
Grenfell Tower Refurbishment 

Briefing Note 

1. Details of the Petition 

At Full Council on 2 n d December, Cllr Blakeman tabled a pet i t ion signed by 60 residents of 

Grenfel l Tower. The signatories represent 5 1 o f t h e 120 households in the block. 

The pet i t ion stated: 

" W e , the under-signed residents of Grenfel l Tower, ask the Chairman of the Housing and 

Property Scrutiny Commi t tee to undertake an urgent scrut iny o f t h e TMO and Rydon's 

management o f the refurb ishment project current ly underway at Grenfell Tower. Time and 

again residents' v iews have been ignored or down played. Despite intervent ions f r om our 

MP, Victoria Berwick, and our ward council lors, our day-to-day concerns are bel i t t led and 

sidel ined. Whi le we recognise that , once comple ted , the Tower wi l l - at long last - be f i t for 

the 21st Century, dur ing this process we have had to endure l iving condi t ions that at t imes 

have been into lerable. We understand that the Council wi l l be commenc ing a major 

p rogramme of regenerat ion th roughout the borough and tha t this may involve 

refurb ishment rather than demol i t ion of some o ther t o w e r blocks. In v iew of this, it is vi tal 

tha t all the lessons f rom the Grenfel l Tower project are learned, so tha t the terr ib le daily 

l iving condi t ions inf l icted upon us for so long are not repl icated elsewhere. As part of this 

invest igat ion, the residents of Grenfel l Tower ask tha t the i r v iews and experiences be 

canvassed and included in the scrut iny repor t . " 

2. Background to the Works 

In June 2014, Cabinet agreed the refurb ishment of Grenfel l Tower 

The scope and benef i t o f t h e works include: 

• Replacement of heat ing and hot wa te r system for all propert ies w i th in the Tower : 

giving residents direct contro l of the i r heating and hot water . 

• Replacement of w indows w i t h double glazed units: improv ing thermal and sound 

insulat ion. 

• Thermal cladding of the bui ld ing: reducing energy usage. 

• Delivery of nine new hidden homes in the lower areas of the bui ld ing: del iver ing 

addi t ional housing, including fami ly accommodat ion and wheelchair accessible units. 

• Re-provision of premises for the nursery on the ground f loor. 

• Re-provision of premises for the boxing club. 

RBK00003490 0001 
RBK00003490/1



Smoke/f i re safety and vent i la t ion works 

• Redecoration of the communa l areas of the bui lding. 

• Environmental improvements - including a new play area and improved landscaping 

• Provision o f a new commun i t y room 

On 24th July 2014, KCTMO Board agreed to enter in to contract w i th Rydon Construct ion Ltd 

fo r the re furb ishment of Grenfel l Tower w i t h a to ta l scheme cost of £10,300,000 (inclusive 

of fees). 

Works inside residents' homes is almost complete : the new double glazed w indows are 

instal led and all residents are now connected to the new heat ing and hot wa te r system. The 

new communa l entrance wi l l be commissioned early in the New Year and the nursery and 

boxing club wi l l be able to move into the i r new premises. 

There have been some delays in the works relat ing to demol i t ion works and the 

requ i rement to amend the planning permission to increase the number of hidden homes 

f r om seven to nine. In recent months, t w o of Rydon's subcontractors wen t in to l iquidat ion 

which caused considerable delay t o the comple t ion of the steelwork to the new entrance 

area and the instal lat ion of the cladding. These works are now due to complete early in 

2016. 

3. Resident Engagement at Grenfell Tower 

Over the durat ion of the works, KCTMO and Rydon have engaged w i th residents in a var iety 

of ways. Rydon has a site off ice w i th in Grenfell Tower w i th Resident Liaison staff w h o 

ensure tha t residents are in formed and consul ted over the durat ion of the works. 

The ful l range of resident engagement includes: 

a) Public Meet ings: 

• A series of public meetings has been held, including a number w i t h the recently 
established Grenfel l Residents Compact. 

b) "Drop- in Sessions". Open to all residents. Topics include: 
• Scheme Design 

• Heating proposals 

• W i n d o w design 

• Heat Interface Unit (HIU) Location 

c) Rydon Coffee Morn ings: regular informal "drop- ins" 

d) Mon th l y Newslet ter : del ivered to all residents 

e) One to One Resident Consul tat ion: 
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• Rydon Resident Liaison staff on site 
• Letters to residents 

• Home visits to discuss details of wo rk 

f) Complaints Procedure: 

• Rydon's Site Team - f i rst point of contact 

• KCTMO's Complaints Procedure 

g) Resident Satisfaction Survey 

• A ful l survey wi l l be carried out on comple t ion o f works. 

