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Cavity Wall Insulation Project Could Save 
You Up To £120 On Your Annual Fuel Bills 
The TMO has successfully bid for, 
and won, over £3 million pounds 
of Government funding to improve 
the insulation of over 1 ,800 homes 
across the borough, which have 
hard to treat cavity walls. 

The insulation programme will 
commence in early 2010, and will 
be carried out on blocks of three 
storeys and above only. Around a 
third of heat loss in a house without 
insulation is through the walls. 
Therefore, cavity wall insulation will 
help you to heat your home more 
efficiently, resulting in savings of 
up to £120 on your energy bills 
each year. 

In addition, savings of up to 800kg 
of C02 emissions per household 
could be made each year. This 
programme will help to improve the 
Standard Assessment Procedure 
(SAP) rating of your home. 

The programme also links to the 
Government's heat and energy 
saving strategy which will help 
formulate a successful strategy 
for national and local Government 
to help people individually, and as 
a part of their community, to heat 
and power their homes. 

lt also enables the TMO to add 
to its current Carbon Emissions 

Reduction Target and Energy 
Efficiency improvements. 

What Happens Next? 

We are now in the tendering 
process and hope to appoint 
contractors in January to undertake 
the work. 

Once the contractors have been 
appointed, we will write to you 
and provide you with details of 
when the works to your block will 
be carried out. 
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Could you foster? 

We are looking for foster carers for children of all ages. 

You will need childcare experience, patience and space 
in your home and your life. 

We provide training, 24 hour support and up to £450 
per week allowance. 

Freephone····· 
Visit www.rbkc.gov.uklfosterus 
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Digital 
TV 
The Government plans to switch 
off all analogue TV services over 
the next few years, with London 
due to be switched off in mid 2012. 

To ensure you can continue 
to access your TV channels before, 
during and after the analogue 
switch off, we need to make sure 
that the aerial systems installed 
in your blocks can deliver a digital 
signal, as well as the analogue 
signals for as long as they 
continue. This means installing 
a new aerial system in every 
block which is designed to cope 
with the demands of modern 
broadcast technology. 

The TMO plans to provide 
roof-mounted aerials and dishes 
which will give access to all 
digital terrestrial TV services such 
as Freeview, Top Up TV and an 
analogue service until 2012, and 
to satellite services such as Sky 
and Freesat. 

We will ensure you are informed 
well in advance of when we plan 
to upgrade your home. Work is 
expected to commence in April 
2010, and it should take around 
18 months to complete the entire 
programme. 

lt will cost less than £1 per week 
per household on the service 
charge element of rents, and 
within the service charge to 
leaseholders. 

The annual cost is a part of the 
service charge element of rent 
and therefore can be covered by 
Housing Benefit. 

There will be an open evening 
before the start of each phase so 
that residents have the opportunity 

to come along, meet the contractors, 
and ask any questions. 

The TMO wants minimal interruption 
to your homes and lives, and 
contractors will need to demonstrate 
they can and have achieved this 
elsewhere as a part of their bid to 
carry out the work. Our Residents' 
Involvement Team will provide liaison 
between the contractors and 
the TMO. 
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Housing 
matters 
With winter now upon us, the tell 
tale signs of damp and mould begin 
to appear in our homes. Any damp 
within a home can cause mould 
on walls, furniture and even make 
wooden window frames rot. 

What is 
condensation? 
There is always some moisture in 
the air, even if you cannot see it. 
If the air gets colder, it cannot hold 
all the moisture and tiny drops of 
water form; this is condensation. 
This is why condensation mainly 
occurs during cold weather. lt 
usually appears on cold surfaces 
such as bathroom mirrors, or 
in places where there is little 
movement of air such as corners, 
near windows, in or behind 
wardrobes and cupboards. 

How to avoid 
condensation: 
Here are some tips on how to 
reduce condensation: 

• Cover pans and do not leave 
kettles boiling 

• Wipe wet windows dry 

• Dry your washing outdoors on 
a line, or put it in the bathroom 
with the door closed and a 
window open- don't dry it on the 
radiators 

• Open small windows to air 
rooms, but remember to close 
ground floor windows when you 
go out 

• Vent tumble dryers to the outside 

• In cold weather keep the heating 
on low all day to keep a constant 
temperature in your home 

• Turning your heating on for a 
short time makes condensation 
worse 

• Ventilating your home can also 
help reduce condensation 

How to improve 
the ventilation in 
your home: 
• When kitchens and bathrooms 

are in use, open the windows 
wider 

• Close kitchen and bathroom 
doors when these rooms are 
in use, even if they have an 
extractor fan. This will help 
prevent moisture reaching other 
rooms, especially bedrooms 
which are often colder and more 
likely to get condensation 

• Ventilate cupboards and 
wardrobes and avoid putting too 
many things in them as this can 
stop the air circulating 

• Where possible, position 
wardrobes and furniture against 
internal walls 

• Do not draught-proof rooms 
where there is condensation 
or mould and do not draught­
proof windows in the kitchen or 
bathroom 

If you have damp issues in vour home call our customer service centre on 

Win an iPod 
For your chance to win an iPod simply answer the 
following questions which can be found within this 
edition of the Link: 

I. What is the name of the new repairs contractor? 

i. What is the date of the next Launchpad session? 

5. How many members does the TMO have? 

Entries must be received no later than Monday 1st 
March 2010. All correct entries will be put into a hat and 
the first correct entry picked at random will win an iPod. 

