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1.

L&Q DIRECT

Welcome to Your
New Home

N\

\

If you call us from a mobile
phone,

you may find it cheaper to call:

0300 456 9996

DA<

Alternatively, log your issue
on the L&Q website
www.lggroup.org.uk

Dear Customer,

At L&Q, we take pride in creating homes and neighbourhoods we
can be proud of and are delighted that you have chosen us to
provide your new home.

We are committed to providing quality affordable homes and the
information contained within this manual is intended to help you
to make the most of your new home.

Please take the time to familiarise yourself with the contents of
this manual. It contains a lot of helpful and useful information
which will enhance your enjoyment of your home and the
surrounding area.

For detailed guidance on operating equipment (such as heating
controls) refer to operating instructions of this manual.

Should you need to report a problem with your new home
contact L&Q Direct (see info panel left)
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2.

Frequently Asked
Questions

QUESTIONS ANSWERS
Q: How do | report  Step 1: Contact L&Q Direct on
a problem with

my property?

T 0300 456 9996 for both routine and emergency calls

1 Contact us via our website www.lggroup.org.uk

1 Alternatively, you report defects directly to our Aftercare Team on
LQAftercarelondon@lggroup.org.uk or 020 8189 7604

Step 2: Tell us

1 Your name

1 Address

1 A telephone number which we can contact you during the day
T When you will be available to allow access to your home

Q: Can I make
alterations to my

property?

As a general rule, if you are thinking about structural alterations
you must consult L&Q before taking further action. In the case of
flats there is little scope for making structural alterations and
consent is unlikely to be given.

For minor alterations such as putting up shelves and cupboards,
consent is not necessary. However, you must be careful to avoid
damage to the flat or putting yourself in danger by damaging the
electrical wiring located in the walls. You are advised to take
professional advice and refer to any detailed guidance contained
in this Home User Manual.

If you have purchased your home any alterations or extensions
that you undertake on your home during the warranty period may
affect all or part of your warranty adversely.

Please check our website for further information if you want to
carry out any alternations or extensions to find out how this will
affect your warranty- Improving your home | L&Q Group
(www.lggroup.org.uk/your-home/homeowners/your-
lease/improving-your-home)
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QUESTIONS

ANSWERS

Q: Who'is
responsible for
repairing my
property?

If you are renting your property from L&Q then we are
responsible for the maintenance of your property (except internal
decorations).

You my report any repairs by contacting our team at L&Q Direct
on 0300 456 9996. Please note if the repair is a result of
customer misuse at the property it is likely that we will ask you to
pay for the damage.

If you have purchased a property from us, we arrange for the
external repairs and maintenance of communal areas and collect
the costs through an annual service charge. Maintaining the
inside of the property is the responsibility of the owner.

If you report problems within the first two years, which fall under
your L&Q warranty you will not be recharged.

Q: Dol needto
take out
Insurance for my

property?

The general position is that customers are responsible for taking
outc o nt eimsuranse for their home but L&Q takes care of
the buildings insurance (the cost is recovered through rent and
service charges depending on whether you own or rent). This is
the case for both rent and sale schemes. If you have purchased
a house (where you have 100% ownership) you will be
responsible for both contents and buildings insurance.

In addition to the insurance referred to, all new homes we build
are covered by insurance for ten years 1 this is an insurance that
the developer who built the property has to take out to cover any
major problems in the building. The most common insurance is
through the NHBC (National House Builders Council).

In the event of a major problem being identified, L&Q would
normally be responsible for making any claim in consultation with
customers.

If you have purchased your home and hold the NHBC
Certificate, then you should pursue any claims with the NHBC on
0870 241 4329 or visit www.nhbc.co.uk for further information.
This insurance is separate from the normal buildings insurance.
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QUESTIONS

ANSWERS

Q: Howcan |
reduce o
condensation in

my property?

New buildings take time to dry out once occupied i thisis a
natural process, as building materials would have absorbed
moisture during the building process. See Appendix 6 for more
detailed information.

