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1. Introduction 

 
1.1 Background 
 
The Swan Resident Scrutiny Panel was formed in October 2013 through the 
commitment of Swan Housing to meet the aims of the Homes and Community 
Agency’s Resident Involvement and Empowerment Standard. This standard requires 
landlords to develop tenant scrutiny in order to achieve a specified level of tenant led 
self-regulation.  
 
The Panel’s remit is to scrutinise customer services, particularly focusing on areas 
where customers have prioritised a need for improvement, and to make 
recommendations to Swan’s Executive Team. 
 
1.2 Introduction 
       
This is the panel’s eleventh review in 8 years.  The panel were approached by Swan 
to carry out this review triggered by the external environment and the tragedy of the 
Grenfell Tower fire. This was a stark reminder of the paramount importance of the 
safety of Swan’s residents and the need to ensure that residents understand what are 
the fire risks within their home and communal areas and how to report them quickly 
and efficiently.   
 
The objectives of this review is for the panel to review Swan’s policies and procedures 
on reporting fire risks and how these are managed.  
 
Work on this review began in November 2020 and was completed in June 2021.     
 
1.3 Context  
 
The Panel used different methods to obtain information for this review.  
 
The main evidence collection method used was interviews with staff and residents 
and a desktop review of policies, procedures and resident communication to get a 
clear understanding of how easy it is for residents to report fire safety concerns and 
how Swan then mange and respond to these.    

 

2. Methodology 

2.1 Desktop Review 

 
A desktop review was conducted which involved the panel taking a look at relevant 
policies and communication on fire safety that Swan have produced.  This included –  
 

• Caretakers inspection form 

• Sign up pack including –  

• Tenancy agreement 
o Welcome to your new home guide 
o Core form 
o New tenancy statement 
o Portal information 
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o Tenancy induction form 
o Welcome to your new home 
o Tenancy risk assessment form 

• Fire action notice policy 

• How to check fire doors 

• Balcony safety statement 

• Fire procedure 

• Fire safety letter 

• Fire action notice procedure 

• Compliance handover information 

• Checking a fire door 

• Fire Risk Assessment Block Notices FRA Strategy 

• Mobility scooter guidance 

• Storage of items on balconies 

• Fire risk assessment stats 

• Maintenance survey and inspection policy 
 
The panel reviewed each of these documents and looked at where they are available 
to residents.  
 

2.2 Interviews with staff  

The panel requested information from the Customer Relations Team to understand 
how many fire safety concerns were reported by residents in the past 12 months, how 
Swan responded to these and what concerns were reported.  

The panel also received feedback to specific questions raised from The 
Director of Health and Safety and from the Estate Services and 
Neighbourhood Team.  
 
2.3 Website review 
 
The panel carried out a review of Swans website to see what information was 
available to residents and if there was an option to report fire safety concerns on line. 
 
2.4 Resident Survey 
 
The panel sent a survey to residents to understand –  
 

• If residents understand how to recognise fire safety concerns 

• Would residents know how and where to report concerns 

• If residents had ever reported any fire safety concerns  

• If residents had reported any concerns, how did they find the process 

• Would residents use the website to look up information on fire safety 

• Would residents use an e-form via the website to report concerns if it was 
available 

• Would residents find a guide to show them what is a fire safety concern and 
how to report them useful? 
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3. Key Findings  
 
Lots of information for staff but not much information for tenants wanting to report a 
fire safety concern  
 

 Document or process looked at  
 

Key findings  

1 Caretakers inspection form Caretakers use the document whilst inspecting flat  blocks. This 
inspection form is available only to the resident that attends the 
inspection.  Residents have the ability to attend caretakers inspections 
so they could have an ability to report fire safety concerns.  The panel 
understands that very few residents attend the inspections.  Resident 
numbers are very low and more often 0 complete the full walk 
around.  They maybe averaged about 4 discussions on the doorstep – 
but some smaller blocks again often no one responded to door knocks. 
  

2 Inspection form  Housing use this for inspections - As above 
In normal circumstances Neighbourhood Officers will offer to visit blocks 
with residents on an individual basis if need or encourage them to 
attend the published inspections.   
 
The Estate Team will inspect blocks weekly where they are doing the 
cleaning – other blocks (where Swan are not the freeholder) are 
inspected bi-monthly by the Neighbourhood Inspector.  On the blocks 
where Swan is the freeholder they publish 2 dates per block per year for 
a joint inspection with the Neighbourhood Officer, Estate Team and 
residents who want to participate.  These are the dates published on the 
noticeboards.  The weekly and bi-monthly inspections have continued 
during lockdown but not the published joint inspections, however, Swan 
is hoping these will be returning from July onwards (depending on 
Government guidance).  

3 Sign up pack which includes the 
following –  

• Tenancy agreement 

• Welcome to your new 

home guide 

• Core form  

• New tenancy statement 

• Portal information 

• Tenancy induction form  

• Welcome to your new 

home 

• Tenancy risk 

assessment form  

 

Used when signing tenants up to a new property. There are no 
documents in the sign up pack information advising residents how to 
identify fire safety risks or how to report them.  Although a lot of 
information is handed out at a sign up, and whilst the panel understand 
that residents may feel overwhelmed with the information they get at 
sign up, it is critical that this information is available.  

