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The Out of Hours Repairs Standard Operating Procedure has been produced to identify how to deal with requests for repairs during hours outside of a normal working day. It identifies the checks needed and the steps to take to ensure we respond appropriately and meet Health & Safety regulations.
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SOP - Standard Operating Procedure 

YSM – Youth Service Manager
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	No:
	Procedure
	Key Points

	1
	An out of hours repair should only be requested/raised if the circumstances or type of repair means it cannot wait until:
a) 09.00 the following working day; or
b) until 09.00 on the Monday the following week (if the incident occurs outside normal working hours or over either a weekend/seasonal/bank holiday)

and not dealing with the repair immediately would result in a tenant; staff member or building being subject to significant risk or would put St Basil’s in breach of its statutory responsibilities.
	

	2
	Examples[footnoteRef:1] of repairs which must be dealt with immediately are: [1: ] 

a) A fire alarm fault
b) A fire or report of fire
c) An emergency lighting or air opening vent (AOV) fault
d) Total loss of power throughout the building 
e) Major water leak
f) A gas leak 
g) A heating and/or hot water repair if outside temperatures are low and it will not be possible to address the fault within 24hours if the repair is raised the following morning at 9am (e.g., a tenant(s) should not be left without heating and access to hot water over the weekend).
h) A broken window or door which compromises the safety and security of the building

	In the event of a fire an immediate call should be made to the fire service on 999 before contacting the Local agency On-call Officer, YSM On-call Officer and Property Services


In the event of a gas leak an immediate call should be made to Gas Safe on 0800 111 999 before contacting the Local agency On-call Officer, YSM On-call Officer and Property Services

 The list provided is not exhaustive and there will be other repairs which will need to be dealt with out of hours. Officers will need to use their judgement and assess the risks posed to tenants, staff and buildings.

	3
	If you have identified that an emergency out of hours repair is required, log the repair on QL noting it as an out of hours repair and fill out the out of hours form providing as much detail as possible.
	The form for an out of hours repair can be found on Workplace.

	4
	Call the Property Services Out of Hours number – 
07850 310557
a) A total of three calls should be made 
b) If the first call isn’t answered, leave a voicemail and send a text or WhatsApp.
a) A further two calls should then be made with ten minute intervals between each call.
	When sending a text or WhatsApp message please state:
I. your name; 
II. scheme at which the repair is required; 
III. the problem which requires an out of hours repair 
IV. the precise location of the problem/fault/repair

	5
	If you have not received a response within a further 10 minutes of your last call to the Property Service out of hours number, select a contractor from the table below who is able to deal with the repair and raise the order directly. 
	

	
	Contractors

	Contractor
	Operative
	Phone Number
	Works

	Barry Ashford
	-
	07788 978858
	General Repairs, Plumbing, Locksmith

	Mason Plumbing and Heating Services
	Russell
	07527398135
	Plumbing, Heating Faults

	BTF
	Ben
	07979 211302
	Roof Repairs, General Building Work

	CCSS
	Out of Hours Call Centre
	01216 044499
	 Door Entry, Fire Alarm Repair

	All hands Ltd T/A Harrold Jones services
	-
	07900 740961
	Fire Alarm Repair, Emergency Lighting Repair

	Premier Out of Hours
	-
	08450 555444
	General Repairs, Plumbing, Carpentry Locksmith, Electrical Works, Heating Faults

	Juskam Construction
	Justice
	07761 308990
	General Repairs, Plumbing Locksmith Carpentry
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