
works at Millbank Estate

(Project  S159)

A guide for residents during major
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Team Contact Details

Before works start your first point of contact for all  
queries should be:

Debra
Project Administrator
01322 612 320 or 0800 023 1730
WCCenquiries@unitedliving.co.uk

After works have started

Following your pre start survey, you will be  
issued with a project team card introducing your  
Resident Liaison Officer (RLO). Your RLO will:

•	 Organise appointments with you for work to  
be carried out.

•	 Help with any special needs you may have.
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How to contact us
If you need to get hold of us our details are below:

By email: WCCenquiries@unitedliving.co.uk

United Living Site Office:
Gainsborough House
Erasmus Street
London SW1P 4HX

Website: www.westminster.gov.uk/ 
yourhousing/S159

Day/times working hours
Monday – Thursday 08.00.am – 17.00pm
Friday – 08.00am – 16.30pm

When you call us

We promise to…

•	 Call you back, if requested.
•	 Try and answer your query in one call.
•	 If not, explain what will happen next.

In an emergency

If you have an emergency relating to our works, 
please call 01322 660226.

Gainsborough
House
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Overview of planned works	
•	 The work to be carried out to Millbank Estate includes:

•	 Asbestos Surveys.

•	 Scaffold (erect and strike scaffold).

•	 Window repairs and redecoration.

•	 Replacement flat front entrance doors (Leaseholder Opt-In).

•	 Replacement communal fire doors.

•	 Communal decorations and replacement flooring.

•	 External works (Repairs and re-pointing to brickwork/concrete surfaces, including 
cleaning of stained brickwork).

•	 Roof repairs.

•	 New door entry systems.

•	 Drainage (Repair and clean rainwater goods below ground drainage systems).

•	 Fire Risk Assessment (FRA) works.

Works are required following a recent fire risk assessment and fire door inspection.

Health and safety – COVID-19
Secure ways of working
Keeping you and the onsite teams safe during this time is our number one priority. 
To comply with the government guidelines, United Living has carried out a COVID-19 risk 
assessment and we confirm the work site and procedures are COVID-19 Secure. 

The safety of your household is important and before any work starts in your home, we will 
speak to you about the work that is planned, your circumstances and how the work can 
be done safely. We will agree with you how the work will be done inside your home and 
we will check to see if anyone in your home has COVID-19 symptoms, is self-isolating or is 
in a vulnerable or shielding category. If the answer is yes to any of these questions, United 
Living will not carry out the work and will discuss the options with you. 

United Living has introduced a range of measures to keep you and our employees safe and 
can confirm that our approach is COVID-19 Secure. This includes steps for safer working 
together. United Living has:

•	 Carried out a COVID-19 risk assessment to comply with government guidelines.

•	 Introduced cleaning, handwashing and hygiene procedures (such as PPE) in line 
with guidance. 

•	 Taken all reasonable steps to help people work from home where possible. 
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•	 Taken all reasonable steps to maintain social distancing whilst working. 

•	 Where it is not possible to maintain social distancing, everything practical will be done 
to manage transmission risk. 

•	 Mandatory social distancing, including distances marked out onsite. 

•	 Signage and barriers will be put up to cordon off area of work. 

•	 Appropriate personal protective equipment (PPE) for our teams. 

•	 Enhanced cleaning in all work areas. 

•	 Enhanced welfare and washing facilities at the site office. 

•	 Staggered use of facilities, with a rota system for breaks to allow social distancing. 

•	 Restrictions on travel to and from site, including managing deliveries of building 
materials. 

•	 Additional welfare supervisors to manage social distancing. 

•	 All initial surveys to be done over the phone or video call. 

•	 Detailed safety checklist for any work due in your home. 

•	 Individual discussion and agreement with you for any work planned in your home. 

Please contact your dedicated RLO, if you have any questions or concerns.

You will find their contact details on you team card which will be included in your resident 
information pack.

Before works start
Your RLO will contact you to go through the resident information pack and answer any 
questions you may have.

