Repairs and
Maintenance
Handbook
This handbook will provide all the information you need to know about
repairs to your home, including:
• Information about Sequal Works, our repairs and maintenance service
• How to report a repair
• How quickly your repair will be done
• What’s our responsibility and what’s yours
• Information about the equipment in your home
• Pictures that will help you identify a fault when you report a repair
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to report a repair call Sequal Works on 0300 1234 001

Text: 07860 003 030

If your repair is urgent you need to phone 0300 1234 001.
Once you have reported the repair, Sequal Works will
arrange for a member of the maintenance team to
attend your home and repair the problem.
Please do not arrange for your own contractors
to do any repairs without contacting us to try and
resolve the problem first. We will not pay the bill if
you do.

report online www.bcha.org.uk/reportarepair or text 07860 003 030
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The process of reporting a repair

How quickly repairs are done

Step 1 - Before reporting the repair
Check on pages 7 and 8 to see whether the repair is your responsibility, or ours.
If the repair is our responsibility, refer to the illustrations in this handbook to help you identify the
fault, and the parts you have in your home.

When you call up to report your repair Sequal Works will ask you a number of
questions, which will help to determine the urgency of your repair, and the timeframe
in which it will be completed.

Step 2 - What do we need to know?
• Your name, address and contact number
• Details about the repair
• If you are elderly, disabled, have a serious illness or have children under the age of five.
Step 3 - Your appointment
The appointment slots we can offer you are Monday to Friday: 8am to 12noon or 12noon to 5pm.
Please specify to Sequal Works if you have a preference.
Sequal Works sometimes use subcontractors to complete your repair work to ensure you get a
timely and efficient service. You will be told if a subcontractor is set to visit you.
Step 4 - On the day
If you are not able to stay at home during the day of your appointment, please arrange for
someone to be there, such as a friend or relative who is over the age of 18. If you are unable to
organise this, please call Sequal Works to rearrange your appointment. You may be charged a
fee of £30.00 plus VAT for missed appointments.
If Sequal Works come to do the repair and you are out, a card will be left asking you to arrange
another appointment. If you don’t call, the job may be cancelled, meaning you will need to
report the repair again.
All Sequal Works’ operatives and subcontractors have ID cards. Please ask to see these
before letting anyone into your home.
Step 5 - Repair complete
Once your repair has been completed, a member of our Customer Services Team may call you
to see whether you are happy with the service you received.

Our promise to you
When carrying out your repair, our contractors will:
• Treat you and your home with respect.
• Leave your home clean and tidy after doing the repair work.
• Aim to fix your repairs first time round.
• Keep in touch with you as required about delays in doing repairs,
for example, because parts are on order.

to report a repair call Sequal Works on 0300 1234 001

We will endeavour to meet the timescales below, however, in some circumstances
parts will need to be ordered. This will mean a second visit will be needed to
complete the repair.
We have four categories of repairs: Emergency, Critical, Urgent and Routine.
Emergency repairs - 4 hours
If your repair problem is likely to cause harm to you, or damage to your home,
we will treat your repair as an emergency, and send an operative to try and complete
the repair within four hours.
Emergency repairs include:
• Explosions, e.g. boilers or heaters.
• Flooding, e.g. burst water pipes.
• Total loss of water.
• Gas leaks.
• Serious electrical faults.
• No light or power.
• If you are locked out or have lost your keys (you may be charged for this).
• The collapse of external or internal structural parts of the building, for example,
ceilings. This does not include boundary fences or walls unless they are causing
danger.
• Broken outside doors and windows which mean the property is insecure.
Critical repairs - 24 hours
If we class a repair as critical, we’ll visit within 24 hours.
Critical repairs include:
• Electrical problems following a flood.
• Blocked drains or toilet (when there is no other toilet available to you).
• No mains water supply (including when the pipes have frozen).
• No heating or hot water.
• Serious leaking from the roof.
• Faulty main entrance door or another security risk.
Continues over the page

report online www.bcha.org.uk/reportarepair or text 07860 003 030

repairs

repairs

4

Repairs and Maintenance Handbook

7

Urgent repairs - 5 working days
We will usually schedule an urgent repair within five working days of you notifying us.

