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ABOUT US
Equans is dedicated to developing homes and regenerating communities by working in partnership with 
Local Authorities and Housing Associations.

We have been involved in improving local housing and communities for over 70 years, welcoming change 
and new ideas, resulting in us being a modern and forward thinking construction organisation.

Equans aims to provide an excellent service to all our customers, every time.

We are professional

To make sure that you receive this level of service, all of our staff work to a strict code of conduct. This code sets 
out the standards which are the minimum we expect from our entire workforce to provide an excellent customer 
service. Our staff will do all they can to respect your home and your privacy.

We are considerate

Our sites are registered with the Considerate Constructors Scheme, a voluntary scheme where construction 
organisations must follow a strict code of practice to:

• Reduce disturbance

• Consider the needs of everyone affected by the building process

• Consider the surrounding environment

We are understanding

We understand the upheaval and disruption which working in and around your home can cause.

Our Resident Liaison Officer (RLO) will contact you before work starts and keep in touch throughout the building 
process. You should always contact your RLO if you have any concerns or questions. We are confident that our 
team will provide you with the highest quality level of service.

Our usual working hours are Monday to Friday, 8am - 5pm. If we need to work late or at weekends we will advise 
you prior to doing so. Our emergency out of hours telephone number can be found on Page 5 (this is only for works 
undertaken by Equans).

Resident Liaison Officer

Your RLO is your first point of contact and will explain what works we will be undertaking and how it will affect you.
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HEALTH & SAFETY
Your health and safety is important to us, so 
please make sure that you and your family are 
aware of the following health and safety issues.

Hazards associated with the works

• Special care should be taken when works are 
carried out to the outside of properties

• Look out for uneven ground outside and 
around your property

• Do not touch power tools. Contact with 
powered tools can cause electrocution, burns 
or entanglement

• Do not disturb stacked materials as these 
may become unstable

• Do not touch any substances labelled 
as hazardous

• Keep away from hot works to avoid risk of 
fire, burns and fumes

• Be aware of possible hazards due to the 
removal of fences, stay clear of temporary 
barriers and scaffolding

Children

For their own safety and to prevent accidents, please keep children away from all work areas, including scaffolding, 
tools, materials, rubbish and skips.

For safety reasons, your children must be supervised by an adult. Operatives cannot work in a property if any under 
16s are not supervised.

Pets

Building works can upset pets. They can become distressed, injure themselves or cause accidents. Please make 
sure you keep pets away from works in and outside your home.

Dust

Some of the works may cause dust, this will not be dangerous, and will be for short periods only. Our operatives 
will do all they can to reduce dust and keep it to a minimum when possible.

Security Procedures

All genuine visitors to your home will carry an identification (ID) card or badge. It is extremely important that you 
check the ID card of all contractors and operatives before allowing them to enter your home. 

Works will be suspended if an operative feels, verbally/physically abused or threatened by the resident(s), a family 
member or visitor - work will only resume once the contractor’s management believe it is safe to do so.

Gardens

Paths will be cleared on a regular basis. Gardens are only cleared once scaffolding has been removed. 
Unfortunately, we cannot avoid mess whilst carrying out works but we will keep mess and debris to a minimum.
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CONTACT US
Throughout the works, your Resident Liaison Officer (RLO) will be your first point of contact for any 
queries or concerns you have. The details you need are below.

Emergencies

In the event of an emergency relating to the works being undertaken by 
Equans during our usual working hours (Monday to Friday, 8am-5pm), 
please call your RLO.

If an emergency occurs outside of our working hours, please call us on 
0800 328 7244

Where you can find us

The Equans site team including your allocated RLO can also be visited in 
person for face to face discussions or queries. They will be based at our 
site office.

Bogus Callers

It is an Equans policy that all site based employees and operatives must carry 
photographic identity (ID) cards. Every single site based employee/operative 
is required to wear their site ID at all times.

As well as a full face photo, each ID card also includes:
- The operative’ s name
- Company name
- Date they started on site
- Expiry date
- Contract number

To help protect you against bogus callers, all Equans operatives also wear 
branded and numbered hi-viz vests. All Equans visitors will have made an 
appointment before visiting you and they will not call outside of our usual 
working hours.

