 

 

 

 

17 August 2015
St Martins residents 

Lambeth

London

SW2 3QD

stmartinsresidentslambeth@gmail.com
 

FAO Brendan Zecevic

Customer Feedback No: 5662560



I write in response to your complaint which we received on 5 May 2015. 
I was concerned to hear that you are unhappy with the service you have received and would like to apologise for any inconvenience caused. I appreciate that this must have been a frustrating time for you. 
You advised that you have been dissatisfied with the service you received from us in relation to your roof and communal door repairs.

I have investigated the matter further and can confirm the matter was initially reported to us on the 13 April 2015. Keepmoat attended on job number 4998488/1 and carried out a full inspection of the entire block’s plumbing system. They found a leak coming from the underground soil pipe and a CCTV survey was raised. London drainage were unable to carry out the survey on the 7 May 2015, as on arrival they noticed the water leak coming through a wall in the electric cupboard and needed to find where the leak was coming from.
The leak was located and all pipes were replaced and repaired. In addition, two soil pipes were also repaired on the 29 April 2015. KNK builders carried out the remaining repairs to the building, which included breaking though a brick wall to aqua vacuum the area. This reoccurred on three separate occasions. KNK also removed the panelling, replaced the WC and a section of cast iron pipe.

In answer to your questions, The contractor, in this case Keepmoat are responsible for the risk assessment and it is up to them to bring the risks to the attention of Metropolitan. These matters will be bought to their attention in our next meeting with the contractors and your complaint will be recorded as feedback, which will be used to improve the services we offer in future.

Keepmoat have asked me to relay their apologies for the delays on this occasion. However, they have confirmed that the repairs are now completed for you. Please accept my apologies for any distress this matter has caused the residents of Tebbs House. 
Given the above, I have now closed your complaint. However, if you believe this does not resolve the matter, please contact the Customer Care Team on 0203 535 3535 within 20 days of this letter.

To improve the service we deliver our contracted researchers may contact you to obtain feedback regarding the way your complaint was handled.  If you do not wish to participate in the survey please contact the customer care team.  Information about our survey is published on our website at http://www.metropolitan.org.uk/customers/quick-links/feedback-complaints/

Yours sincerely




Sarah Wormsley 
Customer Care Officer
 