4 Fire action notice policy This document is an internal one and available to staff only  
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5 How to check fire doors Swan have confirmed that this document was created to share with 
residents, but have not been able to clarify how this document has been 
made available to residents but have confirmed that it was created to 
share with them.  
It is a useful document for residents.   

6 Balcony safety statement  Displayed in all noticeboards where flats have balconies Balcony 
statement went up in all noticeboards where blocks have balconies 

7 Fire procedure Notice displayed in supported housing schemes – this advises tenants 
where to meet in case of  a fire – this does not have any information on 
how to report a fore safety risk  

8 Fire safety letter Sent to residents of supported housing schemes  The letter is advising 
tenants when an inspection will take place and asking for access. The 
letter does not need to include information regarding what is and hot to 
report a fire safety concern.  

9 Fire action notice procedure This is an internal document available to staff, however Swan have not 

been able to advise how staff access this and when or how often  

10 Compliance Handover 

information 

This is an internal document available to staff, however Swan have not 

been able to advise how staff access this and when or how often 

11 Checking a fire door This is an internal document available to staff, however Swan have not 

been able to advise how staff access this and when or how often 

12 Fire Risk Assessment Block 

Notices FRA Strategy  

This is an internal document available to staff, however Swan have not 

been able to advise how staff access this and when or how often 

It is very comprehensive and compares well to other housing 

associations 

13 SHA - Mobility Scooter 

Guidance 

This is an internal document available to staff, however Swan have not 

been able to advise how staff access this and when or how often 

14 Storage of items on balconies  This is an internal document available to staff, however Swan have not 

been able to advise how staff access this and when or how often 

15 Fire Risk Assessments Stats  These stats were provided to the panel and showed us the following 

information –  

• 24% of FRAs were completed against the annual schedule 

• A total of 441 Technical Actions are marked as completed and in 

progress between June 2019 – May 2020. None of these were 

marked as High Risk. 

• A total of 535 Management Actions are marked as completed 

and in progress between June 2019 – March 2020 

• No overdue management actions were identified as High Risk 
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16 Maintenance Survey and 

Inspection policy 

Swan advised the panel that this is in place of a Fire Safety policy If 

tenants want a copy they can be sent this  - not readily available on 

website  

17  Website  Lots of information – recommend any of the above should be on the 

website  

Small comment at bottom – if concerns call Axis – to add information on 

how to email  

18 How do Swan monitor and 

recoding fire safety concerns 

reported by residents  

Information was provided to the panel by email from the  Customer 

Relations Team Between October and December 2020, 39 Health & 

Safety issues have been logged 

•           There were 2 leak and fire sprinkler review issues raised at 

Jamaica Street and The Depot respectively 

•           There were 2 small fires reported in bin sheds reported at Oasis 

Court and Leyland Court 

 They advised their team just log the incident and pass onto a team 

better placed to respond. They do not get copied into responses or 

outcomes.  

Swan are not able to clarify who monitors the outcomes of these 

reports.  

19 PEPs (Personal Evacuation 

Plans) 

The panel identified that there are no mention of these on the Swan 

website. 

Swan have advised the panel that they do deliver these for vulnerable 

residents - Personal evacuation plans are held for over 50 blocks – The  

Director of Health and Safety advised the panel that he is working to 

consolidate these and eventually have them managed via the IT system 

so they can be coordinated fully. He advised that PEP’s are discussed at 

sign up and in addition where there are any enhanced fire safety needs 

due to cladding or other issues Swan make great efforts to contact all 

affected residents to establish whether they have any evacuation needs. 

Our teams write to all residents, door knock and also remind residents 

via regular newsletters of how they can notify us of their needs. We also 

generally remind residents about making contact with the Local Fire and 

Rescue Service to discuss what they and their family could do in an 

emergency  

He added in response to the panels question that an additional section 

which sets out how residents can contact his team to discuss their needs 

will be added. 

20 Fire Risk Assessment (FRA) 

programme 

The panel wanted to understand if Swan had a published FRA 

programme.  The Director of Health and Safety shared with the panel 
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the FRA schedule.   The panel understands that Swan aim to visit to visit 

every block every year.  

The panel is satisfied that this is not a legal requirement and where 

delays occur the previous FRA remains in place and is effective. Swan 

produce a list of the FRA programme as well as a schedule of special 

Type 3 FRAs that they are undertaking (these review internal 

compartmentation). These cover blocks with known cladding issues and 

supported housing units where it is appropriate to more particularly 

actively manage any risks. This programme is monitored with a monthly 

report and the Director of Building Safety meets weekly with FFT, our 

specialist fire consultant. There is also a monthly contract meeting 

where the contract KPIs are reviewed. SMT/ET and Customer Committee 

receive regular reports on the delivery of the FRA programme. 

The panel is satisfied that this is an extremely robust process.  