If you receive a caller without ID, refuse them entry. You can contact your 
RLO if you doubt the identity of any caller. 

0800 328 7244
Call us on this number in 
an out of hours emergency

Cassie Greenhill
Resident Liaison Officer
07890 303 715
Cassie.Greenhill@equans.com

Laura Pitman
Senior Resident 
Liaison Officer
07583 013 574
Laura.pitman@equans.com



EXTERNAL WORKS

Preparation

Please make sure you carry out the following preparations before we arrive to start your external works. You 
will be notified of the start date in advance.

• Please remove any garden furniture and/or ornaments you may have around your front or back doors and 
along pathways

• If you have any plants that are within four feet of any wall, or within the line of scaffolding or any hanging 
baskets, please remove them. If you cannot remove them, please cut them back

• Cover your pond whilst the works are being carried out

• Remove any vehicles/caravans from the work area and do not park beneath scaffolding

• If you have a gas fire or vertical flue, a gas engineer will need to access your home on the day of the 
works. This date will be discussed with you on induction

Scaffolding

• When we put up scaffolding, please do not tamper with it, alter it, or climb up or onto it

• If you see anyone, other than authorised staff climbing on or dismantling the scaffold then please contact 
your RLO immediately. If out of hours, please call the Police and advise them of the situation

• Falling debris; during external works please avoid walking under the scaffolding and take extra care when 
entering and leaving your home

Weather Delays

Delays can be caused by heavy rain, snow, high winds or temperatures less than 4oC. We apologise in 
advance if delays occur due to these or any other conditions. We will keep you fully informed as the work 
progresses.



HIGH PERFORMANCE 
WINDOWS & DOORS
What are high performance windows & doors

High performance windows and doors are designed, constructed and installed with the intention to minimise heat 
loss from the home use materials that reduce the heat loss from the home. 

High performance (energy efficient) windows can be either double (two sheets of glass) or triple glazing (three 
sheets of glass). The energy performance of a window depends on how well its materials stop heat from passing 
through, as well as how much sunlight travels through the glass and how little air can leak around the window. 

High performance (energy efficient) external doors are produced with a layer of insulation within their build-up 
which reduces the amount of heat that can pass through.

Why has it been installed?

Up to 25% of heat loss in a typical home can occur through windows. Your home has been fitted with high 
performance, energy efficient double-glazed windows which will help reduce the heat loss in your home, helping 
you save money on energy bills. 

Up to 15% of heat loss of a typical home can occur through doors. Your home has been fitted with high 
performance, energy efficient doors which will help reduce the heat loss in your home, helping you save money on 
energy bills.

Preparations

Please make sure you carry out the following preparations before we arrive to start the works:

• Take down wall hangings, pictures and mirrors from the walls that may be affected by vibrations caused by 
the works

• Move any obstructing furniture away from the work areas (if you are unsure what to move please ask us and 
we will provide guidance prior to starting works)

• Take down your curtains, nets or any blinds (please note Equans cannot accept responsibility for altering your 
blinds and/or curtains or for any damages caused by the removal of window fixtures and furnishings)

Aftercare

Keep trickle vents permanently open at the top of the window frames. PVC-u windows will keep your home much 
more draft proof. However, natural ventilation will be reduced and moist air produced from activities such as 
cooking and washing may not be removed from the property as quickly as before.

Open bedroom windows for a few minutes in the morning to allow the room to air. An average person’s breathing 
releases a litre of water vapour into the atmosphere while sleeping every night!

Never use any abrasive materials to clean door and window frames. To remove atmospheric grime from handles 
and frames, clean regularly with soap and water, stubborn stains may be removed with a reputable cream cleaner.

Door hinges, pivots, sliding shoe and tracks. Keep these free from dirt, debris and obstruction at all times.

DO NOT puncture the frame of the window or door in any way (e.g. cat flaps, ornamental features, doorbells). 
This includes both the interior and exterior. Drilling or cutting into the windows or doors could negatively impact the 
effectiveness of this energy saving measure, and could also invalidate the guarantee. We recommend using hooks 
with adhesive where attachment to the frame is desired.

