
Q. What priority will my repair get?
We put repairs into one of four categories:

Emergencies: Attend within two hours and complete within 24 hours.
Examples include total loss of power or water supply, blocked refuse
chutes in high-rise flats and total loss of central heating (from 31
October – 1 May).

Priority 1: Attend and complete within 24 hours. Examples include
partial loss of power or water, blocked main drains or toilet blockages
where your home has only one toilet.

Priority 2: Attend and complete within seven calendar days. Examples
include minor plumbing leaks or defects, faulty toilet cisterns or
overflow not working properly, minor electrical faults and roof leaks.

Priority 3: Attend and complete within one calendar month. Examples
include general joinery repairs, repairs to plasterwork and tiling, and
clearing gutters.

Q. How do I report a repair?
You can report a repair to us in several ways:

by telephone
Call our freephone number on 0808 100 9596 between 8am and 5pm
Monday to Friday and speak to an advisor.

If you need to report an emergency repair between 5pm and 8am,
please call 0808 100 9596 to speak to our emergency out-of-hours
service.

at your local housing office
Use the special telephone in the reception area or talk to one of our
staff, who will pass your details to the repair team. You can find contact
details for the housing offices in this leaflet.

We offer a comprehensive repairs service including day-to-
day, planned and responsive repairs. Our aim is to work
with our tenants so we can get it right first time, every
time.

“We will provide a first-class, seamless building service to
all tenants of Wirral Partnership Homes.”

Frequently asked questions

Q. What questions will I be asked when
reporting a repair?
We will ask for your name and address so we can check
your details on the computer system. Staff in the Response
Centre will also ask you questions so they can decide how
urgent the job is. We will give you a job number for future
reference, so please keep this safe.

Q. What happens next?
A repair technician will arrive at your home at the agreed
appointment time. He or she will wear a WPH uniform and
clearly show you an identity card.

Need a repair?
by email
Email: housingrepairs@wphomes.org.uk

We will record your repair on the system and confirm details of the
repair and any appointment to you by email.

by post
Write to the Response Centre, Wirral Partnership Homes, Dock Road,
Birkenhead, Wirral CH41 1JW.

We will write back to you confirming details of the repair and any
appointment.

by fax
Report your repair by fax on 0151 638 3367. We will reply by fax.

Q. I’m not sure what’s wrong?
All our repair technicians are experienced and will be able to identify the
repair when they visit your home. We can also ask a repair manager to
come and identify the problem and explain what needs doing. A repair
manager does not visit every property. If you want one to call, please
contact the Response Centre.

Q. What if I am not happy with the repair?
If possible, tell the repair technician who will try and solve the problem.
If you notice a problem when they have left, contact the Response
Centre.

You can also feed back to us using the complaints, compliments and
make a suggestion process. We also do regular telephone surveys of the
repairs service with our customers and act on the feedback they give us.



Response Centre 0808 100 9596
housingrepairs@wphomes.org.uk

Woodchurch Housing Office 0151 666 7001
woodchurchhousing@wphomes.org.uk

Rock Ferry Housing Office 0151 666 7002
rockferryhousing@wphomes.org.uk

North End Housing Office 0151 666 7003
northendhousing@wphomes.org.uk
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Birkenhead
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CH41 4PE
Switchboard: 0151 606 3000
Fax: 0151 606 3001
www.wphomes.org.uk
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Alternative languageContacting us

If you need this leaflet in large print, Braille,
audio or a different language call 0151 606 3000

Need a repair?


