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JOINT LONDON & ESSEX RESIDENTS CONSULTATIVE COMMITTEE 
MEETING 

 

Minutes of the meeting held on Thursday 28th May 2020 @ 2pm 

Via Skype 

Present:               
                              Carol Franklin (Esx Chair)       Steeple View 
                              Pearl Bulloch (Esx Vice Chair) Dobsons House 
                              Chris Strudwick                        Beechwood 
                              Luigi Bianchi                             Bow Cross 
                               
                               
Officers present: Caroline Richardson              Head of Resident Involvement 
                              Chloe Heaps                          Resident Involvement Assistant 
                              Jackie King                            Assistant Director of Neighbourhoods 
                              Nicholas Kyprianou               Head of Property Services 

                              Andrea O’Callaghan              Customer Services Director 

Min 
no  

 Action 

20/20 
 

 

Welcome and Introductions 
 
CF welcomed everyone and thanked everyone for attending.  
 

CR wanted to inform all members that Sandra Fawcett had left Swan. She 
read out a message to the residents from John Synnuck, which highlighted 
all the work that Sandra had achieved whilst at Swan. CR informed the 
Committee that Pete Morley-Watts would be covering the post of Executive 
Director of Operations for the current period. CR advised that Pete was 
previously Director of Care and Support and had been in attendance at 
Joint RCC meetings. 
 
Residents wanted to thank Sandra Fawcett for all of her hard work and 
commitment to residents over the previous years.  
  

 

21/20 Apologies for absence 
 

Apologies were received on behalf of Christine Davis, Stella Damm, 
Munaim Ahmed and Jean Murphy. 

 
 

 

22/20 Minutes & action sheet of the last London RCC meeting 
 
CR informed attendees that Russell Bamber had decided to resign from the 
London RCC.  
 
LB agreed that the minutes were a true and accurate record.  
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With regards to the action sheet –  
1. LB advised that he didn’t receive any feedback from the repair he 

raised. He confirmed that it’s now been resolved, but his concern 
was the lack of communication.   

2. The grant application form was sent out to Stella and all members 
approved this via email/telephone. 

3.  With regards to the disposal of rubbish in the correct bins, CR 
advised that she had asked for this to go into the next Blackwall 
Reach newsletter.  

4. JK advised that the issue with the Newham representative had been 
resolved and the partnership manager has spoken with Stella 
personally. 

23/20 Minutes & action sheet of the last Essex RCC meeting 
 
CF mentioned the possibility of amalgamating both the London & Essex 
RCC’s, after hearing about Russell’s departure. CR stated that this could 
be considered and that meetings should probably continue as joint whilst 
lock down was in place.  
 
With regards to the minutes, PB pointed out that the members were due to 
receive another quote for the previous estate improvement grant. JK to 
investigate and feedback to the Committee. 
 
With regards to the issues on Beechwood – CR had fed these concerns 
back to Development, who were already aware and would be monitoring 
the situation. CS stated that up until lockdown there were still issues with 
the parking on the estate. CS advised that the bollards that have been put 
up, to prevent people from parking on the green haven’t made any 
difference. CS was happy for this to be taken off the action sheet for now 
but will monitor the situation.CR advised that some of the construction sites 
are being reopened on a staggered basis. 
 
With regards to the article which was due to go into Home magazine about 
checking batteries in thermostats, CR advised that the contents of Home 
magazine had to be reworked due to the impact of Coronavirus. CR will 
make sure this article goes into the next Home edition.  
 
Both works on Danacre and The Post office moving into the library are still 
on hold, due to lockdown. CF raised her concerns for the post office, as 
this has been going on for quite some time.  

 
 
 
 
 
 
 
 
 

JK 
 
 
 
 
 
 
 
 
 
 
 
 
 

CR 

24/20 RCC Performance Scorecard Report 
 
JK presented the reports for March & April. She highlighted that there was 
a slight reduction on jobs completed on first visit in March, due to lockdown. 
In April they were starting to hit target again. Number of calls abandoned 
had gone up in March, again due to the first few days of lockdown, which 
was an uncertain time for telephone cover. JK reported that the switchboard 
had moved over to The Factory, where Andrea’s team have been managing 
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things on a rota basis. The April statistics showed that things were back on 
track.  
 
Number of days to re-let a property (minor works) was at 14.5 days in 
March, which was a fantastic achievement and for April this was at 12.6.  
 
