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JOINT LONDON AND ESSEX RESIDENTS CONSULTATIVE COMMITTEE 
MEETING 

 

Minutes of the meeting held on Thursday 28th November 2019 @ 6:30pm 

CEME Conference Centre 

Present:               
                              Stella Damm (Ldn Chair)         Forest Gate 
                              Carol Franklin (Esx Chair)       Steeple View 
                              Pearl Bulloch (Esx Vice Chair) Dobson House  
                              Jean Murphy                             Forest Gate 
                              Russell Bamber                        Exmouth Estate 
                              Jessica Hopkins                       Harlow 
                              Chris Strudwick                        Beechwood 
 
 
Officers present:  Sandra Fawcett                      Executive Director of Operations 
                              Caroline Richardson               Head of Resident Involvement 
                              Carla Wood                            Resident & Service User Inv. Officer 
                              Chloe Heaps                          Resident Involvement Assistant 
                              Nicholas Kyprianou                Head of Property Services 
                             Jackie King                             Assistant Director of Neighbourhoods 

                             Andrea O’Callaghan               Customer Services Director 

 

Min no   Action 

82/19 
 

 

Welcome and Introduction 
 
SD and CF welcomed everyone to the meeting.  
 

 

83/19 Apologies for absence 
 

Apologies were received on behalf of Munaim Ahmed, Chris Davis, Luigi 
Bianchi, Alison Battersby and Jorgen Dyer.  
 

 
 

 

84/19 London Minutes of the last meeting & action sheet 
 
SD went through the minutes to check for accuracy. Members agreed 
the minutes were a true and accurate record and SD signed them. All 
actions on the action sheet were complete.  
 

 

85/19 Essex Minutes 
 
CF went through the minutes to check for accuracy. All agreed and CF 
signed them. There were no actions from the last Essex RCC meeting.  
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86/19 Service Standards Review 
 
AOC explained that they are refreshing the Customer Service Standard, 
as it had been 4 years since it was last reviewed.  She explained that the 
document sets out what a customer can expect and reminds staff of the 
service they are expected to deliver. The E&D section had been updated 
by Anna Williams, our Housing Diversity Manager. Minor changes have 
been made to the Customer Care Standard, such as updating and 
clarifying wording on communication, equality and diversity and resident 
involvement. AOC emphasised how important the impact of resident 
involvement has on our services. She also advised that when a resident 
calls in, staff are not providing their names as soon as they answer a call. 
Research has shown that when someone rings a company, they want 
someone to answer quickly and want confirmation they have got through 
to the right place, so Swan will now be answering calls confirming where 
the caller has come through to, then will give names at the end of the call.  
 
AOC explained that there were not many changes at all to the Homes 
Standard – repairs and maintenance were amalgamated, and they have 
Introduced Health and Safety heading and clarified Health & Safety 
wording for shared areas. 
In terms of the Neighbourhood Standard, they have removed specific 
visits for landscaping and included reference to take action against 
those who dump rubbish. Increased detail on anti-social behaviour 
descriptions to include hate crime and domestic abuse.  
 
CF wanted to raise that some people do not know who their 
Neighbourhood Officer is. AOC advised that some tenants will only be in 
contact with certain staff, depending on their needs. SF thought it was a 
good idea to promote through Home magazine who the Neighbourhood 
Officers are for each area. The portal will also have this information. AOC 
was happy to take questions. None received – all were happy with the 
document.  

 

 

 

 

 

 

 

 

 

 
 

 

87/19 Complaints Comparison 
 
AOC presented a PowerPoint to the members, which documented 23 
landlord’s number of complaints received for the last financial year. 
Swan is the only landlord that has 4 stages in the complaint’s 
procedure.  
 
In relation to complaint volumes, Swan were fairly average in 
comparison to other housing associations. Informal complaints per 
1000 units were at 78.9. Number of stage 1 complaints per 1000 
units was at 32.1, which placed Swan in the third quartile group. 
Number of stage 2 complaints was quite low, at 1.2. This showed 
that Swan were good at resolving the complaint within its first stage. 
For stage 3, Swan weren’t even on the chart as there had been no 
stage 3 complaints.  
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For complaints satisfaction, Swan was the highest scorer compared 
to other housing associations, and for complaints resourcing, Swan 
were one of the higher scorers too. Average amount of 
compensation paid was £132 which was average too - CS asked 
what the compensation would be for. AOC advised that this would be 
for missed appointments.  
 
