
 
 

 
 
 
 
 
Resident of 
Kilburn Quarter 
London 
NW6 
 
 

Friday 26 March 2021 
Dear Resident, 
 
Communal heating and hot water system investigation update 
 
Following our letter dates 26 February 2021, we are writing to you with an update on the status of 
our investigation. In our last letter we confirmed that our consultant, Butler & Young, were finalising 
a draft report which demonstrated poor installation as the primary cause of the leaks on the heating 
and hot water system. The pipework manufacturer, Aquatherm, had also visited site and taken a 
sample for testing at their main laboratory in mainland Europe. A meeting had taken place to 
between Network Homes and United Living to discuss preliminary findings and notify them of the 
upcoming report. 
 
The Butler & Young report has been finalised and sent to United Living who alongside their relevant 
subcontractors are reviewing the content. The report outlined the issues that Butler & Young 
identified as the primary cause of the leaks, which was poor installation. The report noted that the 
pipework was yet to be tested by the manufacturer and the same had been taken to their main 
laboratory in mainland Europe. We have chased an outcome of the Aquatherm testing but as yet 
have not received a date when we can expect a result.  
 
United Living have stated that they will need to receive these results before they are able to confirm 
whether they accept liability for the leaks. We accept that Aquatherm’s laboratory tests are pivotal 
to establishing the primary cause of the leaks and it is acceptable for United Living to wait for these 
results. The further investigation and remedial works will be very costly for the responsible party so 
if the Aquatherm tests show that it was a manufacturing fault, then it wouldn’t be appropriate for 
United Living to bare this cost. We will continue to liaise with all parties to reach a conclusion in the 
shortest possible timeframe, we will update you further by letter on week commencing 12 April 
2021. 
 
We have experienced no new leaks to the system since our last letter and we continue to monitor 
the system performance closely. Oakray are holding a stock of spares and ensure that their supply 
chain are well stocked with components so that any leaks can be reacted to quickly and system 
downtime can be minimised.  
 
We will notify you of any planned downtime that will be carried out as part of the investigation, 
giving at least 48 hours’ notice and keeping this downtime restricted to standard working hours.  
 
Please remember from our last letter, we have held our decision to issue compensation to resident 
where appropriate until the remedial works have been completed.    
 



 
 

If you wish to discuss the content of this letter or have any other concerns relevant to the recent 
leaks, please contact our M&E Team by calling 0300 373 3000 or email us at 
MandEandCompliance@networkhomes.org.uk.  
 
Yours faithfully, 

 
Patrick Flynn 
Head of Compliance and M&E 
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