
Year: 
 
March to July 2015

Approx Value: 
 
£600,000

Client: 
 
Wrekin Housing Trust  
(via Fusion 21)

“The work has made a  
huge aesthetic difference 
to the community and has 

brought the stock up to  
modern standards...  
Residents of the flats  

that have been insulated  
have already commented  

on how much warmer  
their homes are.” 

Case Study:  

External Wall Insulation, Wellington, Shropshire
 
Introduction:

Recognising a need to improve the energy efficiency of some of its properties, Wrekin 
Housing Trust commissioned Sustainable Building Services to carry out a range of 
efficiency works including the installation of an external wall insulation system to five 
4-storey blocks of flats, encompassing 60 separate living units in total.

Beside the adaptations normally associated with EWI installations, the client also 
directed the company to undertake a number of other works including groundworks 
and energy efficiency improvements. Most notably, these included fitting new 
thermally efficient double glazing, communal satellite works and roofline details to 
some of the blocks.

The properties were to be occupied throughout the period of the scheme so it would 
be essential to maintain effective communications and to work in a courteous, 
sensitive manner. Moreover, the project presented a particular challenge: the flats 
were occupied by a mixture of leaseholders and tenants, so the resident liaison 
process would be rather more complicated than it might be for a project featuring only 
one form of occupancy. 

The Project:

Sustainable Building Services recognised that effective communications would be 
key to delivering a timely result and high levels of customer satisfaction. It began 
by taking on one of the local tenants as tenant liaison officer. The resulting local 
knowledge and constant on-site presence proved invaluable, ensuring excellent 
communications and speedy resolution of any difficulties.

A further challenge was language. Some residents were Polish so the company had 
to communicate in multiple languages. As an experienced contractor, it already had 
access to resources such as Language Line and it was able to prepare for resident 
engagement by producing translations of all relevant letters, notices and literature.



Results:

This project tested the company’s strategies for resident liaison and social inclusivity but all policies and systems worked 
extremely well. Work proceeded at an excellent pace and all properties were completed on budget and on schedule. SBS 
KPI data showed consistently ‘excellent’ customer satisfaction scores. 

A case study subsequently issued by Fusion 21 noted that: “The work has made a huge aesthetic difference to the 
community and has brought the stock up to modern standards... Residents of the flats that have been insulated have 
already commented on how much warmer their homes are.” 

John Farley, Framework Manager at Fusion21, added: “This has been a successful project because of the commitment 
of partners and co-operation of residents. We are delighted Wrekin Housing Trust are pleased with the final works on this 
project, which are impressive.”

More information: www.sustainablegroupuk.com (T) 0345 2571 165 
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