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Dr Ashley Steel 
Apartment 151 
Berkeley Tower 
48 Westferry Circus 
London 
E14 8RP      
 
6th February 2018 
 
Dear Dr Steel, 
 
RE : Canary Riverside Estate – Your Concierge Services – New Procedures 
  
Further to the recent survey of the concierge/security services at Canary Riverside and the 
subsequent upgrade of the communication systems, we can confirm that we have implemented new 
procedures with regards to the parcel delivery service.  Furthermore, we acknowledge that security 
measures needed to be looked at.  There have been incidents where concern has been raised over 
the security of keys and it is therefore essential to tighten up security on site and put in place more 
stringent rules with regards to key waiver permissions.  We would ask you to please take note of the 
new service and procedures as your co-operation will be required. 
 
PARCEL DELIVERY SERVICE 
 
Please take note of the email address that relates to your residence.  In the first instance, please 
email your relevant concierge in order to give permission for them to make contact, to let you know 
that they have a package for you in reception.  Please also note the relevant telephone numbers. 
    
Belgrave Court  Belgravecourt@canaryriverside.net  Telephone number 0207 516 0106    
Berkeley Tower  Berkeleytower@canaryriverside.net    Telephone number 0207 516 0104 
Eaton House  Eatonhouse@canaryriverside.net  Telephone number 0207 516 0105 
Hanover House  Hanoverhouse@canaryriverside.net  Telephone number 0207 516 0102 
 
KEY WAIVER SERVICE – For contractors servicing the property and/or the contents 
 
There is a new key waiver form which the concierge will ask you to complete, sign and date.    Keys 
will only be held by the concierge staff once the registered leaseholder completes the required key 
waiver form.  There will be slightly different rules being applied according to the type of 
contractor/visitor being given key waiver permissions.  For ease of use, we are quite happy to accept 
emailed forms and photographic ID.  In terms of the ID accepted, you will need to present copies of 
either their drivers licence or passport. No other form of ID will be accepted. 
 
Frequent/regular visitors 
For those who will be visiting on a regular basis such as cleaners and dog walkers, a detailed key 
waiver release will need to be completed by the resident to include the company name if relevant, 
the name and photographic ID of the visitor picking up the key and on first presentation that 
individual must be prepared to present on demand their photographic ID, which must match those 
on record at the desk.  The specific day and frequency of their visits must be agreed i.e. daily or 
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monthly etc. Please notify your concierge, if for whatever reason, there are changes to the particular 
day of the week or time they will be visiting, confirming if this is a temporary or a permanent 
change.  
 
The same rules will apply to estate agents and their employees.   This means that when you have 
completed the key waiver form fully, you must ensure that the appropriate email address of your 
concierge desk is given to your appointed agent, who must inform the concierge by email of the 
appointment with ample notice.  The detail of this email should include the date, time and name of 
employee attending, which must match the ID on record at the desk.  Should the employee of the 
estate agency that is sent to do the viewing not match the photographic ID on our records, they will 
not be issued a key.  We would ask that you instruct your agents to attend appointments 5 minutes 
prior, to ensure the concierge has sufficient time to check the ID and issue the necessary key.  We 
will retain all photo ID on file so it can be proven to match the presented ID on each visit. 
 
Important - Changes in Personnel 
If there is a change in personnel, please note that the onus is on the leaseholder to ensure that the 
information kept on the record by the concierge is up to date.  If there is a change in personnel for 
the supplier of a service and therefore a change of visitor, all steps above must again be followed.  
For example, should your cleaning company send a different member of staff to collect a key who 
differs from the person whom photo ID is listed, they will not gain access to the property.  Likewise, 
should you choose to change the company with which you are obtaining services, all procedures 
with regards to key waiver, must be adhered to and a new waiver form submitted. 
 
Visitors who attend on an ad hoc basis 
You must notify your concierge with clear appointment details should you have an ad hoc 
appointment by professional people such as surveyors.  The prior notification must also include ID 
that must then be presented when this person arrives to collect a key.  In an appointment such as 
this we understand that it is not always possible to give a precise time of arrival and therefore 
appointment times can vary once notified.  Also deemed as an ad hoc visitor would be companies 
delivering large items such as white goods and furniture.  As this would prove very difficult for you 
to obtain sufficient identification for such a visitor, we can no longer offer key waiver service with 
this type of delivery. 
 
In the case of an emergency 
When a contractor needs to obtain a key for your property in the case of an emergency, the 
leaseholder must give email notifications before the keys are released and follow up with greater 
detail of the personnel within 24 hours. 
 
Please find attached the new key waiver form.  You will also be able to obtain these from the Estate 
Office and your concierge.  We appreciate that these changes make the process a little more 
complicated, but believe it is necessary in the best interest of the safety of the residents and security 
of the estate. 
 
Yours sincerely, 

 
Alan Coates MBIFM MIRPM 
Director 
HML PM Ltd 
 
 