4. Issues Raised by the Residents Compact 

There appear t o be t w o main issues raised by the Residents Compact where we have not 

been able t o agree a resolut ion. 

a) An al legation tha t KCTMO and Rydon have "harassed and bu l l ied" residents over the 

durat ion of the works. 

This issue was f irst raised at a meet ing w i th residents and local ward council lors in June 

2015. KCTMO has given a commi tmen t that any specific al legation wi l l be ful ly investigated 

in accordance w i th the Complaints Procedure and appropr ia te act ion taken to resolve the 

mat ter . To date, no specific detai l has been provided. 

Since this meet ing, 4 complaints have been received f rom residents of Grenfel l Tower. Each 

compla int was about a specific aspect of the works and each of the matters was resolved. 

None of the complaints made any reference to harassment or bul lying. 

KCTMO's posit ion remains tha t we wi l l investigate any specific al legation o f harassment o r 

bul lying th rough the off icial complaints procedure. However, the Grenfell Residents 

Compact cont inues to insist tha t the mat ter should be investigated w i t h o u t providing any 

specific detai ls. 

b) The location o f t h e Heat Interface Unit (HIU) w i th in the f lats. 

Some residents have objected to the new HIU being located in the hal lway of t he i r f l a t s . We 

original ly proposed that the HIU wou ld be located in the ki tchen, however, when Rydon 

were appoin ted and we considered the ful l practical impl icat ions of locating the unit in the 

ki tchen, a decision was made to locate it in the hallway. Residents were in formed of this 

change in newslet ters and in a series of drop in sessions in the show f lat late in 2014 and 

early 2015. 

In June 2015, we received feedback f rom some residents tha t they were not happy w i t h the 

HIU being located in the hallway. Fol lowing the meet ing, we agreed to of fer residents a 
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kitchen instai iat ion on condi t ion that those residents agree in wr i t ing t o the high of 

d isrupt ion tha t this wi l l cause, including: 

• Residents must al low access for 5 consecutive days 

• There wou ld be no heat ing or hot water supply for the durat ion of the works 

• Residents must agree to kitchen units and f i t t ings being moved 

• Pipework wou ld be enclosed in duct ing t o be installed at high level in the ba th room and 

to i le t 

We have now instal led and connected all HIU's and heat ing systems and 84 have been 

instal led in the hal lway and 36 in the k i tchen/ l iv ing room. 

We have agreed to quant i fy the number of residents w h o wou ld like to see the HIU moved 

f r om the hal lway to the ki tchen as part of the post work resident satisfaction survey. We wi l 

use this in format ion t o consider the cost and practical i ty of moving the units at a later date. 

To date, a small number of residents have expressed a wish t o have the unit relocated. 

5. Disruption to Residents 

We are now approaching the end of th ree years of construct ion in and around Grenfel l 

Tower. The refurb ishment of the t o w e r itself fo l lows on f r om the construct ion of the KALC 

project direct ly adjacent to the block. 

We recognise tha t the refurb ishment of Grenfel l Tower has caused signif icant d isrupt ion to 

residents over a prolonged period of t ime . The construct ion of the block means that 

contractors have had to use the passenger lifts - causing delays and d isrupt ion at peak 

t imes. Some of the work includes demol i t ion and modi f icat ion of concrete structures and 

this can be very noisy. Also, p lasterwork and we t t rades in communa l areas are very dusty 

and it is d i f f icul t t o contain the dust as residents move in and out of thei r homes. 

We have t r ied to mit igate the d isrupt ion, for example, by l imi t ing noisy work ing hours and 

providing respite facil i t ies. However, some level of signif icant d isrupt ion is inevitable. 

The level of d isrupt ion inside residents homes has been relat ively l imi ted (approximately 6 

days) and is less than the durat ion of the works we are current ly carrying out inside 

residents homes where we are install ing kitchens, bathrooms and rewir ing, which can take 

around 15 days. However, the overal l d isrupt ion w i th in the block and in the immedia te area 

has been prolonged. 

