from the Association or it’s out of hours emergency 
repair centre, and the repair is found to be the tenants responsibility the cost 
incurred may be recharged to the tenant. This may also apply if false or misleading 
information is given for an alleged emergency repair which is later found to be 
unsubstantiated.   
 
 
3.06 Cyclical Maintenance  
 
Under the current cyclical maintenance programme the Association will carryout a 
heating service of all Association installed heating systems (gas & oil) on an annual 
basis in order to ensure a safe, appropriately functioning system for our entire stock. 
 
 
3.07 Planned Maintenance   
 
The Association will carryout certain pre-planned works to all its properties from time 
to time, to ensure that it remains in good order, and provides safe accommodation 
for you and your family. 
 
The Association and its selected Contractors and Consultants will contact you in 
advance to carryout a survey and inspections which may be required before planning 
a programme of works. 
 
The Association considers planned maintenance work as an important element of its 
services and we do appreciate this has the potential to cause disturbance, however 
we will endeavour to do all we can to ensure the disturbance is kept to a minimum. 



THE TENANT’S HANDBOOK 

____________________________________________________________________________ 

 

 

ARK HOUSING ASSOCIATION                                                            TENANTS HANDBOOK 

 

 
The Association will provide notice to all tenants of all forthcoming improvement 
works. 
 
 
3.08 Improvements To Your Home And Adaptations   
 
As a tenant you have the right to make reasonable improvements to your home but 
you must first ask and receive written permission from the Housing Association to do 
so. 
 
The Association will assess each request on merit. Any alterations that would make 
your home less safe or would reduce its values will not be approved. 
 
Improvement in these cases includes: 
 
 Any additions or alteration to the Associations fixtures and fittings, or to do with 

the services provided, e.g. putting in a new kitchen 
 Erecting TV, Radio Antenna, satellite receivers 
 Carryout external redecoration, laying patio, erecting sheds or extensions, 

changing windows or heating systems 
 
The Association will not unreasonably refuse permission to make improvements but 
may require certain conditions for example, that the works is carried out by a 
competent contractor to a proper standard, supervised and that statutory approvals 
such as Building Control and Planning Permission are obtained.  
 
Where a tenant replaces items or carries out alterations it will become the tenant’s 
responsibility to maintain such items. 
 
Adaptations on medical grounds: 
 
The Association cannot make adaptations to the home of an individual tenant unless 
supported by an Occupational Therapist’s recommendation. Adaptations cannot be 
carried out on the sole recommendation of a doctor, consultant, social worker or any 
other care professional. 
 
 
3.09 New Dwellings  
 
In newly constructed properties we endeavour to work within our normal 
maintenance targets, however all newly completed properties are subject to a 
‘defects liability period’ with the original building contractor. This means from the 
date of final handover, the Association has one full year’s guarantee for the building 
from our original contractor, therefore all repairs and defects that occur during this 
period will be reported to the contractor. We will engage with our architect and the 
building contractor to complete the repair as quickly as possible. 
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During the defects period any repairs requests should be reported in the normal 
way. 
 
 
3.10 Reporting A Repair 
 
Here are some of the typical repairs you may report to the Association. You should 
consider the questions we may ask you when reporting a repair. The clearer the 
information you provide, the more efficiently we can respond to the repair request. 
 

(When reporting a repair we may ask the following questions.) 
 

Heating Systems 
 

Storage heater breakdown  
 Which heater is affected?  
 Can you see the manufacturer’s details on the appliance?  
 If so what is the model called? 

 
Central Heating Boiler Breakdown 

 Which boiler is affected?  
 Can your see the manufacturer’s name?  
 If so what is the model called?  
 Have you enough oil in the tank? 
 Have you enough gas credit? 

 Have you checked your heating time clock? 
 
No Hot Water 

 Do you still have room heating? 
 What type of boiler do you have (gas, oil, electric)? 

 Can you see the manufacturer’s name?  
 If so what is the model called?  
 Do you have an immersion heater that can be used?  
 Is the programmer set correctly? 

 
Radiator not heating up 

 Is it only one radiator that is affected?  
 Are the pipes at the bottom of the radiator warm? 
 Have you bled the radiator?  
 Have you checked that the thermostatic valves or room thermostat is on? 

 
Radiator is leaking 

 Which radiator is affected? 
 Where is the leak from (at the base, from the valve for example)? 
 How much water is leaking? 
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Electrical Systems 
 
No power at all 

 Check if other properties are affected; if yes, contact Northern Ireland 
Electricity 

 Check the main fuse board 
o Has the trip switch activated at the fuse/circuit board? 

 
Lighting circuit failed  

 Do you have power to the sockets?  

 Has the trip switch activated at the fuse/circuit board? 
 Has only one light failed if so what one? 
 

Electrical fitting giving off smoke  
Firstly – turn off the electricity at the main fuse/circuit board 

 Do not use the appliance 
 Which room is it in?  

 Which fitting is affected? 
 
Wall and Ceilings 
 
Cracks in Ceilings and walls 
If of a minor nature these, can be filled with proprietary filler before you redecorate. 
 
Structural Cracks 

 Where are the cracks?  
 Do they appear externally? 
 What size length are they? 

 
Dampness on the walls  

 Could this be due to condensation?  
 What areas or rooms are affected?  
 Is mould growth present?  
 Is there a ceiling/roof leak does there appear to be a leak from the water 

supply pipes? 
 