AOC briefly went over the complaints overview and explained that 
Swan are in the top quarter. SF advised that she is reluctant to 
reduce the complaint stages, as we have got a good opportunity to 
fix things if we happen to drop the ball. Swan are confident that they 
have done everything they can before it goes to the Ombudsman. 
AOC was happy to take questions. None were received.  
 

 
 
 
 

 

88/19 
 

   Consultation on Policies and Strategies 
 
Maintenance Repairs Policy:  
 
NK advised that the policy was due for renewal and changes were 
highlighted in a different colour for the members to see.  
 
Changes included title, health and safety works, fire safety which was 
not in the policy before. NK went on to talk about residents who may 
need a grab rail or a light – with a letter from an occupational therapist, 
they can go ahead and fit these items. CF pointed out the section on lifts 
and reported that her neighbours lift went down and they had to wait 
four days before Axis came out to look at it. She advised that another 
time the lift broke down, an independent company were out on the first 
day to resolve the problem. The lift was put in by the council with grant 
money and after 10 years it becomes the tenant’s responsibility. NK 
advised that going forward, Swan will make clear to the council we will 
take on responsibility after a set time, but will need all relevant 
documents etc. CF felt like the lift wasn’t fit for purpose. NK will talk to 
CF after the meeting.  
 
SD asked how the policy fits in with Newham. NK advised that it is 
exactly the same.  
 
The policy was approved by all.  
 

 
 
 
 

 

 
 
 
 
 
 
 

89/19 Together with Tenants 
 
CR wanted to quickly update on the Together with Tenants initiative – 
Swan have completed a gap analysis against what the National Housing 
Federation were proposing and have created an action plan. CR 
advised they have reshaped the reporting, reviewed all the terms of 
references and delivered the Summer Conversations. Swan have also 
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ensured a health & safety item is on the agendas of all resident 
meetings. Next steps are to submit evidence to NHF through their portal 
– they will send random questions out and Swan will have to send back 
their responses.  
 

 

 

90/19 Summer Conversations 
 
CR gave a brief update on the Summer Conversations which took place 
over the summer. She advised that the final year of Swanfest saw 
numbers lower than in previous years. What the team wanted to do this 
year was access residents who were hard to reach e.g. those who won’t 
go to RA meetings or are generally working during the times we hold 
meeting and other events.  
 
CR advised that we visited 10 locations and decided that there be some 
sort of hub for residents to visit, and for staff to also regroup. The 
majority of the day consisted of the door knocking, where we obtained 
the most of our data.  
 
The questionnaire that was completed was simple - we wanted to know 
how well residents felt Swan maintained their home and their local area, 
how easy Swan are to contact and their overall thoughts. One question 
that was important was whether Swan residents felt respected, which a 
majority of residents answered that they do. 
 
There were 399 surveys completed, with a lot of these individuals being 
those who don’t usually engage. CR advised that this gave us a good 
understanding of localities, what the different priorities are, and helped 
with delivering action plans. CR was happy that staff enjoyed going out 
on the different estates and connecting with the residents. 
 

 

91/19 RCC Scorecard 
 
AOC wanted to explain that the scorecard featured some monthly 
figures and some yearly accumulative figures, so it was not accurate. 
AOC advised that she will do the scorecard herself next time, to make 
sure it is correct. AOC advised that Star Survey results would come to 
the next RCC meetings.  
 
NK advised that Axis were short on resources and going forward they 
are hoping to get better. The new computer system hadn’t worked as 
well as they had wanted to. JK explained that days to relet a property 
was at 17.7 which was a couple of days off target. Meetings are taking 
place every 2 weeks between the Neighbourhood Team, Axis and the 
Allocations Team.  
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CF was impressed with a house in her square which Axis had stripped 
within a week and a new resident was able to move in. She wanted to 
congratulate those at Axis who worked on this.  

92/19 Assistant Director Overview – Tenancy Management 
 
Employee Update: 
 

- Tej Shukla has joined Swan as the new Head of Home 
Ownership and Keyworker Living and is based in the London 
office.  
 

- Alan Bush has sadly left the organisation to pursue other 
opportunities. JK wanted to thank him for all his work on anti-
social behaviour. Carol Fregiste-Thomas has joined us to cover 
this post on an interim basis.   
 