JK reported that the team didn’t quite meet the ASB target (86%), which 
was at 83% satisfaction. JK advised that there were only seven evictions 
at end of year, last year Swan were in double figures, so the reduction in 
evictions was great.  
 
NK advised there was only one property that didn’t have their gas check – 
but this was being pursued through the courts. CF asked whether the courts 
were in operation. NK and JK said they were but only for restricted uses.  
 
JK announced that there was a drop in complaints, and a drop in the 
number of calls coming through to the switchboard –staff were providing 
their work mobile numbers so calls were going straight to those.  
 
In terms of ASB, there had been a rise in neighbour disputes due to 
lockdown. LB asked whether any Swan staff had been furloughed. JK 
advised that all staff were still working.  
 
JK advised that they were seeing arrears go down. CS asked whether JK 
thought there was going to be lot of arrears. JK advised that the team were 
doing a lot of supportive work with residents around this, but she did think 
that there would be an increase in arrears. The team had amended all rent 
letters to focus on support.  

25/20 Assistant Director’s report 
  
JK advised that for the employee update – Sandra’s departure wasn’t 
included, as the report was written before she left.  
 
Swan are delighted that Geoff Pearce, Executive Director of Regeneration 
and Development, has taken up the role of Deputy Chief Executive.  
 
JK is also pleased to welcome back Chloe Blackburn, Neighbourhood 
Officer in Essex, and Sehrish Khan, Customer Service Officer in London, 
following their maternity leave.  
 
Welfare Reform 
 
JK was pleased to report that in 2019/20 Swan were able to secure 
£112,639 in Discretionary Housing Payments to help people to sustain 
their tenancies and remain in their homes. The Welfare Benefit Officers 
are working with the Local Authorities so that these can be renewed for 
the coming year where household circumstances remain the same.  
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The government has announced temporary changes to some benefits in 
response to Covid -19 and details of all of these are on our website and 
the team are here to support people who have been financially impacted. 
 
This has been a difficult time financially for many residents and we have 
seen a huge increase in the number of people asking us for advice and 
support, with 488 requesting help. We have been proactively contacting 
those residents that we know have been working to understand if there 
have been any changes in their circumstances and there is any support 
that we can provide. The Welfare Benefit Team are currently being 
supported by staff from other teams in Operations so that we can respond 
promptly to everyone. 
 
There are currently 2078 live Universal Credit cases with 430 of these 
being paid directly to us through an Alternative Payment Arrangement. 
This has increased significantly since 19 March 2020, with 355 
verifications for housing costs completed and a further 244 households 
who have applied for Universal Credit. We have also applied for an 
additional 41 Alternative Payment Arrangements (APA’s). We will 
continue to apply for these wherever possible to ensure that Universal 
Credit payments are made directly to Swan and are used to pay the 
residents’ housing costs as we recognise that in this climate people may 
use it to pay other bills. We have also been contacted by 94 households 
who are self- employed and 31 leaseholders who are unable to make 
payments. 
 
Calls to Vulnerable Residents 
 
Both the Resident Involvement and Community Development Team 
together with Neighbourhoods have contacted over 1000 vulnerable 
residents to see what individual help we can give and whether they would 
benefit from weekly call backs from us. There were 185 households who 
requested a weekly call back which the teams are providing. There were 
approximately 400 people that we were unable to contact by telephone 
and so we followed this up by letter and checked for additional contact 
details on our systems. There are only 50 households that we have been 
unable to make further contact with and so arrangements are being made 
for these people to be visited by Estate Services to check everything is 
well. 
 
Digital Update 
 
Testing for the new Housing Management IT system, Civica CX, has 
been finalised whilst we have been in lockdown and the online training 
schedules and training guides have been developed so that the staff can 
learn the different modules with online support whilst working at home. 
The new system will be launched from summer 2020 when we anticipate 
that some staff will have returned to the offices. The Customer Portal will 
then go live later in the summer. We will provide an opportunity for 
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members to see the system at a future meeting which we hope you will 
find useful.  
  
 

26/20 Head of Care & Support Report 
CR presented the report on behalf of Alison Battersby. 
 
The Supported Housing team have managed to continue to recruit for the 
foyers – they have used Microsoft teams video calls to carry out 
interviews and all three foyers are now fully staffed and doing a fantastic 
job in the current climate. They are continuing to deliver services to 
residents and are monitoring their PPE to make sure they can continue to 
deliver the service. 
 
There have been generous donations of fruit and veg from volunteers, 
which has been gratefully accepted at the Foyers.  
 
