
GRENFELL TOWER INQUl RV 

SUPPLEMENTARY W ITNESS STATEMENT OF GRAHAM WEBB 

I, GRAH AM WEHB, WI LL SAY AS FOLLOWS:-

I. £ make this upplementary statement to ass i t the Grenfell Tower Inqu iry. f 

understand that I may be cal led to give evidence at the Inquiry in relation the 

information requested in the Inqu iry 's letter of 4 eptember 2019. Th is statement is 

to be read in conjunction with my earl ier statements to the Inquiry. 

Oversight of Repairs Direct 

2. I was the Managing Director of Kensington & Chel ea TMO Repa irs Direct Ltd 

("Repairs Direct") from January 20 16 until November 2017. Repairs Direct was a 

wholly owned su bsidiary of the Roya l Borough of Kensington and helsea Tenant 

Management Organisations ("TMO"). 

3. f have been asked to explain, in relation to paragraph 5 of my tatemcnt dated 24 

October 20 18, what mechanisms there were for oversight of Repa irs Di rect. Repair 

Direct was reviewed on a quarterly bas is by both its own Board and by the TMO 

Board. The Repairs Direct Board review alway occun·ed several week in advance 

of the TMO Board review to allow its minutes to be distrib uted at the TMO Board 

review. While the Repairs Di rect Board had delegated authority to make decisions 

in relat ion to many of its day-to-day functions TMO Board approva l was required 

in relation to sett ing the ompany 's linancia l targets and it annual budget. 

4. Repai rs Direct al o had a Management Review Group, comprised of Barbara 

Matthew (Executive Director of •inancc) Sacha Jevans (Execut ive Director of 

Operations), Rupa Bohla (Ass i tant Director of Finance), Hirren Thakkar (P rincipal 

Accoun tant), Sa m Hart ( ornmercial Di rector, Repa irs Direct) and myse lf. The 

Management Review Gro up met monthly to monitor and discu Repairs Direct 
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KPis and financia l statements, in addition to any other maUers that requ ired 

con ideration. During these meetings \ e would discu broadly what had occurred 

in the busin ss o er the last month and what was coming up. We also u ed these 

meetings as an opportunity to discu any matters, such as investment needs, that 

required the approval ofthe Repairs Direct Board or the TMO Board. 

5. ln advance of this meeti ng, I would produce and circulate a Managing Director's 

Report, which contained KPI data and financial performance information from the 

last month. This Report also contained information about bu iness health and safety 

performance, along with information on other matters, such as project progress 

updates. 

6. I have been asked whether KPls were ever set for Repairs Direct. Repairs Direct 

had annual targets KPl s that 1 drafted for discuss ion and approval by the 

Management Rev iew Group, the Repair Direct Board and the TMO Board. These 

KPis covered many areas of the business, including completions against target and 

average duration, the qual ity of repairs, the proportion of appointments where staff 

were unable to gain access to the property, customer service measures and business 

health and safety performance, and were audited by the RBKC's Internal Aud it 

Team each year. 

7. I have been asked to detail any regular review meeting that were scheduled 

between Repairs Direct and representatives of TMO. A discussed earlier the 

Management Rev iew Group inc luded Sacha Jevans and Barbara Matthews, who 

were both TMO Director , and Repairs Direct was rev iewed on a quarterly basis by 

the TMO Board. In addition to these formal meetings, l met with Rupa Bohla from 

the TMO's Financial Team every week and had monthly one-to-one meetings with 

Sacha Jevans. l also had regu lar meetings with Barbara Mathews and ad hoc 

meeting with Yvonne Birch and Robert Black. 

8. I have al o been a ked whether any RBKC Committee provided an oversight 

function in relati on to Repairs Direct. The RBKC appointed members to the TMO 

Board and thercrore their nominees were represented al TMO Board level. Further 

to thi , overall TMO performance was reviewed with RBKC Counc illor at a 

Scrutiny Com mittee; as part of which data on Repairs Direct was shared ' ith the 
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ounci llor . I do not be lieve I c er attended any RBK crutiny ommillee 

me ting a Repairs Direct was performi ng \ ell and lherefor there was n need. 

ncha Je an attended RBK omm iltee meeting and would report back lo me if 

there wa any in fo rmation I needed to be aware of. I did liaise with councillors on 

an ad hoc ba i t pically • hen th y were n w to th RBK and wanted to meet so 

that they could understand hm· Repair Direct work d or if they were rai sing 

matter on behalf of their consti tuent . I met wilh RBK enior La[[ on an ad hoc 

ba i , usually in relation to a specific project or query. 