•	 Carry out an asbestos survey.

•	 Carry out a survey of your front entrance door.

•	 Carry out a window survey.

•	 Provide you with information on the works being carried out.

•	 Provide you with contact details of the site team and who to contact in an emergency.

To book your survey, please contact Debra on 01322 612 320 or 0800 023 1730. 
Alternatively you can email Debra at WCCenquiries@unitedliving.co.uk
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Asbestos Survey
Asbestos surveys will be carried out during your precondition survey appointment in line 
with HSE guidelines.

We are required to carry out asbestos surveys to any areas of planned works prior to 
intrusive works. 

This will be done by a specialist contractor who will carry out a visual inspection 
of any materials suspected of containing asbestos. The contractor may also take 
samples of the suspected material for analysis.

If asbestos is found it will be removed under controlled conditions. This will be 
carried out by a specialist contractor. You may be required to leave your property 
for a short period to allow the removal work to be carried out. We will write to 
you giving at least 14 days notice of any asbestos removal works.
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Scaffolding
There is little for you to do to get ready for this work but please:

•	 Keep valuable and breakable possessions away from windows. 

•	 Keep windows closed during work and when you go out. 

•	 Keep your children and any pets away from open windows to avoid them getting into 
the scaffolding.

If you have any concerns, please call your Resident Liaison Officer immediately. 

Satellite dishes and Aerial’s 
We may need to relocate your satellite dish or Aerial onto the scaffolding whilst the scaffolding 
is in place. You may therefore experience some slight interference with your reception. 

We will replace your Satellite dish or Aerial to its original location once the scaffolding is 
ready to be taken down. 

Window repairs and decoration
As part of works we will be carrying out repairs to your windows. 

The work includes: 

•	 Ease and adjustment of existing windows (including repairs where required). 

•	 Replacement of broken handles and hinges. 

•	 Strip paint and remove any rotten or failed material. Sand Crittall sections. Brush with a 
wood stabiliser to provide a suitable key. Apply dry flex resin.

•	 Replace broken and/or defective glass.

Getting ready for window repairs 
To allow our operatives space to work and prevent accidental damage of your belongings: 

•	 You will need to take down any curtains or blinds around the windows. 

•	 Move all items of furniture and belongings away from the window area. 

•	 Have a clear path through the room to the windows. 

If you have security grilles, these must be removed from windows before works can 
commence. Ask us for assistance if you are unable to remove them. These will not be 
refitted by us. 

If you require any assistance with moving furniture or taking down curtains or blinds, 
please ask your RLO for help. You will find their contact details on your team card which 
will be included in your resident information pack.
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Replacement tenant entrance doors
As part of the fire safety works being carried out in your block, we will be replacing tenant 
front entrance doors. 

Leaseholders are invited to opt-in. Westminster City Council will write to leaseholders with 
the costs, door specification and details on how to opt-in.

You will be provided with three unique keys for your new front door. Your door will have a 
new letterbox, spy-hole, door number, knocker and chain.

Your new flat entrance door will be replaced on a like for like basis. Residents will be 
invited to take part in a colour choice ballot. The winning colour will be determined by a 
majority vote to your block. 

Please see below the three colour combinations available. Ballot forms will be sent to all 
residents nearer the time of your block start date. 

Replacement communal doors
We will be replacing the following communal fire doors in your block:

•	 Communal doors

•	 Riser cupboard doors

•	 Electrical Intake doors 

•	 Store doors (some blocks)
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Communal decorations
We will be carrying out decorations to the internal communal areas of your block. 

The work includes: 

Redecoration of all previously painted surfaces (ceilings, walls, woodwork, handrails 
staircases and skirtings) with fire resistant paint. 

External works
Redecoration of all previously decorated external surfaces with fire resistant paint to 
masonry communal walkways. Repairs and re-pointing to brickwork/concrete surfaces, 
including cleaning of stained brickwork.