To help with the drying out process here are few suggestions to
reduce condensation*:

1 Cover pans when cooking and do not leave kettles boiling
1 Put washing outside to dry where possible

1 If you have a non-condensing tumble dryer, add a flexible duct
to ventilate the moist air outside

1 Keep the bathroom door closed when you take a shower or
bath
to stop moisture spreading to other rooms 1 and always use
the extractor.

*Condensation is the result of steam or vapour turning to water
on contact with cold surfaces OR water on contact with a cold
surface

T if left it can cause mould.

Q: What do
| do if | lose my
key entry fob?

If you lose your fob, you can re-order a replacement from the
manufacturer (details on how to re-order should be with the
documents provided by the contractor). You can also contact
L&Q on 0300 456 9996 and ask the operator to transfer you to
the L&Q Neighbourhood Office for your property. You will
normally be asked to pay the standard cost of £35 for
replacement.

If you need to contact L&Q for general enquiries, please call the
main number 0300 456 9996. If you are not sure of who to
contact ask to speak to the operator who will direct your call
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3.

Documents for You

to Keep

Please find enclosed the
following certificates/
documents:

1 White Goods manuals.
1 Electrical Certificates

Keys

MANUFACTURER /
ITEM USE SUPPLIER
Window and balcony door keys 3 x window / balcony door keys  Pinnacle
Front door keys 4 x front door keys Pinnacle
Letter box keys 2 X letter box keys for the letter Pinnacle

boxes on ground floor lobby

Bin store, bike store, lobby 4 x fob keys for getting around ,

Pinnacle

door

the building.
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Specification

LOCATION ITEM MAKE COLOUR

Whole Apartment Ceiling Finish Dulux Super Matt White
Whole Apartment Wall Finish Dulux Super Matt White
Whole Apartment Joinery Finish Dulux i Trade RAL9016 White

Satinwood

Appliances and

Your home has been fitted with a selection of the appliances
listed below. Please read each appliance user guide, which will

ContrOIS explain how to use and care for these items.
When buying a new electrical appliance, check the energy label.
Energy-efficient products use less energy and will help you save
on your electricity bill. Refer to section 17 for further details on
ways to save energy and reduce your bills. Before any further
appliances are installed, you must request permission from L&Q.

MANUFACTURER TYPE MODEL

Zanussi Electric oven Z0B343X

Zanussi Ceramic hob Z611410K

Electrolux Integrated hood LFE216S

Zanussi Fridge freezer ZBB28441SV

Zanussi Dishwasher ZDLN1511

Zanussi Washer Dryer ZWD71460CW

Comelit Door entry system Mini monitor, S2

Deta Optical smoke alarm 1153

Deta Switch plates Ultra Screwless Satin chrome

Deta Shaver Socket Shaver point

Delonghi Electric Towel Rall Chrome Finish Richmond

Danfoss Thermostat

Deta Down lights White LED

Deta Ceiling pendants Low energy bulbs

Stelrad Radiator
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Register as a
Customer for
Services

Remember when you move into your new home, you must
register with the various service providers such as gas and
electricity companies.

You will also need to register with a telecom service provider to
access your phone line. To find out which service providers are
in your area you can visit broadbandproviders.co.uk. [Fibre
optic broadband is available in your area].

Call the [following services] to register as the customer for your
home. You will need to give the
[relevant meter reading numbers] .

ELECTRICITY EMERGENCIES MPAN NO METER READING
British Gas
https://www.britishgas.co.uk/dis  Call: 105 TBC TBC
cover/home-move/#/hub
HEAT EMERGENCIES MPAN NO METER READING
EON
https://heat.eonenergy.com/co 0345 302 4312 TBC TBC
ntact/new
WATER EMERGENCIES WEBSITE
www.thameswater.
Thames Water 0800 714 614 co.uk/your-
account/9676.htm
TELEPHONE MAIN NUMBER WEBSITE
BT 0800 800 150 www.bt.com
SATELLITETV MAIN NUMBER WEBSITE
0844 241 1818
.Sky.
Sky 0344 241 4141 Www.sky.com
COUNCIL TAX MAIN NUMBER WEBSITE
Waltham Forest Council 020 8496 3000 hitps://www.waltha

mforest.gov.uk
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VIRGIN MEDIA Main Number website

Virgin Media 0345 454 1111 https://www.virginm
edia.com/
Household insurance-Don o6t f orget home and contents insur
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Locating Equipment

SERVICE ISOLATIONS

It is important to familiarise yourself

with the location of various items of
equipment in your home.