9. 1 have been a ked to describe my relation hip with acha Je ans. I\ ould de cribe 

our relat ionship as professional con tructive, supportive and very efleetive. acha 

had a lot of con fidence in me and allowed me to manage Repa irs Di rect however 

if I needed support she would always provide it. Sacha challenged rn e on target 

setting, project delivery and to raise bu ine s performance, a l wou ld entirely 

expect. 

Interaction with residents 

I 0. T have been asked to detail my recollection of any concerns rai ed by residents at 

the resident meetings that they invited me to attend. I would typ ica lly make a peech 

during these meetings about Repairs Direct performance and strategy and then open 

the fl oor to que tion . The concerns [ recall being rai ed were usua ll y in relation to 

the time it took for repa irs to be com pleted. Resident common ly and 

understandably confused repairs with capital in ve tment. For example, res ident 

might ask when we were going to rebuil d the playground, which is not a ma l!er or 

repair. They would also take the opportunity to ra ise individua l per onal repair 

request or querie . I usua lly took another Repairs Direct employee along to the e 

meeting so tha t they could record inquiries such as th is for action or investigation 

by my team, or for referral to the correct TMO team. 

1 1. I have been a ked whether any concern were ra ised by Grenfe ll Tovver residents 

specifically during the resident meetin g~ L allended. I do not reca ll e er auending 

a Grenfe ll ower speci li c meeting, although I did atlend Lancaster West • tate 

residents meeting, I do not reca ll any pecific Grenfc ll Tower concern being ra ised 

at the ·e meetings. 
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12. I have been ask d wh ther any concern were rai sed in relation to lhe perfo rmance 

of Repair Direct. As slated above, residents sometimes complained ab ut how long 

it would take lo complete a repair. For thi reason, one of the KPls 1 mon itored was 

the number of days between the report of a repair and its completion. As far as f can 

recal l, this went from around fifteen days when I joined Repairs Direct to around 

ten days when l left. The quali ty of a specific repair might also occasionally be 

ra ised by a resident, following which we might send a supervisor or surveyor to that 

Oat to as es whether the repai r was up to standard . If it was not, a second request 

would be rai ed. 

13. I have been asked what other mechanisms there were for residents to ra i e concerns 

about the performance of Repairs Direct. Res idents cou ld raise a complaint by 

calli ng, emailing or writ ing to the Customer Service Centre, by going to their local 

TMO ofrice by ta lk ing to Neighbourhood Offi cers or Estate ervice Assistants, or 

by speaking to me in a residents meeting. 

14. I have been asked to deta il any provisions that were in place to assist those with 

language or other special needs to raise complaints. f am aware that residents cou ld 

call the Customer Service Centre and request for copies of TMO literature which 

was produced in severa l di fferent languages or in braille. I was aware that further 

translation upport was also sometimes prov ided via the Contact Centre or E tare 

Teams. This translation support would also have been available for those residents 

wishing to raise complain ts. 

15. I have been a ked to detail any interaction I had with residents groups including 

the Grenfell Action Group and the Grenfell Tower Leaseholders' Associati on. I do 

not recall having any direct interaction with either of tho e groups however a 

stated ea rlier, I did attend at lea t one Lancaster We t Estate Residents Association 

meeting, when inv ited. l would attend Re ident A sociation meetings across the 

borough, if inv ited and the Repair Direct management team, includ ing myse lf, 

wou ld attend the regional meetings or Resident A ociation Chairs once each year. 

I also attended the borough wide meet.ing or all Re ident Association hair , hich 

was held once each year. 

1 of 7 

I 

TM000842379_0004 
TMO00842379/4



16. I have been a ked , in re lation to paragraph 3 1 of my statement, to detail the nature 

of oncern that residents raised with me about health and afery. I do no t recall 

re idents ever ra i ing health and afety concern with me specifica ll y, in respect of 

Grenfel l Tower refurbi hment. I wa aware that concerns had been highlighted, 

because it was mentioned in a TMO Sen ior Management Team Meeting, that 

re idents had raised concerns in advance of the refurb i hment project at Grenfell 

Tower. I do not recall the speci fi c nature of these concerns, however neither do I 

recall that they were in respect of the technical construction method or fire safely 

matters. 

