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Maintenance Response Service Levels (SLA)

Our service level commitments outline what happens when you report a fault and the timeframe in which you can expect a response.
When we receive a MyServices request, it is necessary to prioritise the work according to urgency under an agreed service level, which is derived from this priority.
Priority 1: Emergency - Immediate response within 2 hours 
Priority 2: Urgent - Less than 24 hours
Priority 3: Important - Less than 3 days 
Priority 4: Standard - Less than 7 days
Priority 5: As agreed with the requestor



Typical priority 1 work 
· Fire or imminent risk of fire or explosion. Gas leaks.
· Leakage of water from plumbing or heating which is not contained by local drains 
· Loss of electrical supply to a building or part of a building.
· Lift breakdown with passengers inside.
· Any incident that stops teaching 

Typical priority 2 work 
· Blocked drains or internal waste pipes
· Loss of other local services, such as ventilation and air conditioning.
· Water leak not causing damage to the building, such as a tap that won't turn off.

Typical priority 3 work
· Loss of heating or hot water on a local basis within a residential room
· Replacement of cooker element when other elements are still working. 
· Replacement or repairs to light fittings if other lighting exists in the room. 
· Loss of electrical power where other sockets still work within the room.
· Water ingress into a room that is not causing immediate problems but could cause problems in the long term.
· Damage to an internal door that could cause security problems


Typical priority 4 work
· Loose or missing floor tiles and paving where there is minimal safety risk.
· Replacement of cracked glass that does not give rise to security or safety risk.
· Replacement or repairs to sanitary ware fittings, such as plugs and seats.
· Adjustment of door closures or floor springs.
· Repairs to joinery items such as doors and windows, where there is no security risk.
· Re-fixing loose fixtures and fittings.
· Repairs to furniture when the damage affects the functionality of the room.

Typical priority 5 work

· Any other non-urgent work.
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