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How to contact HFI if you need a repair
Non-Emergency Repairs


How to report non-emergency repairs

A non-emergency repair is one that is not a high risk to health and safety

Online – www.homesforislington.org.uk
Email – repairs@homesforislington.org.uk

Mobile phone text – 07786 202 892

Fax – 020 7527 5440

Or, if during office hours go in to your local Area Housing Office


When you report any non-emergency repair remember to tell us:

1. Your name

2. Your address

3. What repair is needed

4. Where in your home the repair is needed

5. Give us your text number if you have one so our contractor can text you when he/she is outside your home or if there is any delay
What we will do:

1. We will tell you our deadline for completing the repair

2. We will ask you if there is any time you cannot be at home

3. We will try to arrange a BSL interpreter

4. We will get back to you with an appointment slot.

Emergency Repairs

If your repair is an emergency 

An emergency repair is one that is a high risk to health and safety.

We tell you what counts as an emergency on the next page.

You can report emergency repairs by:

Email – deafemergencyrepairs@homesforislington.org.uk

Mobile phone text – 07537 400 402

Fax - 0207 527 2606

Or, if during office hours go in to your local Area Housing Office
Please remember this email and text number is only for emergency repairs


When you report any repair remember to tell us:

1. Your name

2. Your address

3. What repair is needed

4. Where in your home the repair is needed

5. Give us your text number if you have one so our contractor can text you when he/she is outside your home or if there is any delay
What we will do:

We will tell you straight away the maximum number of hours you will have to wait for someone to come out.
We cannot usually arrange a BSL interpreter for emergency repairs as we need to carry them out very quickly.

Emergency Repairs 

	Type of emergency repair
	Description
	Response time

	Plumbing
	Major water leak or burst pipes
	2 hours

(make safe)

	
	Dirty water back surging through toilet, sink, bath or basin
	2 hours

	
	Blocked or leaking sewage pipe or sewage drain or toilet pan
	2 hours

	
	Total loss of drinking water

(cold water tap in kitchen)
	2 hours

	
	Water tap cannot be turned off


	2 hours

	
	Leak from a shower fitted by HFI for a disabled person
	2 hours

	
	Water leaking from pipes to washing machine or dishwasher (that can not be contained)
	2 hours*



	Can’t get in

to your home?
	Replacing door locks if you have lost your keys
	2 hours*

	
	Lift Breakdown
	1 hour if a person is trapped,

2 hours for a lift breakdown

	
	Retrieve keys/valuables from inaccessible areas e.g. lift shafts or bin cutes
	2 hours*

	
	Unable to get your car out of the garage because of lock broken
	24 hours

	
	Unable to get your car out of the garage because of lost keys
	24 hours*

	Security
	Replacing up to 2 door locks if you have had a break in or attempted break in (you must report this to the police)


	2 hours 

	
	Replacing up to 2 door locks – non crime related


	2 hours*

	
	Boarding up a broken window if a security risk


	2 hours

	
	Insecure external window, door or lock
	24 hours


	Type of emergency repair
	Description
	Response time

	Electrics
	No electrical power (fault in your home)
	2 hours

	
	Defective hard wired smoke alarm continually flashing/ringing (only if it has been installed by HFI)
	2 hours

	
	Unsafe power or lighting sockets, electrical fittings (e.g. smoking, sparking)
	2 hours

	
	Total loss of communal lighting
	2 hours

	Heating
	No gas central heating or gas hot water boiler
	24 hours

	
	Partial loss of gas central heating or hot water boiler
	24 hours

	
	No electric central heating or hot water heater
	24 hours

	
	Partial loss of electric central heating or hot water heater
	24 hours

	
	Broken electric fire

(only if the fire has been installed by HFI)
	24 hours

	
	Broken gas fire

(only if the fire has been installed by HFI)
	24 Hours

	Other Emergencies
	If there is a gas leak 
	2 hours

	
	Emergency/uncontrollable water leaks from radiator/boiler
	2 hour

	
	If you think your gas boiler if leaking carbon monoxide
	2 hours

	
	Blocked rubbish chute


	24 Hours

	
	Loose or detached banister or handrail in communal stairway
	24 hours



*HFI can fix the highlighted repairs for you but we charge tenants for these repairs, however, in some circumstances we will not charge. We will not charge:

If you are over 75 and live alone, or with no other member of the household who is under 75, and/or

You are in receipt of a care package from Islington, and/or

You are in receipt of the medium or higher rate of the care component or the higher rate of the mobility component of the Disability Living Allowance and/or Attendance Allowance and/or War Disablement Pension

If you are under 75 we only do not charge if the tenant is living alone or every member of their household meets one or more of the above criteria.

Carers or children (under the age of 18) are not required to meet any of the criteria.
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