WHAT’s our reSponsibility

Urgent repairs include:
• Failure of lighting in the communal areas.
• Minor electrical faults (which are significant but not life threatening).
• Minor plumbing faults, including leaks from the waste pipes of your toilet, sink and bath.
• Heating failure (which is significant but will not affect your health).
• Blocked sinks.
• Glazing - where there is no risk to your security.
• Minor roof leaks.
• The toilet is not flushing.
• Loose sanitary fittings to bath, sinks and toilet pans.
• Extractor fan problems.
• Faults with electrical door bell or entry phone.

If we are responsible for carrying out a repair, you need to let us know about it as
soon as possible, so as to avoid the problem getting worse. If the repair is within a
communal area, please do not assume that someone else has contacted us.

Routine repairs - 21 working days
Routine repairs will usually be completed within 21 working days of you reporting them.

Things which are a shared responsibility...
We are responsible for keeping the areas you share with other residents in good
repair, such as entrances, corridors, stairways and bin stores. This includes heating,
lighting, door entry, security and fire alarm systems in this area.

r e s p on s i b i l i ty
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Routine repairs include:
• Damage to property.
• Plastering repairs.
• Broken seals around baths, basins and sinks (except where causing significant damage).
• Damage to window seals, handles, locks etc (where there is no risk to safety).
• Carpentry repairs to rotten timber, such as floors, skirting, door linings, doors.
• Painting.
• Ceramic tiling.
• Kitchen unit repairs.
• Fences, gates and boundary wall repairs.
• Repairing and cleaning out gutters and downpipes.
• Damp and mould.

We’re responsible for keeping in good order...
• The structure of your home: roof, walls, floors, ceilings, doors, windows, drains,
rainwater and soil pipes, paths, stairs and fences (if not the responsibility of the
neighbours).
• Installations and services: toilets, baths, showers, sinks, electric, gas and water
pipes (if not the responsibility of the gas and water companies), water heaters,
central heating gas fires, smoke alarms and TV aerials.
• Furniture, cookers, fridges etc: only if we provide these as part of your tenancy.
If we do, these will be listed on the inventory you signed when you moved in.

You are responsible for keeping shared areas clean and tidy, and free from rubbish or
obstructions.
Annual Servicing
Every year we service our gas appliances, mains fitted smoke detectors and fire
alarm systems in your home to make sure they are in good working order.
It is essential that you allow us access to your property to do this work, which is for
the safety of you and your family.
All gas servicing is carried out by a Gas Safe Registered operative.

Post Inspections
Following the completion of a repair you may be contacted by a member of staff about a post
inspection. This could be carried out on the phone, or may involve a request for our Property
Surveyor to visit your home.

Aids and Adaptations
We can help make certain adaptations to your home, so as you can continue to live
there. For more information, please speak to your Housing Officer.

These inspections are undertaken to ensure that your repair has been carried out to the
required standard, offering value for money and to ensure that we have correctly followed our
procedures.

to report a repair call Sequal Works on 0300 1234 001

report online www.bcha.org.uk/reportarepair or text 07860 003 030

Repairs and Maintenance Handbook

What’s your responsibility
It is your responsibility to take good care of your home and garden.
You are responsible for:
• Keeping your home and garden clean and tidy.
• Clearing blocked sinks, basins, toilets and drains.
• Filling small cracks in with plaster.
• The internal decoration of your home.
• Adjusting or replacing doors when you fit or remove carpets.
• Putting up curtain rails and re-fixing draught excluders.
• Repairing or replacing electric plugs, fuses, light bulbs, florescent tubes, pull cords and
door bells.
• Paying for new locks and buying new keys after being locked out.
• Boarding up broken windows and replacing broken glass.
• Re-fixing toilet seats, bathroom cabinets, towel rails, toilet roll holders and mirrors.
• Installation of your own washing machine, dishwasher and safety fit gas cookers by a
competent installer.
• Providing and fitting shower rails and curtains.
• Replacing plugs in sinks and baths.
• Relighting your boiler and setting your heating controls.
• Wiping away mould caused by condensation.
• Looking after, and replacing your washing lines and rotary driers.
• Dealing with pest and wildlife infestations, such as wasps, mice and birds.
• Repairing shelving, coat and hat rails.
• Keeping taps and showers free from limescale.
• Repairing internal doors.
• Repairing any damage caused by yourself, your family or guests to your home or
communal areas of the property.
• Insuring the contents of your home. Please ask your Housing Officer if you need advice
about this.
• Being at home when you have a repair appointment.
DIY in your home?
If we own your home and you rent it from us, you will need our permission in writing before
carrying out any repairs or improvements yourself.
If you own, or part own your home, you will have to pay either in part or in full for any repairs
we carry out. You may also need our permission before carrying out any repairs or home
improvements yourself.

