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We are committed to improving homes and neighbourhoods 
throughout Walsall. This leaflet outlines what we will do to 
maintain, repair and enhance your home, as well as explaining 
what you are responsible for and how you can work with us to 
ensure you gain the best service possible.

Our standards

We ensure that all of our properties are maintained in a good 
condition by:

responding to your requests for repairs quickly■■

carrying out repairs efficiently and to a high standard■■

continuing our programme of improvements to bring all ■■

properties up to current standards
providing customers with a choice where possible  ■■

e.g. about when the repair will be carried out
offering advice and guidance to customers who want to carry ■■

out alterations themselves
considering the impact of our repairs work on the environment.■■

How do I report a repair?

You can report a repair by visiting your local housing office or 
by telephoning us on 0300 555 6666. Our offices are open 

between 9am and 5pm Monday to Friday. Emergency 
repairs can be reported 24 hours a day using the same 
telephone number. You can also report a routine repair 
on-line at www.whg.uk.com
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When you report your repair, you will need to refer to the whg 
Repairs Handbook, and tell us:

your name, address and, if possible, a telephone number where ■■

we can contact you
as much information about the repair as possible■■

how our repairs team can gain access to your home.■■

What is whg responsible for?
The structure and outside of your home

We are responsible for repairing the structure and the fixtures 
provided by whg outside of your home so that it is kept in good 
condition. This includes:

drains, gutters and external pipes■■

roofs■■

outside walls, outside doors, window sills, window catches,  ■■

sash cords and window frames including external painting  
and decorating (carried out as part or our planned  
maintenance programme)
internal walls, floors and ceilings, doors and door frames, door ■■

hinges and skirting boards – but not internal painting and decorating
chimneys, chimney stacks and flues■■

main pathways and steps■■

major internal plasterwork■■

integral garages and stores■■

boundary walls and fences if supplied by whg.■■
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Installations

We will keep any installations provided by us in good repair and 
proper working order. This includes:

basins, sinks, baths, toilets, flushing systems and waste pipes■■

electric wiring including sockets and switches, gas pipes and ■■

water pipes
water heaters, fireplaces, fitted fires and central heating.■■

Communal facilities

In blocks of flats and maisonettes, we will take reasonable care to 
keep the common entrance, halls, stairways, lifts, passageways, 
rubbish chutes and any other common parts, in reasonable repair. 
This includes all electric lighting.

What am I responsible for?

You are required to keep your home in good decorative order and 
ensure that fixtures and fittings are maintained so that they do not 
cause a danger to anyone or damage the property.

In addition you are also responsible for:

sink, bath and wash basin plugs and chains■■

tap washers (except where the stopcock is not in your home)■■

WC seat (except through fair wear and tear)■■

repairs to fitted cupboards and wardrobes■■

wall tiling around bath and wash basin■■

garden gates and fencing not supplied by whg■■
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garage door padlock■■

internal decorations including minor plasterwork■■

up and over garage doors■■

panels of slatted timber in airing cupboards■■

side paths and patios (not including the main entrance path)■■

ensuring tumble dryers are vented to avoid condensation.■■

If you have gained our approval to alter your home, the work 
should be carried out and then maintained properly.

If you have been provided with any special facilities for someone 
with disabilities, contact us as soon as there is a change in 
circumstances which affects their use.

Charging for repairs

We do not charge for items that break through fair wear and tear. 
You will however be charged for the cost of any repairs which 
have been caused through damage or neglect to your home by 
you, anyone living with you, or your visitors.

Access to your home

Once you have been given 24 hours’ notice in writing, 
you must make sure that we are allowed to enter all 
parts of your home so that we can carry out the 
following tasks at any reasonable time:

inspections■■

repairs or other works such as annual ■■

maintenance of any gas installations
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reducing or preventing any nuisance in your home■■

preventing any damage to the property■■

protecting the health and safety of anyone in your home■■

disinfestation.■■

Anyone authorised to enter your home by whg will carry 
identification. Always ask to see it before letting callers into your 
home and be aware that there may be bogus callers out and 
about. If you have any concerns about the caller, contact your 
local housing office.

Can we enter your home without your consent?

We have the right to apply to the Courts for permission to enter 
your home, if it appears that:

you have not responded to our written notice■■

if we do not gain entry, significant harm or damage may be ■■

caused to your neighbours or, in the case of a flat, other people 
in the building
there is a risk of physical harm to someone ■■

there is a risk of significant damage to your home or any  ■■

other property
your home is unoccupied and not properly secured against ■■

unauthorised entry or vandalism.

If we cause damage when entering your home without your 
consent, we will put it right afterwards and will secure your home 
against unauthorised entry.
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How long will a repair take?

When you report the need for a repair and we agree that it is our 
responsibility, we put it into one of the four categories below. Each 
category has its own target response time so that you know when 
you will hear from us.

Emergency repairs

These are repairs which present an immediate risk to safety, 
security or health. We aim to make the repair safe within three 
hours of you reporting it and complete it within 24 hours.

Urgent repairs

These are repairs which cause serious inconvenience. We aim 
to respond to an urgent repair within three working days of you 
reporting it.

Routine repairs

These are day to day repairs which do not cause immediate 
inconvenience. We aim to respond to a routine repair within one 
calendar month of you reporting it.

Programmed work 
Certain repairs may be held back and carried out with other repairs 
in the area as part of our general maintenance programme.
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Brownhills Housing Office 
13 Silver Court 
High Street 
Brownhills WS8 6HA

Bloxwich Housing Office 
Bloxwich Hall 
Elmore Court 
Elmore Green Road 
Walsall WS3 2QW

Blakenall Housing Office 
Blakenall Village Centre 
Thames Road 
Blakenall 
Walsall WS3 1LZ

Central Walsall Housing Office 
2nd Floor  
Tameway Tower 
Bridge Street 
Walsall WS1 1JZ

Darlaston Housing Office 
45 King Street 
Darlaston WS10 8DE

Willenhall Housing Office 
Beechwood House 
New Road 
Willenhall WV13 2BG

Email us at enquiries@whgrp.co.uk

To contact us please call:

0300 555 6666
Always charged at local rate 
– including from mobiles
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Walsall Housing Group 
8th Floor Tameway Tower, Bridge Street 

Walsall WS1 1JZ 
Tel: 0300 555 6666

September 2008