 

20 Training Swan advised that there has been a range of training provided. Mainly 

this has been concentrated to members of staff who carry out 

inspections. These are visual inspections and our previous provider 

identified common areas to watch out for. Given the specialist nature of 

fire safety Swan have preferred to ensure they have specialist advice on 

fire safety and will refer any concerns we have to these advisors. 

Not all front line staff receive this and we were not able to confirm if the 

training was repeated annually or not.  

 

21 Partnership working  Swan advised the panel that they maintain a Primary Authority 

Partnership with the London Fire Brigade (This means they can refer 

major issues to one service).  Senior Managers and the fire safety 

specialist at Swan have met with their contact at the LFB Paul Heptinstall 

to re-affirm this relationship. The Director of Building Safety keeps LFB 

and other FRS (Essex) informed of any cladding issues and changed in 

evacuation strategy. Swan conformed they are in frequent contact with 

LFB officers who do random inspections on their properties feeding back 

any findings they may have.  They maintain a regular contact with 

Newham, Tower Hamlets, GLA and MHCLG in relation to cladding. 

Swan’s Director of Building Safety has been in correspondence with MPs 

for Romford, Tower Hamlets and Chelmsford. The Building Safety Team 

have met with quite a number of residents in face to face and in online 

meetings and maintain contact via regular monthly newsletters (for 

blocks with cladding issues) and correspond with at least 3 RA’s. 
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The panel are satisfied with the strong partnership relations that Swan 

with key agencies and local authority areas and welcome for these to 

continue.  

 

22 Resident survey 80% of those that responded said they didn’t know where to report a 

fire safety concern 

100% of those that responded said they would want to be able to report 

a fire safety concern on the website if that was an option 

80% of those that responded would look on Swan’s website to get 

guidance and help on what is a fire safety concern and how to report 

one 

100% said they would welcome a Fire Safety leaflet/booklet 

23 Emergency Evacuation plans  The panel wanted to understand if Swan have any Emergency 

Evacuation Plans for flat blocks and where are these advertised? 

Swan advised that as these will be different for each block, these will be 

communicated in individual Newsletters that go out to each block that 

has ACM and evacuation process 

24 PCFRA The panel were advised that Swan complete Person Centered Fire Risk 

Assessments for vulnerable residents but we did not ascertain who 

completes these.   

When they are completed they are they are placed in a PID security box 

on the outside of the building together with a number of other items.  In 

the event of a fire they are accessed by the fire brigade with a key only 

the fire brigade have. These boxes are audited on a regular basis by the 

Neighbourhood team and Estates team 

 
 
 
4. Table of recommendations 
 

 Recommendations 
 

1 A new programme of resident inspections to target flat block inspections with the objective of identifying 
and reporting fire safety concerns – Swan to consider how to target residents rather than advertising the 
inspection on the notice boards 

2 To include information on how to report fire safety concerns in sign up pack – could include website link to 
Fire Safety page and new ‘guidance sheet’ 

3 To introduce annual mandatory training for all front line staff on how to identify a fire risk and how to 
advise tenants  

4 ‘How to check Fire Doors’ document should be simplified and available to tenants  

5 Notice in supported housing schemes – needs to include what is a fire safety concern and to report them 
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6 Fire safety letter - Sent to residents of supported housing schemes – to include leaflet on what to look 
for/how to keep your home safe/who to report concerns to  

7 To develop, monitor and evaluates a clear, easy-to-use notifications process for residents to raise fire safety 
concerns separately from general repair issues.  To agree clear timeframes for remedial actions, according 
to the level of risk and to be able to track the progress of remedial actions.  This information should be 
available as an annual report to residents.  

8 Reporting fire safety concerns through website should be an option 

9 Downloadable Fire Safety leaflet/booklet – how to prevent and report concerns with photos (examples can 
be provided) 

10 Swan to consider developing performance indicators to monitor and manage residents’ concerns on fire 
safety in High Rises.    

11 Internal documents and policies should be referred to in the annual training for staff -   

• Fire action notice policy 

• Storage of items on balconies 

• Fire action notice procedure 

• Checking a fire door 

• FRA strategy 

• Mobility scooter guidance  

• Maintenance Survey and Inspection Policy (in place of fire safety policy) 

12 The Fire Safety section of Swans website should include the downloadable fire safety leaflet and also have 
links to documents such as –  

• Maintenance Survey and Inspection Policy (in place of fire safety policy) 

• How to check fire doors 

• Balcony safety statement 
 

13 A section on PEPs should be added to Swans website  

14 Swan to do a case study article on the meetings with residents and the fire safety team as well as an article 
of the meetings with LA’s and the Fire Brigade to showcase the positive partnership work that Swan deliver 
around this subject.  This could also include a ‘How to report fire safety concerns’ as part of the article  

15  Emergency Evacuation plans should also be available on notice boards and inside flat blocks if not already  

 
 

5. Thanks 

The Scrutiny Panel would like to thank all the people who helped the panel carryout 
this service review.  The Panel would also like to thank the Resident Involvement Team 
for their continued support throughout this process.   
 
 
 
 
 