6. Compensation 

We have explained to residents that , if they have any specific issues relat ing t o damage or 

loss associated w i t h the works, then we wi l l cons ide r them on a case by case basis. 

There are a small number of common issues tha t have been raised: 

RBK00003490 0004 
RBK00003490/4



a) Redecoration relat ing to new radiators: 

We have explained to residents that the new radiators are smaller than the previous one 

used. We have therefore given residents the choice of having ei ther : 

• the radiators moun ted on a painted backboard that wi l l cover the area af fected, or 

• having a redecorat ion al lowance of £50 

b) Rehanging of Curtains and Blinds: 

As the dimensions, operat ion and conf igurat ion of the new w indows is d i f ferent to the old 

ones, some residents wi l l f ind tha t the i r blinds or curtains wi l l no longer f i t . We have asked 

residents to discuss the i r specific needs w i t h Rydon in the f irst instance and they wi l l look at 

adjustments that wi l l help overcome the issue. If it is not possible t o work around the issue, 

then we wi l l consider an appropr iate response on a case by case basis. 

7. Progress of Works and Quality Control 

On comple t ion of the works, there is an inspection process to ensure that works are 

comple ted to the specified standard and tha t any defects are resolved before the work is 

accepted as complete . This process has a number o f stages including an inspection by 

Rydon's site staff, fo l lowed by an inspection by KCTMO's Clerk of Works. We wi l l also carry 

out a residents satisfaction survey to collect in fo rmat ion relat ing to any outstanding or 

defect ive work . 

The handover of work completed inside residents' f lats is underway, w i th 31 propert ies to 

date having been signed o f f by KCTMO's Clerk of Works. The Clerk o f Works checks every 

w i n d o w and talks to the resident about the operat ion of the heat ing system. They also 

explain tha t the works are covered by a 12 mon th "defects guarantee per iod" , dur ing which 

t ime , Rydon are responsible for the maintenance of any w o r k carried out as part o f the 

contract . 

8. Door Knocking Survey - December 2015 

Fol lowing receipt o f t h e pet i t ion that was tabled at Full Council in early December, KCTMO 

under took a door knocking exercise to take stock o f any current issues facing residents in 

relat ion to the refurb ishment works . 

It should be noted tha t we have only accepted ful l handover of 31 of the 120 propert ies to 

date, so it is to be expected tha t there are issues relat ing t o incomplete works or minor 

defects. These matters wi l l be addressed by Rydon before works are signed of f as complete . 

We spoke to 77 of the 120 households in the block. A summary of the feedback received is 

as fo l lows: 
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• 90% of residents conf i rmed tha t the improvements to the heat ing and hot water were 

work ing effect ively. 

• 85% of residents conf i rmed tha t they understood how to operate the new heat ing 

system 

• 83% of residents are happy w i t h the new w indows 

• 97% conf i rmed that they understood how to operate the w indows 

Fol lowing the survey, Rydon have visited households tha t have repor ted defects and any 

dif f icult ies operat ing the new heat ing and w indow instal lat ions. 

The fo l lowing table gives a summary of the issues raised by residents in the survey: 

Summary of issues Raised Households 
Draughts f r om Windows: 5 

Cleanliness Fol lowing Work : 1 

Operat ion o f Heat ing: 4 

Location of HIU: 5 

Incomplete work / M inor defect : 7 

Noise f rom Extract Fan: 6 

Repair Issues (Not related to Rydon Works): 3 

Management Issues (Not related to works) : 1 

Wate r Pressure Issues: 2 

Operat ion o f W indows : 2 

36 of the households tha t we surveyed had also signed the pet i t ion that was tabled at Full 

Council on 2 n d December. The fo l low ing table details the issues raised by these households 

as part of our survey: 

Summary of Issues Raised 
Draughts f r om Windows: 3 

Cleanliness Fol lowing Work : 1 

Operat ion o f Heat ing: 2 

Location of HIU: 3 

Incomplete work / M inor defect : 3 

Noise f rom Extract Fan: 4 

Repair Issues (Not related to Rydon Works): 3 

Management Issues (Not related to works) : 1 

Appendix 1 of this report gives a detai led breakdown o f t h e feedback received f rom 

residents as part of our survey. Appendix 2 is an extract detai l ing the results f r om the 

residents who signed the pet i t ion tab led at Full Council. 