A resident from Dobson House celebrated his birthday in lockdown. He 
would usually have a Chinese takeaway with his family – so Dobson 
House staff provided a Chinese meal for him and set up a video call with 
his sister.  
 
PB just wanted to add that some funding had been put forward for tablets 
for carers to help residents video call loved ones – as some people were 
completely isolated. PB thought this was great, and agreed to pass the 
details onto CH.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

PB 
 
  

27/20  Repairs Focus 
 
Text Surveys were still being undertaken by Axis as part of the 
Partnership. The audit showed satisfaction was at 96.54% based on a 
reduced number of text survey replies. 
 
Of the dissatisfied responses, follow up actions have been logged and 
calls have been attempted. 
 
 
Over recent months the team have been seeking recharges from 
residents who have left their home in a poor state of repair. For the 
financial year 2020-2021 the following have been noted based on this 
year’s expenditure and received.  
 
Total charge: £22,806.48  
Total number of recharges: 11 
Money paid by residents: £0.00   
Collection rate: 0% 
 
As part of an ongoing review a summary of the number of legal disrepair 
cases were 25, of which 2 are awaiting the court to open, 2 have been 
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delayed due to third party action needed, 3 we have no update from 
residents solicitor, 7 are ongoing but on hold due to access and 11 we are 
dealing with solicitors to close the case. 
 
NK advised that they are looking to bring back standard works within the 
next month or so – there has been a back log from when lockdown was 
first put in place, so there may be some delays, but staff will be working 
through these.  
 
CS recalled that lots of people had texts about electric checks – some 
neighbours had and some hadn’t. Some residents weren’t comfortable 
with people attending the property as they were vulnerable. The dates 
were changed to June, but some people were still unsure of this. NK 
explained that if it is a gas check, it’s a legal requirement and they must 
attend the property, with the electric checks, this is only a 
recommendation, every 5 years. Where there is reason for refusing entry 
(such as vulnerable) they are accepting this and will push back the visit as 
far as they can.  

28/20 Hackitt Review 
 
Dame Judith Hackitt has reviewed fire safety as part of the impact from the 
Grenfell Tower fire. CR had circulated the executive summary report to 
residents prior to the meeting so that they had an opportunity to review the 
document.  
 
CR went on to deliver an overview of the document for 
residents. She explained that it was important that residents had the 
opportunity to see the report and review it, in order to be able to understand  
the key issues relating to fire safety and to be able to effectively 
challenge Swan around fire safety moving forward.  
 
CR hoped everyone had had the opportunity to read over the document 
and asked whether anyone had any questions. CF wanted to mention that 
when Grenfell fire happened, Swan were quick at getting dangerous 
cladding removed off of buildings, but some other buildings were left. NK 
assured residents that Swan were continuing to progress action upon 
these blocks, but that in the meantime they were doing the regular 
inspections, checking fire doors, and were ahead of the game in terms of 
fire safety. PB highlighted that the report recommends model of risk 
ownership – one person who would be responsible for everything.  NK 
advised that they are waiting for further guidance from government, but 
that it is being explored.  

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

29/20 Consultation on Policies and Strategies: 
AOC joined the meeting to present her two policies. 
 

i. Customer Service policy: AOC advised that this was originally 
launched as the Customer Care and Complaints policy, which 
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came to the RCC previously. They decided to do a tidy up of the 
policy whilst waiting for completion of the portal, however, the 
portal still isn’t live just yet. The Ombudsman was updated last 
year, with how to handle complaints, so the policy has been 
updated in line with this. Main changes are use of language, and 
its more customer focused. This policy will be reviewed again 
next year. All agreed. 
 

ii. Rent Setting policy:  
 

AOC gave background to rent controls for Social Rents charged 
by Registered Providers. This started in 1977 with the 
introduction of the Rent Act. By 2002 a new rent convergence 
policy was announced which would allow there to be 
convergence of rents between different parts of the Social 
Rented Sector. This was replaced in 2015 with a new rent 
framework which was then abandoned after one year when the 
rent reduction regulations were introduced. This year sees a new 
rent direction issued by The Regulator Social Housing which will 
see a maximum increase of CPI plus 1%.  
 
Although Swan increases its rent in October (unlike many who 
use April) the CPI rate is that published for September the 
previous year. In 2019 the CPI for September was 1.7%. 
Therefore, the maximum rent increase allowed is 2.7%.  
 