Need a helping hand?

If you have specific needs or require assistance, 
please contact your RLO and we will work together to 
programme the works accordingly.

Window vents to 
be left open



ELECTRICAL WORKS
If you are receiving an electrical rewire or upgrade this is because your home has failed an 
electrical safety test. While this is nothing to worry about, it does mean that old wiring is now 
ready to be replaced.

During this visit, it will be explained to you about whether the new cabling will have to be surface 
mounted and if so what this means.

We will make every effort to ensure the whole process runs as smoothly as possible and that you are happy with 
the work carried out as well as the end result.

Preparation

During the electrical rewire, access to all rooms within your home will be required. Please make sure you carry out 
the following preparations before we arrive to start the work:

• Pack away your belongings safely and securely, storing them away from the working areas

• Take down wall hangings, pictures and mirrors

• Move furniture away from the working areas (guidance will be provided prior to works starting)

• Protect your furniture, where possible

If requested, assistance will be given to lift floor coverings, if necessary. Equans will not accept liability for any 
damage caused.

Please speak to the RLO to identify which floors may be affected.

Need a helping hand?

If you have specific needs or require assistance, please contact your RLO and we will work together to programme 
the works accordingly.



EXTERNAL WALL INSULATION

What is External Wall Insulation?

External Wall Insulation is an effective method of making 
homes warmer and more comfortable through the 
installation of insulation on the exterior walls of a dwelling.

How does it work?

Homes built before the 1940s are likely to be of soild wall 
construction. Unlike cavity walls, solid wall properties have 
no cavity or air gap and so they are particularly bad at 
retaining heat within the property.

Solid walls can be insulated either from the inside (internal 
wall insulation) or from the outside (external wall insulation).

External wall insulation reduces the rate at which heat 
escapes from the property. The insulation material is made 
of polystyrene or mineral fibre which is applied to the outside 
of the wall. The installation process involves fixing a layer of 
insulation material to the wall, then covering it with a special 
type of coating. The finish can be smooth, textured or 
painted renders, tiled, panelled, pebble-dashed, or finished 
with brick slips.

Why has it been installed?

Up to 35% of a typical home’s heat loss can occur through 
walls. Insulation can significantly reduce this heat loss which 
can help to reduce energy bills.

Preparation

You will need to move any items so that we can get to the 
outside walls around your garden and to allow adequate 
working space for the operatives, for example plant pots, 
garden furniture, trellis, barbeques etc will need to be 
removed. 

Anything attached to the outside walls of your home, such 
as satellite dishes, exterior lights, security cameras etc will 
need to be removed.

Aftercare

DO NOT drill or penetrate your external wall as this could 
negatively impact the insulation and could invalidate the 
guarantee in place for the installation.

DO NOT attach ANY items to the external finish – although it 
appears sturdy it is not a load-bearing structure.

Need a helping hand?

If you have specific needs or require assistance, please 
contact your RLO and we will work together to programme 
the works accordingly.

EWI added

EWI covered

EWI with rendered finish

EWI with brick slips finish

Aftercare - Do not drill 
into external walls



VENTILATING YOUR HOME

Why should I ventilate my home?

Ventilation is key to make sure air moisture produced inside of the home can 
move out of the home. Activities that can cause lots of moisture in the air 
include cooking, showering and drying wet clothes, but we also produce this 
moisture when we breathe.

When moisture in the air reaches a cooler surface, it causes condensation 
(droplets of liquid water). Condensation can lead to cause mould and 
damage to your home.

It is also important to ventilate your home to maintain a good level of air 
quality – pollutants and contaminants from household products need to be 
displaced with fresh clean air.

Opening windows and doors

When it is safe to do so, it is advisable to open windows to allow exchange of 
air – especially after periods where a room may be subject to excessive 
production of moisture including showering/bathing, cooking, use of washing 
machines or tumble driers.

How should I keep my home properly ventilated?

