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Mansfield District Council Repairs Handbook








  We are committed to ensuring that our communications are accessible to all tenants. If you require this information in an alternative format, such as large print, Braille, audio recording, or in another language, please contact us using the details below. We will make every effort to accommodate your needs promptly.





About this handbook: This handbook explains how Mansfield District Council’s repairs service works, how to report a repair, what we are responsible for, what you are responsible for, and the standards of service you can expect from us.
We want to provide a repairs service that is responsive, reliable, safe, good value for money and focused on tenants. We will aim to complete repairs right first time where possible, keep you informed and treat you and your home with respect.
Contents Overview
Use this overview to find the section you need. It shows what is covered in each part of the handbook.
	Section
	What it covers

	Reporting a Repair
	How to report a repair and what information to provide.

	Repair Checker and Describe the Repair

	Simple checks to try before reporting and words to help describe the repair.

	Emergencies
	What to report immediately and when not to try to fix something yourself.

	Priorities and Timescales
	How we prioritise repairs and the target timescales for different types of work.

	Repairs Journey and Appointments
	What happens after you report a repair and how appointments work.

	Service Standards
	The standard of service you can expect from us.

	Responsibilities
	What the Council is responsible for and what tenants are responsible for.

	Damp, Mould and Safety
	How we respond to damp, mould, condensation and property safety issues.

	Rechargeable Repairs
	When a repair may be chargeable and how we will explain this.

	Feedback, Complaints and Contact
	How to give feedback, raise concerns and contact us.

	Repairs Picture Finder
	Picture finder is designed to help act as a prompt for you and our customer service centre staff identify the issue you have





Reporting a Repair
Please report repairs as soon as you notice a problem. Reporting early helps stop issues getting worse and helps us plan the right repair at the right time.
How to report
· Online through our website or tenant account, where available
· By email to mdc@mansfield.gov.uk
· By phone through the Council’s contact centre
· In person at the Civic Centre
· Through your Housing Management Officer or another advocate if you need support
What we need to know
· Your name, address and contact details
· What the problem is and where it is in your home or communal area
· When the problem started and whether it is getting worse
· Whether there is any immediate risk to safety, security or damage to the property
· Any access needs, support needs or reasonable adjustments we should know about
· Photos of the problem, if you can safely provide them
👉 Top tip: Reporting early helps us fix issues quicker and can help stop problems getting worse.
💡 Example: Instead of saying “the tap is broken”, try saying “the cold tap in the kitchen will not turn off and water is dripping into the sink”.










Repair Checker 
Before contacting us, you can try a few simple checks if it is safe. This may resolve the issue quickly or help us understand what needs to happen next.
👉 Before you report: A few simple checks may help you resolve the issue or give us the information we need to arrange the right repair first time.
Describe the Repair
Use this section to help describe where the problem is. When you report a repair, tell us the room, the item affected and what you can see. If it is safe to do so, a photo can help us diagnose the repair more quickly.
	Area
	What to look for
	Useful words to use when reporting

	🚪 Doors and locks
	Door not closing, lock sticking, handle loose, frame damaged, lost keys or forced entry damage.
	Tell us which door, whether your home is secure and whether the issue is with the lock, handle, frame, hinges or keys.

	🪟 Windows
	Broken glass, window will not open or close, draughts, damaged handle, failed seal or condensation between panes.
	Tell us which room, which window and whether the property is secure or exposed to weather.

	🚿 Plumbing and leaks
	Dripping tap, burst pipe, leaking toilet, blocked sink, blocked bath, blocked toilet, low water pressure or no water.
	Tell us where the leak is, how fast it is leaking and whether you can safely turn the water off.

	🔥 Heating and hot water
	No heating, no hot water, radiator not working, boiler fault light, thermostat or timer issue.
	Tell us whether you have heating, hot water or both, any fault code showing and whether anyone in the home may be particularly affected.

	⚡ Electrics
	No power, tripping fuse box, faulty socket, faulty light fitting, exposed wires or burning smell.
	Tell us whether the whole property or one area is affected. Do not touch exposed wires.

	🌧️ Roofs, gutters and outside areas
	Roof leak, loose tiles, blocked gutter, damaged downpipe, unsafe path or communal area defect.
	Tell us where the problem is, whether water is entering your home and whether there is a safety risk.