Please send your entries to The Editor, Kensington and 
Chelsea TMO, Charles House, 375 Kensington High 
Street, London, W14 8QH or email editor@kctmo.org.uk 

Name 

Address 

Email Address 

Daytime telephone number 

Age 
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What to do if you 
get stuck in a lift! 
One in ten calls received by the 
London Fire Brigade (LFB) is to 
release a person shut in a lift. In 
2008/9 it attended over 14,000 
such calls. The LFB is not required 
to attend these calls and wishes 
to reduce the numbers of times it 
does because each lift call takes up 
the time of a fire engine and crew. 
The knock on effect is a reduction 
in capacity to attend emergency 
incidents, carry out community 
safety work and provide essential 
training for firefighters. 

In the unlikely event that you 
become trapped in a lift please do 
not call 999. You may be aware 
that when the lifts on your estate 
were replaced the alarms were 
upgraded and linked to a dedicated 
telephone line which is manned 
24 hours a day. This includes 
those replaced within the last 15 
years, such as World's End estate, 
Silchester estate, Edenham Way, 
Trellick Tower, Grenfell Tower, 
Chesterton Square and Broadwood 

Terrace. In addition, a number of 
lifts in the larger blocks also have 
alarms fitted. Please press the 
alarm and hold it until a member 
of staff responds. You will be 
asked for details of your location 
so please advise which estate and 
block you are in. If you live in a 
block with an older lift then please 
press the alarm and advise those 
who respond to contact the TMO 

on···· 

Staff will then contact our lift 
maintenance contractors to see if 
they have an engineer in the vicinity 
who can respond in a reasonable 
timescale (ideally no more than 
15-20 minutes). 

If the engineers are unable to 
attend within an acceptable 
timeframe or if it is outside normal 
working hours a member of TMO 
staff will contact the Fire Brigade, 
advise that engineers are unable to 
respond on this occasion and the 
Fire Brigade will then attend and 
release you. 

The Fire Brigade has asked that 
residents be reminded of this 
procedure as they will no longer 
be responding to direct calls from 
residents stuck in lifts, but will 
refer them back to the TMO in the 
first instance. Clearly in situations 
where the landlord is unable to 
arrange for the quick release of 
residents the Fire Brigade will be 
informed and will respond. 

All lifts are maintained to a high 
standard, in particular, they 
undergo a monthly inspection and 
maintenance by our lift contractors 
and daily inspections (visual 
checks, testing of alarm etc.) by 
estate staff. 

Should you become aware of any 
defects please report these to the 
concierge or our customer service 
centre on 
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Review 
of Customer 
Complaints 
Process 

The TMO aims to provide a 
comprehensive, high quality service 
to all our residents and service 
users. However, from time to time 
we do not meet our customers' 
expectations with the services 
we provide, and this can lead to 
complaints.This in turn can help us 
to improve our services in terms of 
how we respond to the complaint 
and the actions we take to prevent 
similar complaints arising in 
the future. 

We have decided to review the 
complaints process and in doing 
so, it is important for the TMO to 
obtain feedback from residents and 
service users, and incorporate their 
views and experiences in to the 
review process. The TMO held two 
focus group sessions in December 
to help us identify ways in which 
some complaints can be resolved 
quicker, ensure that there is clear 
guidance available for people who 
wish to make a complaint, establish 

clear processes for the outcome 
of complaints and ensuring that 
lessons learnt are identified and 
acted upon in order to improve 
service delivery. 

If you would like more information 
on being involved in the review, 
please contact the Customer 
Relations Team on 
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TMO Membership Application Form KenslhQton TM-Q &Chelsea ·. 

Please print all details in this box in BLOCK CAPITALS 

Title (MRIMRSIMISSIMSIOTHER) ___ Surname __________ _ 

First Name(s) __________________________ _ 

Address -----------------------------

__________________ Postcode _________ _ 

Tel No _________ Email _________________ _ 

D Please tick if we can contact you by email 

I wish to become a member of the TMO 

I confirm that I am over 18 years old and the named tenant, leaseholder or freeholder of a 
property owned by RBKC and managed by the TMO. In the event that the company is 
wound up while I am a member (or within one year of my ceasing to be a member) I will 
contribute to the assets of the Company a sum not exceeding £1 for payment of the 
liabilities of the organisation . 

DO NOT SEND ANY MONEY WITH THIS APPLICATION 

Please enter my name on the register of members of the organisation. 

Signature _____________ Date ____________ _ 

lt would be helpful to have some information for our records. This information will be held 
on the TMO Database and is protected by the Data Protection Act. We will not share this 
information with anyone. 

Please tell us your date of birth ___________ _ 
Gender: Male I Female (please circle) 
How would you describe your ethnic group? (please circle) 

White: British I Irish I Other 
Mixed: White & Caribbean I White & Black African I White & Asian I Other 
Asian or Asian British: Indian I Pakistani I Bangladeshi I Other 
Black or Black British: Caribbean I African I Other 
Chinese or other ethnic group: Chinese I Other 

Do you consider that you have a disability? Yes I No 
Please tell us your first language ___________ _ 
Would you like more information about Resident's Involvement? Yes I No 

When you have completed this form please return it to any TMO Staff or post it to: 

The Company Secretary, Kensington and Chelsea TMO, Charles House, 375 
Kensington High Street, London W14 8QH 

TMO USE ONLY 
Verified Eligible by .......................... Occupancy ................. Date ....................... . 

Membership no ................................ Date entered ............................................. . 

Occupancy Key: Tenant= T Leaseholder= LH Non Resident Leaseholder= LT 
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