Repairs and Maintenance Handbook
Vandalism and neglect
You are responsible for repairs caused as a result of damage or neglect by you, your family,
your visitors or your pets, including any accidental damage or any alterations you have made.
Please be aware that you will be charged for the full cost of any repair work which we have
to carry out as a result of damages caused by yourself.
If damage has been caused to your home by criminal action you must report this to the
police, so as they can investigate the matter. The police will then give you a crime number
which you must tell us, so as we can carry out the repairs needed.

Compliments and complaints
BCHA and Sequal Works aim to give everyone an excellent service. We’d like you to
tell us when we’re getting it right OR when we make mistakes and you’re not happy
with the service you’ve received.
There are many ways you can report good or bad service to us:
• Speak to your Housing Officer.
• Visit our website, www.bcha.org.uk/bcha-customer-support where you can
complete a form to let us know about the service you have received.
• Call a member of our Customer Services Team and speak to them,
on 01202 410500.
• Request a copy of our Your Views Counts leaflet by calling 01202 410500
and complete the form within this leaflet.
• You can email complaints@bcha.org.uk
• Text your complaint to 07966 808801
• Write to our head office address St Swithuns House, 21 Christchurch Road, Bournemouth, BH1 3NS.
What happens if you make a complaint?
We will investigate your complaint and write to you within
14 calendar days with our response. If we need more time
to respond, then we will let you know.
For more details about how we deal with complaints,
please request a copy of our Your Views Counts leaflet
by calling 01202 410500.

If you are unsure about your tenancy or responsibilities please speak to your Housing Officer
for advice.

to report a repair call Sequal Works on 0300 1234 001
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unblocking sinks and waste pipes

worktops

sink unit

taps
unit fittings
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Dealing with blockages
How to unblock a bath, basin, sink or toilet
General advice
• Blockages in sinks are usually caused by the build-up of waste, such as fat from
cooking, food and hair in the waste pipe. Avoid putting fat from cooking down
the sink. It is advisable to clear waste pipes at least once a month with a cleaning
product which is available in supermarkets. Always follow the instructions carefully.
Do not use caustic soda, as this destroys modern plastic fittings.
• The waste pipe always holds some water, which stops foul air or smells from
coming up from the drains. However, waste can build up and become stuck in this.
• If more than one fitting (i.e. bath, sink or toilet) is blocked, the blockage may be in
the main soil pipe, or main drain. If this is the case, please contact Sequal Works.
• Blockages in toilets are usually caused by objects such as nappies and sanitary
products. You must not put these items down the toilet.

What to do
You will need:

Cleaning and unblocking

• Bowl or bucket • Protective gloves
• Jug or cup, to be used as a scoop
• A wet rag or dishcloth
• Plunger, or for the toilet you can use
a toilet brush or mop
To unblock a bath, basin or sink:
• Scoop out most of the water • Hold the rag tightly over the overflow opening.
• Place the plunger over the plug hole and pump up and down rapidly.
To unblock a toilet:
• If the pan is already full, remove some of the water into a bucket using some form
of scoop.
• Push the brush or plunger to the bottom of the toilet pan.
• Pump it up and down vigorously about 10 times. This will create a vacuum and
pressure, which will hopefully shift the blockage.
• Flush the toilet to see whether the blockage has gone.
• You may need to repeat this process several times before the toilet flushes properly.
• Thoroughly wash your hands and all equipment after you have finished.
If there is no improvement to the blockage after several attempts of the above,
then please contact Sequal Works.

to report a repair call Sequal Works on 0300 1234 001
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basins, showers and taps

bathroom

Shower Mix Tap

Toilet Cistern

Mixer Tap

Lever Tap

to report a repair call Sequal Works on 0300 1234 001
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Condensation in your home
What is condensation?
Condensation is moisture caused by everyday living, and occurs when warm moist
air comes in to contact with cooler air, or a cold surface.
When moisture vapour from condensation builds up over a period of time within your
home, you may begin to see damage to walls, fabrics, floors and ceilings from this
condensation. Mould may also appear as a result.
If you can control condensation, then you can reduce the risk of mould growth in
your home.