 

Step-by-Step Repair Checker
Use this quick guide before reporting a repair. Only carry out checks that are safe and simple. If there is any danger, report it as an emergency straight away.
	Step
	If the problem is...
	Try this first, if safe
	When to report

	1
	⚡ No power
	Check the fuse box for tripped switches, reset if safe, and check whether there is a local power cut.
	Report if power is still off, if only your home is affected, or if there are exposed wires, burning smells or sparks.

	2
	🔥 No heating or hot water
	Check the boiler power supply, thermostat, timer settings and prepayment meter credit if you have one.
	Report if heating or hot water is still not working, and tell us if anyone in the home may be particularly affected.

	3
	🚿 Water or drainage issue
	For no water or low pressure, check the stop tap and ask neighbours if they are affected. For a blockage, try a plunger if safe.
	Report if the problem continues, water is leaking, the toilet cannot be used, or there is flooding.

	4
	💨 Damp, mould or condensation
	Use extractor fans, keep vents clear, wipe condensation from surfaces and report any leaks quickly.
	Report visible mould, water staining, leaks, a musty smell or condensation that does not improve.

	5
	🚨 Dangerous or urgent issue
	Do not try to fix gas leaks, exposed electrics, serious flooding, unsafe structures or anything that could put people at risk.
	Report immediately as an emergency.



🚨 Emergency advice: Do not attempt to fix anything that could put you or others at risk. Report emergencies immediately.




Repair Priorities and Timescales
	Priority
	What this means
	Target response

	🚨 Emergency
	Repairs that affect safety, security, health or could cause serious damage, such as gas leaks, uncontrollable water leaks, loss of heat in winter or serious electrical faults.
	Attend within 24 hours

	⚠️ Urgent
	Repairs that are not emergencies but could lead to loss of a basic facility or further damage if not dealt with quickly, such as a minor roof leak or partial loss of heating.
	Attend within 72 hours

	🛠️ Routine
	Repairs that can wait without causing major inconvenience or immediate risk, such as a leaking gutter or damaged kitchen unit.
	Complete within 20 working days

	🏗️ Batched works
	External works with no health and safety risk or immediate risk to the building, such as some doors, windows, plastering, rendering, soffits, fascias, gutters, roofs and chimney stacks.
	Included in a 15 week programme



The Repairs Journey
1. You report a repair
2. We prioritise it
3. Appointment booked
4. Repair completed
5. Quality checked
🔄 What happens next: We will explain what happens next, keep you updated where we can, and let you know if a repair needs more than one visit, specialist materials or follow-on work.
🔎 Example: If we visit for a leak and find that plastering is also needed, the first visit may stop the leak and a follow-on appointment may be arranged to make good the wall or ceiling.
Appointments
· We will offer appointment times where the repair can be planned in advance.
· Please make sure someone is available to let us in at the agreed time.
· If you cannot keep an appointment, please tell us as soon as possible so we can rearrange it.
· If we need to order parts or arrange specialist work, we will explain what happens next.
· If a repair poses a serious safety risk and we cannot gain access, we may need to follow our no access process.
💡 Appointment tip: Please make sure pets are safely away from the work area and that the repair area is clear where possible.
Our Service Standards
We will:
· Respond to repairs within our published timescales
· Aim to complete repairs right first time where possible
· Offer appointments that are as convenient as possible
· Keep you informed if there are delays or if we need to arrange a further visit
· Tell you if a repair is our responsibility, your responsibility or may be rechargeable
· Treat you and your home with courtesy and respect
· Use tenant feedback and performance information to improve the service
💬 Our promise: We will aim to communicate clearly, explain delays where we can, and use feedback to improve the repairs service.
Our Staff
Our employees and contractors should always behave professionally when working in your home or communal areas. You can expect them to:
· show identification before entering your home
· explain the work they are there to do
· treat you, your home and your belongings with respect
· work safely and leave the area tidy when the job is finished
· tell you if they cannot complete the repair and what will happen next
Support for Tenants
We know that some tenants may need extra help to report repairs, understand information, arrange appointments or give access. Please tell us if you need support or a reasonable adjustment.
· We can consider reasonable adjustments, such as alternative communication methods or support with appointments.
· We will take account of vulnerabilities, health needs and household circumstances when planning repairs.
· You can ask a family member, friend, carer or advocate to help you report a repair or speak to us.
· If an urgent issue could affect your health, safety or wellbeing, please tell us when you report it.
🤝 Support example: If you find phone calls difficult, please tell us. We may be able to contact you in another way where possible.



Who Is Responsible for Repairs?