A couple of specific issues have been raised which need fu r ther invest igat ion, including: 
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• Six households repor ted tha t the new extract fans are noisy when there are high winds 

• Five households have reported draughts around the new w indows. This may relate to 

the operat ion o f t h e "tr ickle vents" in the w indows. 

These mat ters wi l l be investigated and resolved early in the New Year. 

No resident raised any issues relat ing to "bu l ly ing" or "harassment" . 

We also received some very positive feedback f rom residents: 

" I t is all good " 

"w indows are per fect " 

"All fantast ic! Happy w i t h the w o r k " 

"Rydon very good " 

9. Next Steps 

None of the work to Grenfel l Tower has yet been formal ly signed of f as complete. It is 

impor tan t tha t Rydon complete the works early in 2016 and the works are checked by the 

Clerk of Works and handed over. 

When the works are complete, we wi l l carry out a detai led post-works survey residents -

this is likely to be in Spring 2016. This survey wi l l help us learn f rom the project and feed this 

learning into fu tu re works. We wi l l also use the survey to ident i fy any outs tanding i tems of 

wo rk tha t need to be resolved. There wi l l also be a fu r ther survey of the completed works at 

the end of the 12 months "defects l iabil i ty per iod" - this wi l l take place early in 2017. 

We wou ld we lcome the involvement o f RBKC Housing and Property Scrutiny Commi t tee and 

the KCTMO Board in the review and evaluat ion of the project on its comple t ion . 
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Appendix 1 
Analysis of Door Knocking Survey Results 
Respondents: 77 of 120 households (64%) 

1. Following the improvements, is your heating and hot water working effectively? 
Yes: 66(90%) 
No: 7 (10%) 

a) Are they are any issues with water pressure or heating temperature? 
Yes: 18(26%) 
No: 52 (74%) 

b) Are your radiators operating/heating up adequately? 
Yes: 55 (86%) 
No: 9 (14%) 

2. Do you know how to operate the heating and hot water system? 
Yes: 60 (85%) 
No: 11 (15%) 

3. Are you happy with your new windows? 
Yes: 62 (83%) 
No: 13 (17%) 

a) Do you know how to operate your windows? 
Yes: 67 (97%) 
No: 2 (3%) 

b) Do they open and close properly? 
Yes: 62 (90%) 
No: 7 (10%) 

4. Any outstanding snagging issues which you wish to report? 
Yes: 38 (51%) 
No: 36 (49%) 

Summary of Issues Raised 
Draughts from Windows 

Cleanliness Following Work 
Operation of Heating 

Location of HIU 
Incomplete work / Minor defect 

Noise from Extract Fan 
Repair Issues (Not related to Rydon Works) 
Management Issues (Not related to works) 

Water Pressure Issues 
Operation of Windows 

1 
4 
5 
7 
6 
3 
1 
2 
2 
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Appendix 2 

Analysis of Survey Results from Respondants who signed the Petition: 

Respondents: 36 of 51 Petition Signatory Households (71%) 

1. Following the improvements, is your heating and hot water working effectively? 
Yes: 29 (88%) 
No: 4 (12%) 

a) Are they are any issues with water pressure or heating temperature? 
Yes: 6 (19%) 
No: 25 (81%) 

b) Are your radiators operating/heating up adequately? 
Yes: 25 (86%) 
No: 4 (14%) 

2. Do you know how to operate the heating and hot water system? 
Yes: 27 (82%) 
No: 6 (18%) 

3. Are you happy with your new windows? 
Yes: 30 (83%) 
No: 6 (17%) 

a) Do you know how to operate your windows? 
Yes: 31 (97%) 
No: 1 (3%) 

b) Do they open and close properly? 
Yes: 30 (91%) 
No: 3 (9%) 

4. Any outstanding snagging issues which you wish to report? 
Yes: 20 (59%) 
No: 14 (41%) 

Summary of Issues Raised 
Draughts from Windows: 3 

Cleanliness Following Work: 1 
Operation of Heating: 2 

Location of HIU: 3 
Incomplete work / Minor defect: 3 

Noise from Extract Fan: 4 
Repair Issues (Not related to Rydon Works): 3 
Management Issues (Not related to works): 1 
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