Fire Safety 

17. T have been asked, in relation to paragraphs 27 to 30 of my statement, whether I 

recall any specific examples of jobs raised that related to fire safety issue. The job 

rai sed with Repairs Direct as a result of the Fi re Risk Assessment programme were 

typically in relation to adjusting communal fire doors to ensure they were closing 

properly, a process known as ' ease and ad jus!'. 

l 8. I have been asked whether there were any mechanism for reporting fire safety issue 

back to TMO when a repa ir job was complete. I am unsure specifically what this 

question means, however I can confirm that Janice Wray monitored the progress of 

repairs and was able to see on the system if a request was incomplete. If a repair 

was overdue, she would raise this with the Repairs Direct Health and Safety 

Manager, hannon Maclnnes. 

19. I have been asked to describe the relationship I had with Janice Wray and whether 

the relationshi p was effective. Our relationsh ip was very effective, however as 

stated above, Shannon Macl nnes would liaise with Janice more frequent ly than 1 

would. Jan ice wa very rcsident-focussed, professiona l and informed . Shannon and 

I attended monthly Healthy and Safety meetings with the TMO's Hea lth and Safety 

team and chai red by Barbara Matthews. In addition to this, Janice wa always 

available to discu s any ad hoc matters that arose across our work. On the rare 

occasion that my team were slow in de livering anything from the Fi re Ri sk 

Assessment programme, Jan ice wou ld chase us until the matter was reso lved. 

liaising with Shannon. 
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20. l have been asked to detai l any work undertaken by Repairs Direct aris ing out of 

Fire Ri k A se sment programme at Grenfe ll Tower. l am unable to recall every 

specifi c job that took place at Grenfell , although I understand that the Inquiry has 

been provided with an Excel spreadsheet outlining all of the jobs that took place at 

Grenfell Tower by Repairs Direct. Al l jobs ari sing from the Fire Risk Assessment 

programme wou ld normally have been marked with the precursor "FRA". As stated 

above, the jobs arising from this programme were typically ease and adju stments 

and primarily occurred in communal areas. 

2 1. Nobody from Repa irs Direct had any direct interaction with representatives of LFB. 

Ho\ ever, I was always aware that Janice Wray had a strong, consultati ve 

relationship with the LFB and would pass on anything important that they had 

commun icated to her in a timely manner and thorough manner. 

22. I have been asked in relation to paragraph 30 of my witness statement, whether 

Repairs Direct won the tender for the programme of retrofi tting se lf-closing devices 

across the Borough. By way of background, before I joined the TMO, there was a 

small fire at Adair Tower after which the TMO initiated a pi lot programme of 

retrofitting self-closing devices to flat entrance doors at Adair and Hazelwood 

Towers, under agreement with RBKC. Repairs Direct carried out this pilot 

programme. At the conclusion of this pilot, the TMO put together a proposal to the 

RBKC for a programme of retrofitting se lf-closing device across the remainder of 

the Borough. RBKC a ked for a programme of work to take place over three years. 

23 . I have been asked to detai l any involvement Repairs Direct had in work on flat 

entrance doors at Grenfell Tower, including in relation to self-closing mechanisms. 

The work carried out by Repairs Direct on flat entrance doors at Grenfcl l Tower 

would have been in relation to requests made by residents individually or via the 

Fire Risk Assessment programme. Repa ir Direct had no involvement in any 

planned preventat ive mai ntenance programme of work in re lation to the flat 

entrance doors at Gren fell Tower, in so far as l can reca ll. 

24. I have been asked to detail any involvement Repairs Direct had in handling 

compla ints raised by residents in relation to power surges that took place at GrenfeU 

Tower. l joined the TMO in January 2016 and I had no involvement in these power 
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surges or their aftermath. However, Repairs Direct wo uld not deal wi th the 

communal electrical supplies to a block as they are of a higher vo ltage and would 

therefore be dealt with by the framework provider who was managed by the TMO's 

asset depanment. 

I confirm this statement to be true to the best of my knowledge and belief. 

I confirm that I am willing for tbis statement to form part of the ev idence 

::::::the In~'q";ry'• web,;te. 
Dated: _ ____ ...::2""-5_S-=::::::..::~"'t="'~~~J.r.v3L--'2c;=--=-t....:..9_ 
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