Damaged wall tiling 

 Where are the tiles?  
 How did it happen?  
 What size are the tiles? 
 What colour are the tiles? 
 How many are damaged? 
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3.11 The Right To Repair  
 
The right to repair scheme ensures that you have emergency or urgent repairs 
costing under £250 completed quickly. 
 
Emergency repairs must be completed within one day, urgent repairs within four 
days. You may get compensation if these time limits are not met.  
 

 What types of repairs are included?  
 What happens after I report the repair?  
 What happens if the work is not completed on time?  
 What if the work still is not completed?  

 When does the 'right to repair' scheme not apply?  
 Can I carry out the repairs and then bill the Association?  

 
The right to repair scheme only covers emergency and urgent repairs . The Office 
can give you more information on whether you qualify for the 'right to repair' 
scheme. 
 
 
After a repair has been reported, the Association will tell you the name of the 
contractor who will carry out the work and when the work will be completed. 
 
What happens if the work is not completed on time? 
 
Contact the Office if the work is not completed on time. You can ask the Association 
to get another contractor to carry out repairs.  We will give you a new date when 
the work will be completed: 
 

 1 day for an emergency repair  
 4 days for urgent repairs 

 
Examples of a qualifying repair may include: 
 

 Total loss of electrical power 

 Total loss of water 
 Blocked flue 
 Leaking roof 
 Insecure external window or door 
 Blocked foul drain where there is no other toilet in the dwelling 

 
Contact the Office if you believe you have a qualifying repair. 

You may be entitled to £10 compensation if the work is not completed by the 
deadline. You can then get a further £2 per day until the repair is completed. There 
is a limit of £50 compensation. 

http://northernireland.shelter.org.uk/advice/advice-3862.cfm#wipLive-12053-1#wipLive-12053-1
http://northernireland.shelter.org.uk/advice/advice-3862.cfm#wipLive-12053-2#wipLive-12053-2
http://northernireland.shelter.org.uk/advice/advice-3862.cfm#wipLive-12053-3#wipLive-12053-3
http://northernireland.shelter.org.uk/advice/advice-3862.cfm#wipLive-12053-4#wipLive-12053-4
http://northernireland.shelter.org.uk/advice/advice-3862.cfm#wipLive-12053-5#wipLive-12053-5
http://northernireland.shelter.org.uk/advice/advice-3862.cfm#wipLive-12053-6#wipLive-12053-6
http://northernireland.shelter.org.uk/advice/advice-3861.cfm
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When does the “Right To Repair” scheme not apply? 

The 'right to repair' scheme does not apply if: 
 

 It is a routine repair  
 You have told the Association you do not want the repair carried out  
 You have not allowed the Association to inspect your home  

 You have not allowed the contractor access to your home  
 The delay is not the Association’s fault. For example, severe weather or a lack 

of parts 
 
Can I carry out the repairs then charge the Association? 
 
You cannot usually carry out repairs or ask a contractor to carry out repairs and then 
send the bill. You should not withhold your rent. You can be served a Notice of 
Intention to Seek Possession if you do not pay your rent. 
 
You must use the Association’s complaints procedure if you are unhappy with the 
service you have received.  
 
Please note the monetary figures are correct at the time of going to print but are 
liable to change.  Please contact the Office if you require more information. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

http://northernireland.shelter.org.uk/advice/advice-3661.cfm
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3.12 Energy Efficiency  
 
It is always good to apply energy efficiency measures to your home.  Not only will 
this cut down your domestic bills but also reduces carbon emissions into the 
atmosphere.  Most energy efficiency is easy and cheap to apply and can be used at 
no cost to the tenant.  The following tips will help you become more energy 
efficient, get the best from your home and cut down on costs. 
 
Energy Saving Tips 
 

 Close the curtains at night to prevent heat loss through windows and do not 
drape them over radiators as this funnels heat from the room out the windows. 

 Keep internal doors closed to reduce draughts.  Keep external doors and 
windows closed when the heating is on but do not block ventilators or air bricks. 

 Never leave hot water running. 
 When you can, use the shower instead of the bath.  Bear in mind that electric 

showers which heat water instantaneously can be very expensive to run. 

 Never block radiators with furniture if possible as this prevents heat radiating into 
the room and can damage furniture. 

 If your thermostat is above 21 degrees centigrade you could save 10% on your 
fuel bill by turning it down by 1 degree.  Do not heat your water to excessive 
temperatures. 

 Turn off all unnecessary lights. 
 Wait until you have a full load before using washers and driers or dishwashers. 
 Only use the amount of water you require when boiling the kettle (cover the 

element of an electric kettle). 

 Defrost your fridge and freezer regularly as this will make them more efficient 
and cost effective. 

 Turn the TV and other electrical appliances off when not in use.  Do not leave it 
on stand-by. 

 Do not open windows or doors to cool warm rooms.  Simply turn the heating off 
or down. 

 Use task lighting in the room rather than the whole room when only a small 
amount of lighting will do. 

 The oven is expensive to use.  Try to use it sparingly and efficiently as possible.  
Use it for more than one item and remember you can cook at a higher 
temperature at the top of the oven and simultaneously at a lower temperature at 
the bottom.  If you open the oven door to check the cooking you will lose 20% of 
the accumulated heat. 

 Low energy light bulbs use around a fifth of the electricity of a normal light bulb. 
 

 
 
 