A bespoke ventilation strategy for your property (decentralised mechanical extract 
ventilation) has been designed which includes following elements:

- openable windows in all rooms (purge ventilation)

- continuous extract fans in bathrooms, kitchens and utility rooms

- trickle vents on tops of windows to allow for sufficient background ventilation.

https://www.nuaire.co.uk/documentstore/catalogue/CYFAN_FLYER_2023.pdf

Continuous Extract Fans

The fans installed on your home have in-built intelligent humidity sensors that 
react to sudden increases in air moisture levels, temporally boosting the fan 
to extract at a higher rate. This reduces the humidity levels in your home and 
helps prevent condensation and mould formation. The fans are also fitted 
with a manual boost function should it be required (pull string to activate).

The unit is filterless so it does not require filter changes. It is advisable that 
the units are kept clean and dust-free so they can work optimally, but please 
do not take the fans apart or remove them from their locations.

Although they work by continuously running all the time, continuous fans have 
extremely low running costs. Continuous fans use a small amount of energy 
to ventilate effectively and typically run on the total cost of less than £2 a 
month.* They may seem louder when they are working hard to remove 
excess moisture (e.g. after a shower or after cooking) but it is really 
important that you do not switch them off as this goes against your home’s 
ventilation strategy.

*Source: Nuaire: https://www.nuaire.co.uk/documentstore/catalogue/CYFAN_FLYER_2023.pdf

Trickle Vents

Trickle vents on windows should also be left open at all times. Closing these 
can result in poor levels of ventilation in the property, which can lead to mould 
and condensation.

Aftercare

Do keep trickle vents open

Do open windows and doors to allow for exchange of air regularly where it is 
safe to do so

DO NOT turn off continuous fans – they are designed to run at all times.

Kitchen and bathroom fans

Internal trickle vents 
to be left open

https://www.nuaire.co.uk/documentstore/catalogue/CYFAN_FLYER_2023.pdf
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ENERGY SAVING TIPS

PAGE 11

Following huge increases in energy prices over the last few years, most of us are motivated by 
the need to reduce our energy bills and save money.

Saving energy in your home is not only good for your pocket, it’s good for the environment too. In the UK, 27% of 
carbon emission are generated by our home, so every energy efficiency measure taken will help reduce this figure.

• Switch electrical appliances off fully when they’re not in use rather than leaving them in standby mode, this 
can save you up to £30 every year! Switching lights off when you leave the room can also on average save 
you £10 per year

• Only boil as much water as you need in the kettle when making a cup of tea

• Recycle your bottles, cans, paper and cardboard to reduce landfill waste and save energy

• Turn your heating thermostat down by a degree or two and make sure your hot water temperature is set no 
higher than 60oC/140oF. Turning down your heating by just 1oC can reduce your bills by as much as 10% and 
typically saves £50 per year

• Look for the blue ‘Energy Saving Recommended’ logo when buying new electrical appliances to find the most 
efficient of their type

• Take a shower rather than a bath and save as much as 50 litres of water per shower. Reduce the water 
flushed down your toilet by installing a water hippo or similar device in your cistern

• Turn off the tap while you brush your teeth and save five litres of water per minute. Wash your hands, dirty 
pots or vegetables in a bowl of water rather than under a running tap

• Always ensure you have a full load before using your washing machine or dishwasher

• Install a water butt to capture rainwater for use in your garden, washing your car or even flushing your toilet. 
Avoid watering your garden unless it’s really necessary. If you do, always use a watering can rather than a 
hose or sprinkler
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COMMENTS AND COMPLAINTS
We are committed to providing an excellent service. The best way to do that is to learn from you and your 
experiences. We want you to be satisfied with the service we provide.

Compliments

It is always good to be praised for a job well done. Why not tell us when you think we’ve got things right. We can 
then pass your compliments round to our employee(s).

Comments

We want to hear your comments about our service. We can then use them to change or improve our service.

Satisfaction questionnaire

Please complete the customer satisfaction questionnaire which will be given to you at the end of our works. 
Your feedback is invaluable to us and will help us improve our service.

Complaints

We know that in all organisations, things can go wrong, however, the most important thing is that if something 
does go wrong, we can sort it out quickly and smoothly.

If you have a complaint, your should speak to your RLO in the first instance. Tell them about the problem and give 
them the opportunity to put it right if they can.