The new rent standard can be applied in part/ not at all or only in 
some areas, however it is important that this is explained to 
residents and any decision takes into account the local market 
and the impact of any rent increase on comparable rents. 
 
AOC explained that a survey of most of our partners has 
indicated that they have all this year taken the decision to 
increase the rent by the amount allowed in the rent direction. 
AOC explained that no property is allowed to go above the rent 
cap for their property. 
 
The RSH has been clear that RPs don’t have to put the rent up 
and any decision must be made clear to residents. Swan are 
recommending the full increase as this will enable us to deliver 
on our corporate planning to increase the number of homes for 
people in need and also to continue to provide a good repairs 
and improvement service to residents. 
 
As Swan are proposing this change an FAQ will be produced for 
residents which explains the reasoning behind this decision to 
residents. This information will be published on our website. 
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CF raised that residents may not be happy about the rent 
increase following four years of decrease. AOC explained that 
the increase was relatively small at 2.7% and that Swan wanted 
to make sure that we continued to be able to deliver on the 
services residents requested for instance boiler replacements, 
communal painting and improvements to properties. CF agreed 
she understood the commercial reason for this increase. CF felt 
the link to service provision should be included in 
correspondence on this matter. 
 
LB raised the issue of service charges. He is currently 
furloughed, and he is concerned that his service charge has 
increased. AOC explained that service charges are only charged 
where residents receive communal services for instance 
cleaning/ fire safety work/ grounds maintenance. They are 
separate from the rent and are set in line with the spend on a 
particular estate/block. As part of the review of service charges 
more information will be provided to residents where service 
charges increase in the future with explanations of why this 
increase has happened.  
 
LB asked for more clarification on what the rent was charged for. 
AOC gave examples like loans to build more houses, repairs and 
staffing costs. AOC commented that this was broken down each 
year in the annual report. AOC also explained that by increasing 
the rent, new houses can be built in areas of high demand.  
 
PB indicated that they understood the need for more housing 
and the need to continue to provide these services.  
 
CF raised the question of who is building housing. AOC 
explained that councils had also started building homes for 
private sale to fund more social housing. 
 
All members agreed that the rent increase would allow Swan to 
continue with its plans and agreed with the recommendation to 
increase by the maximum amount. 

30/20 Resident Involvement and Community Development (RICD) update & 
 Supported Housing update  

 
CR wanted to highlight the welfare calls that the RICD Team and some of 
the Neighbourhood Team had been doing. They had contacted over 1000 
people initially, and now each team member had around 20 – 30 calls to 
complete each week, with calls lasting anywhere between 20 minutes up 
to half an hour. Staff have been checking in with the vulnerable resident to 
see if they have everything they need and whether they have any other 
concerns. The team are also working really hard to find different ways to 
engage with residents. The CD team are working at pulling together an 
impact statement which should be available to view in the next couple of 
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Minutes Agreed - Signed ……………………………………… (Chair, London/Essex RCC) 

Date ……………………………………….. 

months, but CR wanted to announce that the Community Development 
team had delivered 71 community development projects last year which is 
a fantastic achievement. When the report is complete CR is happy to 
circulate.  
 
CF mentioned that CH had been calling each week to check in with her, 
which was nice. CF also found that the community spirit has been great, 
during this time.  
  
Budget: Nothing being spent due to Covid19. 

31/20 Estate Improvement Grants 
None received. 

 

32/20 Community Grants 
None received.  

 
 

33/20 Health & Safety 
Nothing raised. 

 

34/20 Feedback from Represented Areas 
 
PB wanted to raise that residents at Dobson House were full of praise for 
the staff there – the support had been great, and they were wearing correct 
PPE. Some have been delighted to have emails from Pete to thank them. 
She also advised that they had no television since yesterday morning – 
Maria Sims was able to speak to Axis, to get the TV fixed urgently, due to 
lockdown.  
 
CS raised that people in Kam’s Loco shop were not social distancing. She 
asked whether Swan were able to do anything about this. CR was happy 
to have chat with Rob Pearce about this, but she wasn’t sure if anything 
could be done. 
 
CF wanted to say that she was impressed with an engineer she had 
encountered (David), she wanted to pass on her thanks to him.  

 
 
 
 
 
 
 

 
 
 

CR 

35/20 Any Other Business 
 
N/A.   

 
 
 

36/20 Date and Time of Next Meeting 
 
London & Essex RCC: Thursday 30th July 2020  
 
Please note that the July meeting will be held via Skype as a joint meeting.  
 
The meeting closed at approx. 4pm.   

 