LOCATION

EleCtI’ICIty The consumer unit is located in the hallway utility cupboard.

Water Stopcocks are located in the hallway utility cupboard and are
labelled appropriately.

1 The Heat Interface Unit is located in the utility cupboard in the

Heatlng hallway.

M EV / MVH R Within the ceiling or back wall of the utility cupboard in the
hallway.

G as There are no gas connections provided.

METERS LOCATION

Electricity Utility cupboard in the hallway.

Water Within Services riser within the block. If you require a reading,
please contact your property manager.

Heating Btriliitt_y cupboard in hallway, incorporated into the Heat Interface

G as There are no gas connections provided.
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EQUIPMENT

LOCATION

Prog ramm able Utility cupboard in hallway.
time switch
Heat detector located in the kitchen. Smoke detectors are fitted
Heat and SmOke in the other areas of the property. There is no CO alarm as there
detectors is no gas in this property.
?ﬁt Watetf tSGWice Controlled by ad;dsting the
ermaosia
HOt Water Ser\/ice Utility cupboard in hallway.
Programmer
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0. Utility Services
Information

ELECTRICITY

This Is your consumer unit with a mains
Isolator.

To switch off all power to the consumer unit flip up the bottom
cover as follows:

1 Flick the RED switches down (main isolators) to switch off all
- power here

1 This can be reset by flicking the switch back to the (on) up.

= 1 The two most likely RCD trips are located here.

If an RCD trips or switches off, carry out the following:

The electrical consumer unit/distribution board (also called

the fusebox) is usually found within a cupboard in your home. It
contains a series of miniature circuit breakers (MCBs) and two
main residual current device (RCD). You will find each of these
clearly labelled to identify their corresponding circuit.

The function of MCBs is to protect each circuit from damage.
The MCBs will automatically interject in the case of an
overcurrent, overload or short circuit, isolating

the electricity supply from the compromised circuit.

To return power:

1.Swi t ¢c h BCDNIBi tripstagain, switch off or unplug all
equipment on the circuit protected by the RCD.

2. Switch 'ON' the RCD and switch 'ON' or plug in each item of
equipment in turn until the RCD trips again. Leave the faulty
equipment switched off or unplugged and switch 'ON' the
RCD. Call in a qualified/approved electrician to repair the
faulty equipment.

3. If the RCD cannot be switched on after switching off or
unplugging all equipment, contact L&Q on the telephone number
provided.
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What to do if you experience a power failure:

1. Check the main circuit breaker (MCB) switch in the consumer

unit and reset if necessary.

To reset the residual current device (RCD) switch (the
largest red switch on the board), push the switch to the OFF
position and then back up to the ON position. DO NOT force
the switch into the ON position if resistance is felt and it will
not stay in place.

1.

If it trips again, unplug the appliance (you suspect may have
caused the problem), reset again, and try a different socket. If
this also trips, it is the appliance which is faulty. Refrain from
using it and get it checked by a qualified electrician.

If it is the property wiring that is at fault, you should contact
L&Q Direct. An electrician will then be instructed to rectify the
problem.

What to do if your lights do not work:
Check the points listed below before contacting L&Q Direct:

1.

If an area of lighting is not working, e.g. the living room check
the circuit breakers in the consumer unit and reset them if
necessary.

If a particular light is not working, check whether the bulb has
blown and replace it if necessary.
Al ways replace bulbs in acc

instructions. If the problem is not the bulb, and the circuit
l i ghts have thentcont@dt t&D Pipeaa o u
qualified electrician.