What causes condensation?
There are three main causes of condensation:
1 Too much moisture in the air: many activities we do within the home create
moisture in the air. For example, washing clothes can create two pints of moisture,
drying clothes inside can create between six-twelve pints, cooking can produce
between three-seven pints and bathing can produce one-two pints.
2 Too little heat: it is recommended that you keep your home at a minimum
temperature of 18°C at all times to reduce the cooling of the moisture in the air.
3 Too little ventilation: this will prevent the damp air inside your home being replaced
by the dry air outside.

DAMP

How to prevent condensation
Step 1 - Produce less moisture
The more moisture there is in the air, the more likely it is your home will get
condensation, so you need to try and produce as little moisture as you can.
• Avoid drying your clothes indoors on radiators and clothes racks. If you have to dry
clothes indoors, put them in the bathroom with the door closed and the window
open or extractor fan on.
• When cooking, cover saucepans with lids and keep the kitchen door closed.
• After activities such as washing and cooking, make sure a window is open or that
the extractor fan is on.
• If you have a tumble dryer, make sure this is vented to the outside.
• Avoid paraffin and gas heaters, as these create extra condensation.
• Do not run your shower for longer than you need to.
• Mop up any condensation or excess water that has formed each day, for example,
on the windows.
Continues over the page

to report a repair call Sequal Works on 0300 1234 001
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Step 2 - Remove moisture
Ventilation is vital to a healthy home. It is important to allow plenty of fresh air into your home, as
otherwise the indoor air will become stale and humid, leading to unhealthy conditions.
• If you get the opportunity, open windows throughout your home each day to let the moist air
inside circulate with the dry air outside.
• If you can, keep your vents on the windows open at all times.
• After you have had a bath or shower open the bathroom window, or leave the extractor fan on
until the steam has cleared, leaving the bathroom door shut.
• Ensure you leave the extractor fan on for 20 minutes after the activity, to ensure all the
moisture is removed from the air.
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HOT WATER AND PIPES
Hot Water Cylinder

Combination Tank

Step 3 - Keep your home warm
It is important to maintain a temperature of above 18°C throughout your home, to ensure mould
spores do not start to grow.
• Heat all rooms, even if they are not being used.
• Do not place any furniture or belongings in front of radiators, as this will stop them from
heating the room efficiently.
• Do not use portable LPG (Calor Gas) heaters. These can produce three pints of moisture in
five hours, and are prohibited for use in our properties for health and safety reasons.
• Do not use your heating on a high setting for short periods of time. It is best to maintain
a lower temperature over a longer period. This will keep your home warmer and doesn’t
necessarily cost more.
• If you have central heating, use the thermostat to control the heating by setting the
temperature to a comfortable level. The recommended temperature is 18°C in your hallway,
and 21°C in your living room.
• If your radiators have thermostatic radiator valves (TRVs), these will give you greater control to
regulate the temperature in each room on an individual basis.

Drain Tap

Stop Tap

Gate Valve

Service Valve

Step 4 - Managing mould
If mould has formed within your home as a result of condensation, it is important that you treat
the affected areas immediately.
• Wipe the mould off with water. Do not use washing up liquid.
• Apply a product recommended for mould to the affected areas. Products, such as anti-fungal
spray, are available from supermarkets and hardware shops, ensure you follow the instructions
carefully. Do not use bleach.
• Wipe down the inside of your windows if they become wet with condensation, and wring out
the cloth rather than drying it on the radiator.
• Try not to place furniture against outside walls, as mould is more likely to grow where no dry
air has been able to circulate.
• When redecorating your bathroom or kitchen, use anti-mould paints specially formulated for
these areas.

