Repairs And Emergency Contact Guide

Explains repair reporting procedures, emergency contacts and immediate safety steps, helping contract holders obtain assistance and report problems promptly throughout.

Dwelling address: ____________________________________________________________
and contract holder names: ____________________________________________________
Landlord legal name: ________________________________ telephone: ________________
Email: _____________________ Postal address: ___________________________________
___________________________________________________________________________
Managing agent contact: _____________________ and working hours: _________________

Emergency out of hours repairs telephone: _____________ backup contact: ______________
Routine repairs reporting method and accessibility: __________________________________
___________________________________________________________________________
Immediate danger
For fire, immediate danger or a serious medical emergency, get to safety and call 999 or 112. Follow the building's fire instructions and emergency services' advice. Do not delay an emergency call while trying to contact the landlord.
If you smell gas or suspect a gas or carbon monoxide emergency, leave the affected area and call the National Gas Emergency Service on 0800 111 999 from a safe place. Avoid flames and operating electrical switches. Do not re-enter or restart equipment until advised it is safe. For serious symptoms or immediate danger, also call 999. An LPG installation may need its own supplier emergency number; complete it below.
LPG or other fuel supplier emergency contact if applicable
___________________________________________________________________________
For a power cut call 105. Stay away from damaged cables, sparks or exposed electrical parts; call 999 if there is immediate danger. If a water leak could reach electrical equipment, do not touch that equipment or enter standing water. Isolate water only if safe and call the repairs emergency contact.
Water supplier emergency number and safe stopcock location
___________________________________________________________________________
Reporting repairs and arranging access
What to tell us
Give the property address, your contact details, what has happened, when it began, affected rooms and any immediate safety risk. Include photographs only if safe and necessary. Explain whether water, heating, power, security or essential facilities are affected and any access needs relevant to a safe response. Ask for a reference and keep a copy of your report.
Report damp, mould, leaks, failed alarms and recurring faults promptly, even if previously reported. The landlord must investigate the cause and cannot automatically blame ordinary household activities. Do not disturb suspected asbestos or attempt gas or electrical repairs. Only undertake simple user tasks covered by safe operating instructions.
Emergency escalation process if first contact does not answer: ________________________
___________________________________________________________________________
Acknowledgement and update arrangements for routine reports: _______________________
___________________________________________________________________________
Agreed appointment arrangements and how identity of contractor is checked: _____________
___________________________________________________________________________
Repairs must be carried out within the legally required reasonable time according to their seriousness and circumstances. The contact arrangements here do not extend a statutory deadline. The landlord remains responsible for the duties imposed by Welsh law. No charge arises just because a defect is reported; any lawful claim for occupier-caused damage needs evidence and a legal basis.
Access and privacy
For relevant repair inspections and works, the contract ordinarily requires at least 24 hours' notice and access at reasonable times, subject to the applicable terms and lawful emergency provisions. Agree appointments and raise difficulties promptly. Retaining a key is not unrestricted permission to enter. Neither party should use force or treat an ordinary appointment as an emergency.
If the problem remains unresolved
Use the landlord or agent's complaints procedure, ask for a written response and keep evidence. Serious condition concerns may be raised with the local authority housing or environmental health service. Rent Smart Wales and housing advice services can explain further options. Seek advice before withholding rent or deducting repair costs: disputed fitness and arrears can have legal consequences.
Complaints contact: _______________ and process: ________________________________
___________________________________________________________________________
Guide supplied by: _____________________ date: _________version: __________________ 
acknowledgement if given: ______________________
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