We are responsible for:
· Structure (roof, walls, floors)
· Plumbing, heating, electrics
· Windows and doors
· Communal areas
This usually includes keeping the main structure, outside of the building, heating, hot water, sanitation, electrical installations and communal areas in repair and safe to use.
You are responsible for:
· Minor repairs
· Damage caused by your household
· Internal decoration
· Your own appliances
You are also expected to use your home responsibly, report repairs promptly, allow access for inspections and repairs, and take reasonable steps to prevent damage.
Who Fixes What – Quick Guide
	Repair issue
	Usually responsible
	Notes

	No heating or hot water
	✅ Council
	Tell us if anyone in the home is particularly affected.

	Burst pipe or serious leak
	✅ Council
	Turn off the water if safe and report immediately.

	Blocked sink, bath or toilet caused by misuse
	👤 Tenant
	You may be recharged if the blockage is caused by inappropriate items.

	Light bulbs, plugs and your own appliances
	👤 Tenant
	This includes tenant-owned white goods and appliances.

	Electrical installation faults
	✅ Council
	Do not touch exposed wires or unsafe fittings.

	Lost keys or lock change due to lost keys
	👤 Tenant
	You may need to arrange and pay for replacement keys.


Safety in Your Home
Your safety is important to us. We carry out safety checks and planned servicing to help keep homes safe and compliant. Please let us know straight away if you think something is unsafe.
· Gas safety checks and servicing where the Council is responsible for the appliance
· Electrical testing and repairs to fixed electrical installations
· Fire safety measures in homes and communal areas where applicable
· Checks and repairs linked to water safety, asbestos management and other property safety requirements
⚠️ Important: Please allow access for safety checks and essential repairs. If we cannot gain access, we will try to contact you and may need to take further action where there is a legal duty or safety risk.
Damp, Mould and Condensation
Damp, mould and condensation can affect your home and your health. Please report damp or mould as soon as you notice it so we can understand the cause and agree the right action.
· We will investigate reports of damp, mould and condensation and consider the condition of the property.
· We may inspect ventilation, heating, leaks, insulation and any building defects.
· We will explain what action is needed and whether any follow-on work is required.
· You can help by using extractor fans, keeping vents clear, reporting leaks quickly and telling us if the problem gets worse.
🌡️ Please report early: If there is visible mould, water staining, a leak, a persistent musty smell or condensation that does not improve, please report it rather than waiting for your next routine visit.
💡 Damp and mould tip: Tell us where the mould is, how long it has been there, whether it returns after cleaning, and whether there are any leaks or cold areas nearby.
Rechargeable Repairs
A rechargeable repair is a repair that the Council completes but may charge to you because the damage or work is not the Council’s responsibility. We will explain this where it applies.
· damage caused deliberately, accidentally or through neglect by you, your household or visitors
· repairs needed because of misuse, such as blocked drains caused by inappropriate items
· replacement keys, locks or access costs where keys have been lost
· making good unauthorised alterations or poor-quality DIY work
· missed appointments where costs are incurred and there was no reasonable notice
ℹ️ Before a charge is applied: We will consider individual circumstances and will tell you if a repair may be rechargeable before work is carried out, unless it is an emergency.
💡 Example: If a toilet is blocked because wipes or nappies have been flushed, the repair may be rechargeable. Please only flush toilet paper.
Feedback and Complaints
We welcome feedback because it helps us improve the repairs service. You can tell us when something has gone well, when something has not gone right, or when you think we could do things better.
· If you are unhappy with a repair, please contact us so we can try to put things right.
· If you want to make a formal complaint, we will explain how to do this and what happens next.
· We may ask for feedback after a repair so we can monitor satisfaction and improve performance.
💬 Feedback example: Useful feedback might include whether we arrived when expected, explained the work clearly, left the area tidy and completed the repair properly.
Environment
We want to deliver repairs in a way that is efficient, cost effective and mindful of the environment. We will look for opportunities to reduce waste and make better use of materials and journeys.
· plan work to reduce unnecessary journeys where possible
· use materials responsibly and avoid waste
· repair rather than replace where this is safe, practical and offers value for money
· encourage tenants to report repairs early so small issues do not become larger repairs
Working Together
A good repairs service depends on the Council and tenants working together. We will do our part by providing a safe, responsive and respectful service.
· responding to repairs in line with our priorities and service standards
· keeping you informed where further work or follow-up is needed
· using feedback, complaints and performance information to improve the service
You can help us by:
· reporting repairs as soon as you notice them
· giving clear information and photos where possible
· allowing access for inspections, repairs and safety checks
· keeping appointments or telling us as soon as possible if you need to rearrange
· taking reasonable care of your home and communal areas
🤝 Working together: Reporting repairs early, giving access and keeping appointments helps repairs happen more smoothly and keeps homes safe and well maintained.



