
Repairs - FAQs
Why is your repairs service slower than 
usual? 

Like many businesses, we’re experiencing 
the effects of the changing world around us. 
Covid, Brexit and shortages of materials and 
labour mean that we’re trying to deliver our 
regular services under increasingly difficult 
circumstances. As a result of this, you might 
find that there are delays for non-urgent 
repairs.

What might take longer? 

We will continue to prioritise repairs that have 
an impact on your safety or security, but you 
may find that non-emergency repairs take 
a little longer to complete. If there’s a delay 
with your repair, we will let you know. The 
easiest way to track the status of your repair 
is on MyHome. The types of repairs you might 
find take longer, will be things such as broken 
cupboard doors or a faulty bathroom fan.

Does that mean you won’t do my repair? 

We are still completely committed to repairing 
and maintaining all of our customers’ homes. 
If a repair is Stonewater’s responsibility, rest 
assured that we will still complete it, even if it 
takes a little longer than usual. We will never 
leave an emergency repair (one that could 
affect your safety or security) unattended. 

What’s the easiest way for me to keep track 
of repairs? 

Using MyHome. You’ll be able to see all of the 
repairs you have logged and your appointment 
dates.  

Why did I have to wait so long on the phone? 

Our team are working hard to solve your 
query the first time you contact us. This might 
mean we take longer on the phone with each 
customer, but that you won’t have to be passed 
to a different colleague to resolve your issues. 
We’re also experiencing higher than usual call 
volumes, but there’s a few ways you can avoid 
waiting on the phone lines.

• Try to call us during our less busy period, 
between 5-8pm Monday to Friday. 

 
• Log your repair through MyHome, you can 

do this 24 hours a day, 7 days a week. 

• Use our callback service. When you call 
us, a recorded message will ask you if you 
want a callback. If you select yes, we’ll call 
you back when a member of our team is 
free. 

How long will this be for? 

We’re constantly monitoring the situation, and 
will keep updating you. The best place to go 
for information is our website. As the impacts 
are affecting everyone, not just Stonewater, 
we can’t say for certain how long we’ll 
experience service disruptions for. But we will 
keep working with you our customers, our 
suppliers and our contractors to ensure we 
can deliver the best services to you under the 
circumstances.



Repairs - FAQs
What repairs can I do myself? 

Some things around the home are your 
responsibility under your tenancy agreement, 
and you can complete them without calling us. 
These include things like a broken letterbox 
or replacing lightbulbs. You can find a full list 
here.

There is lots of help and advice online if 
you want to fix small jobs in your home like 
replacing a washer or a lock.  

If you or someone else in your home has 
caused damage to your home, it’s your 
responsibility to fix it.  

If a repair is our responsibility, please call us 
to have it fixed. It’s important that complicated 
repairs such as electrical, gas and boiler 
repairs are done by our registered, skilled 
contractors.

What can I do to help?  

It’s really important to us that we’re able to 
attend your repairs and do a first time fix 
where possible. You can help us to keep our 
repairs service going by: 

• Checking which repairs are your 
responsibility before reporting them.

  
• Giving clear details of the problem and 

taking pictures that clearly show it.

• Keeping to your appointments and letting 
us know if you need to reschedule.

• Reporting repairs before they get worse.

We’re still working in a COVID-safe way, so you 
can help us by social distancing in with our 
contractors and making sure that you let us 
know if anyone in your home is self-isolating. 
You can find out more about our COVID-safe 
approach here. 

Why didn’t you come out to do my repair? 

Even though we’re experiencing delays, our 
contracting partners should still always attend 
your appointment. There might be some times 
in which your appointment is moved at short 
notice, for instance if an emergency crops 
up that they need to attend to. If they need to 
reschedule, they should contact you.

If for any reason they do not come, and don’t 
let you know in advance, please tell us so we 
can follow this up for you.  

Have you registered 
for MyHome? 

It’s the fastest way 
to contact us, and 
the best way to keep 
track of your rent and 
repairs. We know that 
call centre wait times 
might be longer than 
usual.

With MyHome, you 
can now manage your 
home in your own time, 
24 hours a day, 7 days 
a week, without calling 
our helpline. 

myhome.stonewater.org