If you are not happy with the outcome, or do not want to discuss the matter with the RLO, please contact the RLO 
Manager. Generally, a problem can be easily sorted at this stage.

If we cannot resolve your problem informally, you can put your complaint in writing to us 
and we will comply with our complaints procedure.

Send us a letter

If you would like to send us a letter with your compliments or comments, please send 
them to: Equans, Titan Court, 3 Bishops Square, Hatfield, Herts, AL10 9NE
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APPOINTMENTS

Date Time Reason for appointment
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DATA PROTECTION
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At Equans, we are deeply committed to protecting the privacy of our employees, customers, 
partners, service providers and suppliers. Maintaining the privacy of those whose information we 
handle in the course of our business is one of our key values which is enshrined in our group 
Ethics Charter and UK Business Unit Personal Data Protection Policy.

This document is intended to provide information regarding the UK Business Unit’s compliance with privacy 
laws and offer assurances that we will handle your personal data in a manner which is lawful, fair and transparent. 
Equans and our employees comply with statutory legislation to maintain the security and integrity of information 
including:

• The General Data Protection Regulation (“The GDPR”)

• The Data Protection Act 2018

• The Computer Misuse Act 1990

• The Privacy and Electronic Communications (EC Directive) Regulations 2003

Equans is registered to process personal data with the Information Commissioner’s Office (ICO), and details of our 
registration may be found on the ICO’s website.

What information will Equans hold about you?

In order to complete these works, it will be necessary for Equans to obtain and store certain information regarding 
residents. Some of this information will be made available to us from [Insert client name]. In this situation we are a 
Data Processor (as defined by Data Protection Legislation) for the local authority. Some information we will obtain 
directly from you, either through our local site team or when you contact us directly. In this situation we are a Data 
Controller. Irrespective of whichever role we perform, you can rest assured that we will only ever store the 
minimum information which we require in order to provide the highest level of service to you.

The information which we will store about you may include, but is not limited to:

• Your name (and names of other occupants at your address),

• Your residency status (if applicable).

• Your contact details (telephone and e-mail),

• Details of any adjustments or needs which we need to consider, whilst working at your address

Why does Equans need this information?

Equans processes your personal information for the following purposes:

• To enable us to make appointments with you (if necessary) to enable us to deliver works in accordance with 
our contractual obligations

• To ensure that we aware of any specific needs that you may have, when working at your address

• To enable us to undertake quality assurance and customer service checks

• Complaint or dispute resolution



What will Equans do with my information?

Your information will be held by Equans and may be shared within it’s group of companies (including its 
successors). We may also share your information with carefully selected contractors and suppliers, who may 
perform works under contract to us. You can rest assured that we demand the same high data privacy standards 
of our supply chain, as we do from our own staff.

In certain circumstances we may share your personal data with statutory bodies where we are under a legal 
obligation to disclose that data.

We will only retain your personal information for as long as is necessary for us to fulfil our contractual obligations. 
If you have any questions or concerns regarding the manner in which we handle your data, please contact us at 
privacy.uk@equans.com

Is my information secure?

Equans are committed to keeping your personal data secure. Your personal data will be held on servers located 
within the European Economic Area (EEA). If it becomes necessary to transfer your personal data outside of the 
EEA, we will ensure that appropriate safeguards are in place to comply with the requirements of the General Data 
Protection Regulation.

Equans has a comprehensive suite of governance policies relating to Data Protection and Information Security to 
ensure the ongoing confidentiality, integrity, availability and resilience of processing systems and services which 
we provide. Furthermore, our staff have all undertaken training to ensure they handle personal data in a manner 
which complies with relevant legislation and ensures that your privacy is protected at all times.

What are my rights?

If you wish to gain access to the personal information that we hold about you, or if you wish us to correct or erase 
any information that we hold about you, please contact the Data Protection Officer at privacy.uk@equans.com. If 
you are dissatisfied with our response, you may also contact the Information Commissioner’s Office.
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© 1983 Equans Regeneration Limited. All trademarks acknowledged. All rights reserved.
Equans Regeneration Limited, Neon Q10 Quorum Business Park, Benton Lane, Newcastle Upon Tyne NE12 8BU. 

Registered in England No. 1738371.
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