
Walls

Tenant's Problem          Operator will ask         Probable cause Suggested remedy    Response Times
Holes or cracks in wall. How did this happen? 

What room are the 
holes in? How big are 
the holes?

Referral will be raised 
for your Property 
Manager to assess the 
work required.

Paint. Is the paint 
peeling/flaking? Which 
rooms is this 
happening in? Have 
you tried to wash the 
walls down?

Referral will be raised 
for your Property 
Manager to assess the 
work required.



Floors

Tenant's Problem          Operator will ask         Probable cause Suggested remedy    Response Times
Warped, buckled, 
damaged or cracked.

Which room is this in? 
How did it happen? 
How much damage is 
there? What type of 
floor is it?

Referral will be raised 
for your Property 
Manager to assess the 
work required.

Tiles broken, 
missing.

Which room is this in? 
How many tiles are 
broken? Are they 
mosaic or vinyl?

Referral will be raised 
for your Property 
Manager to assess the 
work required.

Possible rotten or 
pest infected 
timber flooring.

What rooms is this in? 
How large is the area 
that is damaged? Can 
you see any termites 
etc? Is there a hole in 
the floor?

Referral will be raised 
for your Property 
Manager to assess the 
work required.



Doors

Tenant's Problem          Operator will ask         Probable cause Suggested remedy    Response Times
Door jam split. Is this an internal or 

external door? Can 
property be secured? 
Which room is the door 
in?

Routine works order 
will be raised to be 
attended to within 10 
working days, unless 
property cannot be 
secured, in which case 
an Immediate works 
order will be raised to 
be attended to within 4 
hours.

Door closer not 
functioning.

Which door is the door 
closer on? Can the 
door be opened and 
closed easily?

Routine works order 
will be raised to be 
attended to within 10 
working days, unless 
property cannot be 
secured, in which case 
an Immediate works 
order will be raised to 
be attended to within 4 
hours.

Routine works order 
will be raised to be 
attended to within 10 
working days, unless 
property cannot be 
secured, in which case 
an Immediate works 
order will be raised to 
be attended to within 4 
hours.
Routine works order 
will be raised to be 
attended to within 10 
working days, unless 
property cannot be 
secured, in which case 
an Immediate works 
order will be raised to 
be attended to within 4 
hours.
Routine works order 
will be raised to be 
attended to within 10 
working days, unless 
property cannot be 
secured, in which case 
an urgent works order 
will be raised to be 
attended to within 2 
hours.

Door handle 
broken or coming 
loose.

Door hard to open 
or close.

Which door handle is 
broken? Does the door 
have another lock on 
it? Can the property be 
secured? Have you got 
access to/from the 
property?

Which door handle is 
broken? Does the door 
have another lock on 
it? Can the property be 
secured? Have you got 
access to/from the 
property? Does it 
scrape on the floor or is 
it the lock?

Screen door will 
not lock.

Is the door at front/rear 
of property? Has the 
lock come off the door? 
Is the external door 
secure?



Doors cont.

Tenant's Problem          Operator will ask         Probable cause Suggested remedy    Response Times
Screen door hinges 
loose.

Routine works order 
will be raised to be 
attended to within 10 
working days, unless 
property cannot be 
secured, in which case 
an urgent works order 
will be raised to be 
attended to within 2 
hours.

Gauze torn on 
screen.

NOTE: TENANT 
CHARGE MAY APPLY 
- Report to Tenancy 
Manager.

Refferal will be raised 
for your Property 
Manager to assess the 
work required. If it is a 
safe room a Immediate 
works order will be 
raised to be attended 
to within 4 hours.

Internal door 
handle coming 
loose or broken.

Which room is the door 
in? How did this 
happen? Is this a safe 
room?

Is the door at front/rear 
of property? How long 
has the door been like 
this for? Is the external 
door secure?

Is the door at front/rear 
of property? How long 
has the door been like 
this for? How did this 
happen?



Ceilings

Tenant's Problem          Operator will ask         Probable cause Suggested remedy    Response Times
Leaking. Routine works order 

will be raised to be 
attended to within 10 
working days, unless 
water coming through 
is close to light or 
electrical fittings an 
immediate works order 
will be raised to be 
attended to within 4 
hours. Referral to 
Property Manager.

Refferal will be raised 
for your Property 
Manager to assess the 
work required. 

Mould. What room is the mould 
in? Is there adequate 
ventillation in this 
room? How long has 
this problem been 
present? Has there 
been a roof leak above 
this room? Is there an 
air conditioner in the 
room or in the room 
next door?

What room is the leak 
in? Where is the leak 
coming from? Is the 
water coming through, 
or close to a light or 
electrical fitting? Is the 
roof tin or tiles? If you 
don't know would you 
please step outside and 
have a look? In a 
unit/flat: What is the flat 
number above you? 
Refferal to Property 
Manger.

Sagging Ceiling. What room is the 
ceiling sagging in? Is 
there dampness in the 
area where the sagging 
is? Is the sagging in an 
area where there are 
light fittings? Is it in a 
room on the top floor? 
What type of roof have 
you got?

Refferal will be raised 
for your Property 
Manager to assess the 
work required, unless 
there is evidence of 
water forcing the 
sagging to occur. If this 
is the case, an urgent   
works order will be 
raised to be attended 
to within 2 working 
days.

Refferal will be raised 
for your Property 
Manager to assess the 
work required. 

What room is the hole 
in? How did this occur? 
Did you have a water 
leak in this room?

Hole in ceiling.