Ball Valve

Mains Gas Tap

If you experience any problems with your heating system or extractor fans, call Sequal Works.
Remember both BCHA as the landlord, and you as the tenant, are responsible for keeping
condensation within your home under control. If you follow the above advice but the mould
and condensation persists after 28 days then please contact your Housing Officer on 01202
410500 for further help.

to report a repair call Sequal Works on 0300 1234 001
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cold weather
How to deal with frozen or burst pipes

HEATING
Electric Storage Heater

General advice
• If you are going away during the winter, it is a good idea to leave your heating on at
a very low temperature.
• In very cold weather, keep your heating on all the time at a very low heat. If you
have access to a loft hatch, you could open it to allow heat into the loft as this will
help to prevent pipes from freezing.
• It is important that you know where your stop tap is, as if you have a leak in your
property, or a pipe bursts, you’ll need to turn off the stop tap to prevent anymore
water coming in to your home. The stop tap is usually located under the kitchen
sink. Once a year, you ought to check that you can still turn it off.
• You should also ensure you are aware of where the gate valves for the hot and cold
water tanks are. These regulate the flow of water from the tanks, and can usually
be found by the hot water and cold water tanks.
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Storage Heater
Controls

Wall Electric Fire

Panel Heater

Radiator

What to do

Frozen Pipes
• If your pipes become frozen, turn off your water supply at the stop tap.
• It is probably best to leave the pipes frozen, however, you could try to thaw the
pipes using hot water bottles. Do not use electrical equipment such as a blow
lamp or hair dryer on the frozen pipes.
• If the hot water system is frozen, turn off any water heaters.

Gas Fire

Burst Pipes
• If your water pipes burst, turn off the water at the main
stop tap.
• Turn off any water heaters, and then turn on all taps
(i.e. your sink and bath taps) to drain all the water from
the system. This may take up to 15 minutes.
• Once the water stops running, turn off all taps.
• If electrics get wet, do not touch them. Do not switch
anything on or off.

to report a repair call Sequal Works on 0300 1234 001

Wall Mounted Central Heating Boiler
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STAIRS
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FUSE BOARD

Cooker CONTROL

FANS

SMOKE DETECTORS

CONSUMER UNIT

Time Clock
Programmer

Digital
Programmer

Room
Thermostat

Carbon monoxide detector

to report a repair call Sequal Works on 0300 1234 001
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rESetting a trip switch

HEATING CONTROLS

General advice

How to adjust your heating and hot water temperature

• Modern electrics are fitted with trip switches, so if a fault develops within your
electric system, a switch is tripped and the circuit is broken. If your lights and
power go off, this might be what has happened – you can find out what caused
the problem and sort it out easily.
• All fuses, or trip switches are located within the fuse box (sometimes known as a
consumer unit), which is often next to the electricity meter.
• A trip switch will usually operate and break the electric circuit, because:
There are too many appliances on a circuit and it is overloaded.
An appliance, such as a kettle or iron, is faulty.
Water has leaked into a circuit, or spilt onto a plug.
A light bulb has blown.
An immersion heater is faulty.

• A time clock or digital programmer turns the heating and hot water on at the times
you set. You can set them to come on at times throughout the day, or to stay on all
the time.
• You have three switches:
1 Auto: this will turn the heating and hot water on or off at the times you set.
2 On: this will manually override the programmed start time, and immediately
turn the system on.
3 Off: this will manually override the programmed finish time, and immediately
turn the system off.
• A room thermostat controls the heating, to keep the room at a set temperature.
The recommended room temperature, which is both comfortable and economic,
is between 18°C and 21°C.

• If your electrical appliance is faulty, leave it unplugged and get a qualified electrician
to check it.
• If a wall or ceiling light is faulty, keep it switched off and call Sequal Works.

What to do

To reset a tripped switch
• Open the cover of the fuse box to expose the trip switches or buttons.
• Check which switches or buttons have tripped to the off position, and which
rooms have been affected.
• Put the switches back to the on position.

Time clock programmer:
• Check the clock is showing the correct time, and adjust if necessary.
• Decide when you want the heating and hot water to come on and go off.
• Time clock programmers will have sets of pins, or arrows which you will need to use
to set the times:
	Pins:
Push them in opposite the times you want the heating and hot water to be on.
Pull them out opposite the times you would like the heating and hot water to
be off.

If the trip switch goes again, it may be being caused by a faulty appliance or light.
To prevent this from continuing to happen, you need to identify which circuit is
affected and which appliance is causing the problem.