Roof repairs
This may include the following work: 

•	 From all roof areas. 

•	 Damaged/missing/slipped slates.

•	 Lead flashings: Cut out and replace defective flashing with new, to ensure that the roof 
elements are functioning correctly and not permitting water ingress.

•	 Cut out roof tiles and replace with new in-line ventilation.

•	 Insulation – To all roof areas accessible through the communal loft hatch, Upgrade the 
existing roof insulation between the joists  to levels to meet current Building  
Regulation Standards.

•	 Installation of roof void compartmentation between party wall lines.
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New door entry systems
The work will include:

•	 Strip out existing system, replace wiring and make good.

•	 Test system upon completion of works and ensure all components are left in good 
working order.

•	 MEMO programme training in order to access system. 

Drainage
Works to clean and repair the drainage system will include: 

•	 Re-lining of all drainage. 

•	 CCTV survey of all pipework. 

•	 Replacement of defective pipework.

Fire Risk Assessment (FRA) works 
FRA works, including fire stopping, the replacement of communal cupboard doors and 
firebreak partitions in the roof spaces.

•	 Fire compartmentation.

•	 Fire signage.

•	 Fire stopping.

•	 Replacement of communal cupboards.

•	 Fire break partitions in the roof spaces.
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All our staff must adhere to our Code of Conduct 
while working in and around your home.
If you have any concerns about the conduct of our 
staff please contact your Resident Liaison Officer 
straight away.
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Compliments, comments and complaints
We always aim to offer a great service but like any organisation we can make mistakes. 
We are always pleased to hear when we do a great job and welcome your compliments, 
comments and complaints. We welcome your feedback so we can learn from our mistakes 
and improve our service to you.

When we go the extra mile
If a member of staff has offered great customer service and was particularly helpful or 
supportive, or did something that made things easier – we would love to hear about it.

We’ll make sure that member of staff is recognised.

If we get it wrong
If you are unhappy with the service you receive from us please let us know – Your Resident 
Liaison Officer is the best person to speak to. They will investigate it thoroughly, quickly 
and fairly, keeping you informed throughout. Please give them as much information as 
possible and they will do their utmost to support you through the process.

We try to keep things simple and sort things out on the spot, but if things take longer than 
we hoped, we will keep you informed of progress and any delays.

Alternatively write, with full details and any supporting evidence, to:
The Customer Satisfaction Coordinator
United Living
Media House
Azalea Drive
Swanley 
Kent BR8 8HU

By Phone

01322 665522
By Email

WCCenquiries@
unitedliving.co.uk
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Record
Your complaint will 

be recorded and given 
a reference

Acknowledge
We will acknowledge 

your complaint in 
writing, if you have 

written to us

Investigate
Your complaint will 
be investigated with 

the project team

Outcome
We will advise you 
of the outcome of 

our investigation and 
agree any actions 

required. 

Complaint Handled Correctly?
Was the complaint responded to on every point 
raised, in a fair and reasonable manner and with 

all necessary information?

Any remedial action 
required will be 

undertaken within an 
agreed timescale.

YES NO

Within 2 
working 

days

Usually 
within 7 
working 

days

Usually within 10 
working days

Please write to us with your reasons and any 
supporting evidence.

We will review your comments and consult 
with Westminster City Council  before 

responding to you in writing with our findings.

If we get it wrong
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End of works
Once works are completed, these will be inspected by a respresentative from Westminster 
City Council who will ensure the work has been carried out to the agreed specification. This 
is called ‘snagging’. If any additional works need to be carried out, we will come back to 
put it right. 

Approval and handover
We inspect your home and if you are happy it meets the agreed specification we will sign 
the works off. 

After the works are finished
Twelve months after works have been finished, your home is in a ‘defects’ period. During 
this time, if something goes wrong please call us and we will come and carry out the 
necessary repairs.



United Living, Media House,
Azalea Drive, Swanley
Kent, BR8 8HU
Switchboard: 01322 665522
www.unitedliving.co.uk