Frequently Asked Questions
Here are answers to some common questions about reporting repairs, appointments, responsibilities and what to do if something goes wrong.
	Question
	Answer

	How do I report a repair?
	You can report a repair online where available, by email, by phone, in person at the Civic Centre, or through your Housing Management Officer or advocate if you need support.

	What information should I give?
	Please tell us your name, address, contact details, what the problem is, where it is, when it started and whether there is any risk to safety, security or damage to the property.

	When is a repair an emergency?
	A repair is an emergency if there is an immediate risk to safety, security, health or serious damage to your home, such as a gas leak, serious flood, unsafe electrics or serious structural damage.

	Will I get an appointment?
	We will offer an appointment where the repair can be planned in advance. Some emergency repairs may need to be attended as quickly as possible rather than by a standard appointment.

	What if I cannot keep my appointment?
	Please tell us as soon as possible so we can rearrange it. This helps us use appointments well and avoid delays for other tenants.

	Who is responsible for repairs?
	The Council is usually responsible for the structure, heating, hot water, plumbing, electrical installations, windows, doors and communal areas. Tenants are usually responsible for minor repairs, damage caused by the household, internal decoration and their own appliances.

	Will I be charged for a repair?
	Most repairs that are the Council’s responsibility are not recharged. You may be charged if the repair is needed because of damage, misuse, lost keys, unauthorised alterations or a missed appointment where costs are incurred.

	What should I do about damp or mould?
	Please report damp or mould as soon as you notice it. We will consider what may be causing it and explain what action is needed.

	What if I need extra help?
	Please tell us if you need support, a reasonable adjustment, help with communication or help arranging appointments. You can also ask an advocate, friend, family member or carer to help you speak to us.

	What if I am unhappy with a repair?
	Please contact us so we can try to put things right. If you want to make a formal complaint, we will explain how to do this and what happens next.


Glossary of Repairs Terms
Here are some common repairs words and what they mean. If anything is unclear, please contact us and we will explain it in plain English.
	Term
	What it means

	Emergency repair
	A repair that needs urgent action because there is an immediate risk to safety, security, health or serious damage to your home.


	Urgent repair
	A repair that is not an emergency but still needs to be done quickly to prevent further problems or serious inconvenience.


	Routine repair
	A repair that can be planned because there is no immediate safety risk and the problem is not causing serious inconvenience.


	Batched works
	Repairs that are grouped together so they can be planned and completed more efficiently when there is no immediate risk.


	Rechargeable repair
	A repair the Council may do but may charge you for, usually because the damage or work is not the Council’s responsibility.


	Reasonable adjustment
	A change we can consider to help you use the repairs service, such as different communication support or help with appointments.


	Communal area
	A shared space used by more than one household, such as an entrance, hallway, stairwell, lift, shared garden, bin store or parking area.


	Damp
	Moisture in a wall, ceiling, floor or surface. It can be caused by leaks, condensation or problems with the building.


	Condensation
	Water droplets that form when warm, moist air touches a cold surface, such as a window, wall or tile.


	Follow-on work
	Extra work needed after the first visit, for example if parts need to be ordered or a specialist worker is needed.


	Describe the Repair
	A guide to help you explain what the problem is, where it is, and what you can see so we can arrange the right repair.

	No access
	When we cannot get into your home or a shared area at the arranged time to inspect, repair or carry out a safety check.



Contact Us
📞 Contact us: For general repairs, contact Mansfield District Council through the website, by email at mdc@mansfield.gov.uk, by phone through the Council’s contact centre, in person at the Civic Centre, or through your Housing Management Officer or advocate. For emergency repairs outside office hours, call 01623 463050.

Repairs Picture Finder and how to use it
Using picture finder 
Picture finder is designed to help act as a prompt for you and our customer service centre staff identify the issue you have. On each page there are several pictures numbered, choose the picture that is closest to the problem you have in your home. 
Our staff will ask you a range of questions to get further details about how the issue occurred, where it is in your home, how it is impacting on you and if you can send us any pictures of the issue. This will help ensure we give our operatives / contractors the correct information so they can diagnose the problem and send the right operative to try and fix the issue.
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