L&Q Home User Manual
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WATER

Before the water reaches any of your appliances it passes
through a stopcock (similar to that shown on the left). The
stopcock is located in the hallway cupboard. And enables you to
turn on or off the water supply to your home. If you are away from
your apartment for a prolonged period of time, please turn off your
water supply at the stopcock to avoid any potential leaks in your
absence

In the main risers and above your front door, in the ceiling of the
communal area, there is an additional isolation valve that, in the
event of significant leak, the emergency services can use to
isolate the water supply to your property without gaining access in
the event of a leak outside your property please contact L&Q.

Additional Isolation valves are fitted to the pipe work connecting
sinks, wash hand basins, shower/bath, toilet, dish washers and
washing machines. These should be used when servicing one of
the appliances to prevent having to shut off the main water

supply.
However to gain access to these valves is far more difficult to

access, so it is recommended to use the main isolation valve in
the Utility cupboard.

Connection of washing machine /
dishwasher

Isolation valves for washing machines and other appliances are
simple coloured taps. They can be turned in line with the pipe to
switch on the water and across the pipe to switch off the supply
as shown here.

Blue = Cold Water Feed

L&Q Home User Manual
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Bathroom Isolation valves for sink, toilet and shower/baths are
located within the vanity unit (under the sink). You would need a
specialist to cut the mastic to gain access to this and re-mastic it
afterwards.

What to do if you experience low water pressure:
The water pressure in your area is 1-1.5bar.

Water pressure can vary at different times of the day. Pressure is
normally higher late at night when very little water is being taken
from the network and most people's taps are turned off. In the
morning when people are taking a bath or shower, or watering
their garden on a hot evening, there is a bigger demand for water
which can cause low pressures.

What to do if you have no water:

If possible, check if your immediate neighbours have the same
problem. If there is no issue with their supply, the problem is with
your internal plumbing.

What to do if water is leaking from a pipe:

Turn off the main stopcock located Hallway utility cupboard and
contact L&Q Direct. In the event of a major leak emergency
services can turn off an additional isolation valve in the main riser
and above your front door.

To access drains

Open white access hatch on the wall to gain access to the pipe.
Please gain advice from L&Q and a professional plumber before
using this.

L&Q Home User Manual
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HEATING AND HOT WATER: HEAT INTERFACE UNIT (HIU)

Your heat and hot water is provided from the Ferry Lane Communal
Heating System, operated by EON Heat. The introduction of

Communal Heating Systems for ms
London Authority) policy on renewable energy aimed at reducing
carbon emissions within London.

The remote Communal Heating System supplies heating and heated
water to your Heat Interface Unit (HIU) which is located in your utility
cupboard and manufactured by Cetetherm. This means that there is

B no gas supply in your home.

Unlike a standard domestic boiler, the HIU does not heat water. It
does however transfer heat generated by communal energy plant, to
your radiator and domestic hot water systems.

I n your wutility cupboaklldd) .t hTehri
controls your heat and hot water from the HIU. Do not switch this off
unless you wish to have neither heat nor hot water.

The HIU is also connected to a permanent electricity supply via a
fused isolator and a control cable linked back to the central energy
plant room.

E.ON is responsible for the provision of heat to the HIU. All other
heating appliances are the responsibility of the home owner. If you
have any concerns about your heating system, please speak to
E.ON, Customer Experience Manager or contact Customer Service.

Only E.ON is authorised to alter the settings or controls on your HIU.

Your individual heat usage is monitored remotely and is paid directly
to E.ON

When the automatic controls are correctly set up, the heating system
shoul dndt need ngeriode mgpecton mantehaace.

By measuring the amount of energy through water flow and
temperature, the heat meter will calculate the amount of energy you
use. Your energy provider will then use this information to calculate
your bill. This process means you will only pay for the energy that you
use not for energy your service provider estimates you will use, as is
the case with traditional boiler installations.

