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10 Issues or compiamts raised by residents would be dealt with in vanous ways 1 th
wsue rased by a resident such as the window would not cloze property, § woud v
resdent along with @ site manager or a contractor and try to sort the 1ssue cut thare and then,
the majonty of Issues would be sorted out this way. If there was a formal CoOmplard, Tus weauid
be entered onto a log which was provided to the Chent. | would provide detais of the
complamt to the Chent either by phone or email; the contact at the Client was Clars Wilams
There were also monthly meetings with the Chent where complaints were discusses and
Claire would also come to our office from time to time.

11. The majority of the complaints related to the Client, some were longstanding issues tha <id
nc})t (eiate to the Project. Occasionally, complaints would be escalated internally to Chnstna or
Nikki or to a site manager for contact to be made with a contractor.

12. 1 do not recall any complaints regarding cladding, AOVs or fire doors. Other than compiaints
regarding the HiU, | only recall complaints in respect of the windows and the fans instailied in
the kitchens. Residents were concerned that the window size was smailer and so the amount
of dayhght would be reduced and existing blinds would not fit following the change o the new
windows. | passed these concerns on to the Client. Other window issues related o cpening
and closing them properly; | believe a manual was prepared by the Client which was provicded
to residents.

13. The new fans in the kitchen were noisy. | recall that it was a manufacturing issue which was
eventually resolved. { kept the residents up to date with the progress of repairs.

14. There were occasions where residents made a compensation claim for damage caused o
their belongings as a result of the works. The decision on whether to pay compensaton was
Rydon's but | would liaise with the resident and the contractor, if one was invoived, to oblan
the details and keep the resident up to date with the matter. The Client would be involved i
the resident or leaseholder was not happy with the cutcome. Claims by residents for
replacement blinds or curtains foliowing the instaliation of new windows would be a decision
for the Client.

15. The Clerk of Works was involved towards the end of the Project to inspect the works. 1 da not
know whether any complaints were reported to the Clerk of Works but | arranged ‘
appointments for them to inspect the flats. | also attended some of the inspections in order to
introduce the Clerk of Works to the residents and to provide reassurance to the residents of
who they were. | had no involvement in the actual inspection carried out by the Clerk of
Works.
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