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your home

SERVICE STANDARD 4



Repairs and Maintenance

This leaflet explains the Service Standard 
that you can expect from us when reporting 
a repair and when we carry out repairs  
and other maintenance to your home.

The Accord Group comprises 7 
organisations which work together: 
Accord, Ashram, Caldmore and Moseley  
& District housing associations, bchs,  
Fry Housing Trust and Redditch  
Co-operative Homes. This leaflet applies  
to all of these organisations.
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The way we work
We aim to Put People First, which means carrying out any 
repairs you report to the highest standards. We aim to deliver 
Excellence Through Innovation and will use new ways and 
technology to improve the service we provide. We want to 
Make a Difference and do things right the first time. We are 
Committed to Communities and making sure that homes  
in your neighbourhoods are well maintained.

		  We welcome your views and feedback.  
		  You can contact us by phone, fax, email or letter on:
		  Tel: 0300 111 7000  Fax: 0121 358 9011 
		  Email: customerfirst@accordgroup.org.uk
		  Customer First, Accord Group, 178 Birmingham Road,  
		  West Bromwich, B70 6QG

You can also contact the individual associations within the Accord Group directly  
and through our websites at www.accordgroup.org.uk. Individual offices  
addresses and opening hours are on the inside back cover of this leaflet. 
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Our commitment to you
This leaflet explains how to report 
a repair, how we deliver the service 
and who is responsible for the work. 
We make every effort to carry out 
the repairs you report to the  
highest standard. We provide a 24 
hour service for emergency repairs, 
365 days a year.

How do I report a repair? 
You can contact us by telephone,  
in writing, by email or by calling at
one of our offices or speaking to a 
member of staff on site. 

          Telephone
You can report a repair by telephone 
to your local office, or via our 
Customer First team on our repairs 
line on 0300 111 7000. 

          Email
You can report a repair  
through our website.  
Visit www.accordgroup.org.uk

          Write
You can also write to us at Customer 
First 178 Birmingham Road, West 
Bromwich, B70 6QG, or to your  
local office. 

The address and contact details of 
local offices are on the inside back 
page of this leaflet. 

Our normal office hours are 9am to 
5pm, Monday to Friday. If you live in 
one of our Care & Support schemes, 
you can contact any member of 
staff at the scheme. 

When you report a repair, 
we will need to know: 
l �Your name and address
l �A contact telephone number
l When we carry out the repair

Please have your Repairs Handbook 
to refer to when you call us.

If you report your repair online, by 
letter or in person, we will contact 
you to arrange an appointment 
time. If you find out later that you 
are not able to keep to the date or 
time agreed, please let us know and 
we will make a new appointment.

If you are out at the time of your 
appointment, the repair will be 
cancelled and we will charge you for 
the missed appointment.
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How long will it take? 
We will complete the repair as 
quickly as we can. As a guide we 
follow these timescales:

Emergency repair (attend within 
2 hours and remedy emergency 
within 4 hours) 
These are problems that are a health 
& safety risk and/or cause a real 
danger to either people or property. 
Examples include burst water pipes, 
no water or major electrical faults.

Urgent repair 
(within 7 calendar days) 
These are problems that cause a 
significant inconvenience but are 
not a health & safety risk. Examples 
include minor leaks or no hot water.

Routine repair  
(within 31 calendar days)  
These are problems that can be 
annoying but are not urgent. Examples 
include loose floor boards, replacing 
cracked sanitary ware or plaster defects.

Looking after your home is a two-
way responsibility. We are responsible 
for most, but not all, repairs. You are 
responsible for keeping your home in 
good condition and reporting to us 
problems that occur as soon as  

they happen. You are also 
responsible for making sure that  
no-one damages your home.

We are responsible for:
l ��The structure & exterior 

Roof, chimney & chimney stacks, 
drains, gutters and external pipes,	
windows, walls, floors & ceilings

l �The interior  
Basins, sinks, baths, toilets, heating, 
water heating, gas, water and 
electricity supply equipment, 
electric wiring, gas & water pipes, 
water heaters, fireplaces, fitted 
fires and central heating

l �Communal areas  
Hallways, steps, lifts, landings, 
lighting, parking areas, boundary 
walls & fences

We are NOT responsible for:
l ��Painting and decorating the 

interior of your home
l ��Repairing any damage caused by 

you, your pets or anyone visiting 
your home

l ��Changing locks because you  
have lost the key

l ��Keeping the garden & exterior  
area around your home tidy
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Who carries out the repair?
A contractor working on our behalf 
will carry out repair work needed in 
your home. You should ask them to 
show you proof of their identity (ID) 
before you let them into your home.

