
 

24 March 2020 

 

Dear customer, 
 

Following our previous letter, I’m writing to you with the latest on the evolving COVID-19 

situation and the subsequent impact on our services. We continue to keep in line with 

advice from the government and Public Health England. This means the following: 
 

• Our repairs service is now for emergency repairs only which includes no heating or 

hot water, total loss of power, major leaks, broken toilets (if no other toilet), 

blocked drains and major structural damage. 

• Please also note that planned repair works on lifts will not take place during this 

period. You’ll also no longer be able to book a repair online at this time.  

• If you’ve logged a repair and where your repair is not categorised as an 

emergency, you’ll receive a call to let you know that your appointment has been 

cancelled. We’re sorry for any inconvenience caused by this and hope that you 

understand why. As soon as our normal service resumes, we’ll call you to schedule 

a new appointment.  

• Where your repair does qualify as an emergency, we’ll aim to attend your 

property within 24 hours to either make the situation safe or undertake the repairs 

required. If we can’t attend within 24 hours, we will let you know. In some 

circumstances we may call you in an attempt to see whether you can resolve it 

without us attending, and thereby following the government guidance. Our 

priority will remain to ensure you and your homes are safe.  

• For the safety of both you and our Caretakers, their services on site will reduce to 

essential work only.  This will focus on bulk communal clearance (as a fire risk), 

moving refuse bins into the open to ensure they are collected by the Council and 

checking communal lighting. To ensure minimal contact they will carry out this 

work early in the morning.  

• Unfortunately, we’ll not be able to do any customer viewings or let new homes 

during this period. 

 
 

Our Customer Services Team are still here to help and you can contact them via phone 

(freephone: 0800 032 24332433 / from a mobile: 0203 166 2200), email 

(customer.services@rhp.org.uk) and webchat. I’d also encourage you to regularly check 

our website for updates and the latest customer FAQs. 
 

If you have any concerns about your rent, please get in touch by webchat or email and 

we’ll talk you through any support we can offer.  
 

One big thing we ask for your help with during this time, is that you please don’t leave 

your rubbish or anything else that could pose a fire risk outside of your door or in 

communal areas.  
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We’ll continue to monitor official advice carefully and will work to resume our services as 

quickly as possible once it’s safe to do so. 

 

Thank you for your support during this time. We hope you and your families stay safe and 

well.  
 
 

Kind regards, 

 
 

Peter Cogan 

Executive Director of Customer Services 