	Arrows:
Slide the ‘on’ arrow (which is usually red), to the times you would like the
heating and hot water to be on.
Slide the ‘off’ arrow (which is usually blue), to the times you want the heating
and hot water to be off.

To identify what is causing the system to trip

• Check the time clock programmer is switched to ‘timer’ or ‘auto’, to activate the
times you have set.

• Check all rooms and note which set of lights is not working - this will help you
to locate where the faulty appliance is. Then unplug all of the appliances on that
circuit.
• Switch the tripped switch to the on position.
• Plug in appliances, or switch each light on one at a time, until the trip switch goes again.

to report a repair call Sequal Works on 0300 1234 001

Digital programmer:
• If you have a digital programmer, you will need to set the timings as follows:
• Set the switch to ‘on’ and ‘off’ in turn, adjusting the times when you want the
heating to come on and go off.
• Reset the timer switch to ‘auto’ and double check that the settings on the display
are as you have set them.

report online www.bcha.org.uk/reportarepair or text 07860 003 030
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Smoke and carbon monoxide detectors

Lights, switches and sockets
Fluorescent Strip Light

What to do when the alarm goes off
If your smoke alarm goes off, leave your home immediately. If a fire has broken out,
do not attempt to tackle it yourself. Get everyone out of the home and call the Fire
Service (999). Do not go back in to your home for any reason.

What to do if the alarm goes off in error
A smoke detector may go off in error if any of the following are too near to it:
• Cigarette or pipe smoke.
• Cooking fumes or steam.
• Aerosol spray.
• A heater or clothes dryer.

Bulkhead
Light

Batten Light
Holders

Pendant
Lamp Holder

If you are certain the alarm has gone off in error, you can reset the alarm.
To reset the alarm:
• If the detector has a hush button, then press this.
• The alarm will stop for 10 seconds, but will then beep every 40 seconds. If the
problem does not clear after 10 minutes, then the alarm will continue.
• If there is no hush button, turn off the electricity supply at the fuse box for 15
minutes, before switching the electricity back on.
Carbon Monoxide detector:
• If we have installed a carbon monoxide detector in your home, then we will service
this annually.
• If the carbon monoxide detector sounds, ventilate your home immediately, then
vacate the property and call the Fire Service (999).

to report a repair call Sequal Works on 0300 1234 001
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FENCES AND GATES

report online www.bcha.org.uk/reportarepair or text 07860 003 030

Ceiling
Switch

l i ght s a nd f e nc e s

smoke and carbon monoxide detectors
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HINGES & LOCKS

WINDOWS & LOCKS
Cylinder Rim Right Latch

CYLINDER
YALE TYPE

Sliding Sash

Pivot Window

Casement Fastner

Casement Window

Storm Guard Cill

Lockable UPVC
Handle

Euro
type

Mortice Sash Lock

Cylinder Mortice Lock

Child Restricter

thumb
turn

rim lock

to report a repair call Sequal Works on 0300 1234 001

report online www.bcha.org.uk/reportarepair or text 07860 003 030

w i ndow s a nd lock s

doo r s
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Identifying Your Repair

WALLS & ROOFS

Identifying Your Repair
Plain Tile

Interlocking Tile

rainwater goods, drains and vents

Natural Slate

Hip Tile
Angle Ridge

Half Round

Gutter Brackets

Inspection Chamber

to report a repair call Sequal Works on 0300 1234 001

report online www.bcha.org.uk/reportarepair or text 07860 003 030
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The text of this handbook is available in other formats including
audio, Braille and large print. To request this handbook in an
alternative format, please contact Customer Services on
01202 410500. Please also contact Customer Services if you
need this information translated into your first language.

Help with housing, learning and living.
Call: 01202 410 500 Fax: 01202 410 600 Email: enquiries@bcha.org.uk
St Swithuns House, 21 Christchurch Road, Bournemouth BH1 3NS

find a way forward. bcha.org.uk

Bournemouth Churches Housing Association. An exempt charity
registered under the Industrial and Provident Societies Act 1965, no: 18497R.
Registered office: St Swithuns House, 21 Christchurch Road, Bournemouth, Dorset BH1 3NS.
Homes and Communities Agency No: LH 0155. Member of the National Housing Federation.

This document has been produced in
collaboration with Coastline Housing.