Code of Conduct
We have a Code of Conduct that sets
out the behaviour required by those
people carrying out work in your home. 
This includes how they should treat 
you and your property and that they 
must clean up after themselves.

Service Standards:
We will:
l �Attend emergency repairs within 

2 hours of your report. They will 
be completed within 4 hours of 
notification

l �Complete urgent repairs within  
7 calendar days of your report

l �Complete routine repairs within  
31 calendar days of your report

l ��Aim to complete 80% of jobs right 
the first time and in all cases we 
will notify you if there will be a 
delay due to the availability of parts

l �We will operate an efficient, 
flexible and fair appointment 
system and ensure we keep 
appointments wherever possible

l �Send you a text message the day 
before the repair appointment  
as a reminder

l �Offer evening and Saturday 
morning appointments

l �Ensure our contractors leave 
homes clean and tidy

l �Ensure contractors are polite, wear 
uniforms and carry identification 
and name badges

l �Carry out resident satisfaction 
surveys and publicise findings on 
our website and in newsletters 

What if I am not happy?
We welcome feedback, good and not 
so good, on the services we deliver. 
It helps us put right any problems or 
improve the way we do things. 

It also helps us compliment our 
people if they have delivered a 
good service. If you are happy, or 
unhappy, with the service you have 
received please tell us. We will give 
you details of our Compliments and 
Complaints policy and we will look 
into your comments and  
respond to you.
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Contact Details

Accord Group Central Services
178 Birmingham Road,  
West Bromwich, B70 6QG
T: 0300 111 7000
E: customerfirst@accordgroup.org.uk
Open: 9am – 5pm Monday to Friday

Accord Housing Association 
37 King Street, Darlaston
Walsall, WS10 8DE
T: 0300 111 7001
E: customerfirst@accordgroup.org.uk
Open: 9am – 5pm Monday to Friday
Closed: 12.30pm – 1.30pm  
on Wednesdays

Ashram Housing Association
Fairgate House, 205 Kings Road
Tyseley, Birmingham, B11 2AA
T: 0300 111 7000
E: customerfirst@accordgroup.org.uk
Open: 9am – 5pm Monday to Friday

Ashram Coventry Office
4 Longford Road, Coventry, CV6 7AW
T: 0300 111 7000 and 02476 667 314
E: customerfirst@accordgroup.org.uk
Open: 9.30am – 4.30pm Tuesday  
and Wednesday

bchs
Fairgate House, 205 Kings Road
Tyseley, Birmingham, B11 2AA
T: 0300 111 7000 and  
0121 764 3808
E: customerfirst@accordgroup.org.uk
Open: 9am – 5pm Monday to Friday

Caldmore Area Housing Association
18 Caldmore Green, Caldmore
Walsall, WS1 3RL
T: 01922 614505
E: Info@caldmorehousing.co.uk 
Open: 9am – 5pm Monday to Friday 

Fry Housing Trust
43 Rowley Village, Rowley Regis
West Midlands, B65 9AS
T: 0121 559 6406
E: admin@fryha.org.uk
Open: 9am – 4.30pm  
Monday to Friday

Moseley & District Housing 
Association
106 Alcester Road, Moseley
Birmingham, B13 8EF
T: 0121 442 5000
Textphone: 07900 912728
E: frontdesk@moseleyha.org.uk
Open: 9am – 4pm Monday, 
Wednesday and Friday and 9am – 
1pm Tuesday and Thursday

Redditch Co-op Homes
Britten House, Britten Street 
Redditch, B97 6HD
T: 01527 591 170
E: hazel@rch.coop
Open: 10am – 4.30pm  
Monday to Friday 

Emergency Out of Hours calls 
about Anti-social Behaviour 
and Repairs can be made on 
0300 111 7000
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Group Websites:
www.accordgroup.org.uk



Printed onto part-recycled paper using environmentally-friendly inks.

Tel: 0300 111 7000  Fax: 0121 358 9011 Email: customerfirst@accordgroup.org.uk
Customer First, Accord Group, 178 Birmingham Road, West Bromwich, B70 6QG

Do you need this document in another language or format? Tick the box next to the  
language you need and send it to the address below. This leaflet is also available in Large print, 
Braille, Audio and EasyRead formats. This leaflet is about Repairs and Maintenance.

Arabic

Bengali

Gujarati

Hindi

Polish

Punjabi

Slovak

Somali

Urdu