Please note that there are a number of valves located around the
heat interface unit, in addition to the mains water stopcock.

Please do not touch any other pipe work or controls.

For further information pl ease
i nformation in the Customer 6s |

These notes explain how to control your heating and hot water
systems and their controls to give the results you require.

Do not be influenced by the advice of friends or neighbours. The
setting of the controls will depend on the results that you require.
Their system may not be exactly the same as yours and the results
they obtain may not suit your requirements.
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A) THERMOSTAT

The thermostat for your heating system primarily operates by
sensing the air temperature of the surrounding room. The
thermostat will then regulate the system to reach your desired
temperature setting, pausing once this temperature has been
met. The thermostat can be found in the living room of the
apartment.

Lightly dust, do not use abrasive pads or cleaners.

B) THERMOSTATIC RADIATOR VALVES (TRV)

The desired temperature in each room can be set by adjusting
the TRV valve on the individual radiators.

Lightly dust, do not use abrasive pads or cleaners.

For further information pl ea
i nformation in the customer 6:¢
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C) FROST PRECAUTIONS

In severely cold weather, your home may be damaged by frost.
Ensure that the radiators ar ¢
which will prevent freezing of pipes as long as the boiler is
enabled.

D) CLEANING OF RADIATORS
Lightly wipe over the casing with a damp soapy cloth.

Do not use abrasive pads or cleaners.

E) SERVICE

Servicing is important in order to ensure efficient operation and
long life of systems installed

Points to remember

1 If the heating is not wanted for some time (e.g. while you are
on holiday) or if rooms are not in use, turn the thermostat to
the lowest (frost) setting.

1 If the temperature does turn colder, cold rooms will draw heat
from heated rooms, so turning heating up in all rooms will
improve comfort levels.

1 Set the programmer controls to automatically switch the
heating system off when your home is unoccupied (e.g. when
you are at work) or at night when heating may not be
necessary. The thermostats may be left at their normal setting,
so that the heating system may restart automatically just prior
to your return or when you rise in the morning, in accordance
with the programmer settings.

Temperature Controls i Hot Water
Domestic hot water cylinder

The temperature is set on the hot water cylinder when
commissioned. Once set, it should need no further adjustment
and will continue to provide hot water at recommended
temperature - if not just increase or decrease as required.

L&Q Home User Manual
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VENTILATION

MEV I Mechanical extract ventilation

Every apartment will have either an MEV or MVHR installed (see next
page)

Your home is installed with a centralised ventilation system as shown
in the picture. (Example shown in the pictures i models may
vary.)

This unit is located within the ceiling of your utility cupboard. Your
MEV system provides ventilation helping to reduce excess moisture. It
works by extracting stale, moisture-laden air from the wet rooms such
as bathrooms, WCs, kitchen and shower rooms, which is released into
the atmosphere. Your MEV is a low-energy system which runs
continuously.

A boost switch located in the living room enables you to increase the
performance of the whole system during times of high humidity, such
as cooking or drying clothes, or using the bathroom.

The MEV has a self-cleaning impeller however occasional
maintenance is required in order to keep the air flowing properly. How
frequently depends on where you live and how clean the air is,
however quarterly cleaning is recommended. To clean your MEV you
will need to open the access hatch and unclip the front cover exposing
the front impeller. Clean using a vacuum cleaner (do not use water to
clean) and reclip the cover to the unit.

It is also recommended that a Major Service is undertaken by the
manufacturer in |line with manuf

There are ceiling intake vents in the kitchen and the wet rooms.
Please do not touch or cover these as they have been set to achieve
optimum performance.

Please followthemanuf act ur er 6s mai nt enan
guidelines and contact the manufacturer for assistance outside the
warranty period.

While your MEV system will provide extraction from the kitchen, we
also recommend that you turn on your Recirculating Cooker Hood
when cooking as this will help reduce cooking odours.

DO NOT switch off the unit - this system works continuously 24/7 and
must not be turned off or adjusted. Doing so can cause excess
moisture and condensation within your home.
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