- Jo Strudwick will be joining Swan as the new Senior Officer in the 
Onboarding Team in early December 2019. Jo has been working 
for Axis for many years and will bring all her experience of 
dealing with customers and repairs issues to the new role.   

 
CF wanted some more information on what the Onboarding Team do. 
JK explained that the team look at properties, sign up residents and 
make sure they settle in well in the first 4 weeks. They also make sure 
there are no other issues, like outstanding repairs.  
 
JK went over the estate inspections results and advised that all blocks 
which were graded as a C have had meetings arranged with the 
relevant organisations and managing agents to improve standards. 
 
JK wanted to thank everyone who attended Diversity Day, which was a 
fantastic day with a range of different and very inspiring speakers. 
 
With regards to development, following the initial meetings with the 
Exmouth Residents Board about the proposed vision for the estate; 
contact has now been made with all residents. Swan are in the process 
of setting up a Resident Steering Group and the first meeting will be 
held in early December 2019.  
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93/19 Head of Service Overview of Swan’s Supported Housing Services 
 
CR talked through the Supported Housing report. She explained that 
there were several vacancies across the three Foyers schemes and that 
recruitment is underway with help from HR.      
 
Awards: 
 
Pete Morley-Watts, Director of Care and Support, scooped the ‘Housing 
Professional of the Year’ award at the prestigious 24 Housing Awards 
and the Housing Essex Excellence Awards. Pete, who has worked for 
Swan since 2015 has had a significant impact on the lives of many 
vulnerable people throughout his career.  SF also wanted to add that 
last night the Essex Care Sector Awards took place, and Swan won the 
End of Life Care award. The members passed on their congratulations 
to the team and to Pete. 
 
Care and Support Updates: 
 
CR also highlighted that following the award of the care contract for 
Dobsons House, Swan Care Services will be undertaking the delivery of 
the service from 1st December. All existing staff will be eligible for TUPE 
transfer to Swan. CR advised there will be a smooth transition between 
providers, which will have no impact on residents or the current service 
delivery.        
 
A very successful Thriftwood event was held 17-19 September, where 
four residents from across the Learning Disabilities schemes attended, 
with residents from Swan House Foyer and Heather Court. JH advised 
that she went along to this and made four new friends, which was really 
positive.  
  
Residents from Kenneth Court attended an educational trip to 
Barleylands on 14th October, with 30 residents across our schemes 
attended with their carers.   
 

 

94/19 Repairs focus  
 
NK advised that the text survey wasn’t working again, so there were no 
stats this month. Repair numbers had gone up 2000 a month, with this 
month’s totals at 17689. NK briefly went over the 5:15 newsletter, which 
detailed Axis and Swan’s away day together. He advised that the gas 
team are working really well on gas safety records, there were no 
outstanding gas certificates for October, and it was heading that way for 
November too, which was really positive. Asbestos issues will take a bit 
longer and that’s why the team didn’t hit those targets.  
 
SD wanted to raise that garages were going to be pulled down by 
Chatsworth Road and they are due to build on them; she advised they 
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will not be taking away the walkway, but parking was a concern for her. 
SD advised that the roofs of the garages used to have asbestos in them 
and wondered whether they will test for it before they demolish them. 
NK will go back and check this and will call SD to confirm. 

 
 
 

NK 

95/19 Resident Involvement and Community Development Update 
 
CW was happy to answer any questions on the RICD update. PB was 
amazed at how much the RICD team do – this was above and beyond 
and she really appreciated it.  
 
CS asked about the community fridge – CR will check with Ben to see 
whether they have had the first delivery.  
 
CW also covered the supported housing update. JH mentioned her weight 
loss journey, which featured in the update. Everyone congratulated JH on 
her achievements. CW asked whether anyone had any questions for the 
report, none were received.  
 

 

 
 
 
 
 
 

 

96/19 
 

Estate Improvement Grants 
None received. 
 

 

97/19 
 

Community Grants 
None received.  
 

 
 

98/19 Health & Safety 
Nothing to report. 
 

 

99/19 Feedback from Represented Areas 
 
JH raised that a community police officer has been patrolling her area due 
to property damage on neighbours cars – CCTV footage of this has been 
reviewed and one has been arrested.  JH also wanted to mention that 
Church’s Fire were turning up without appointments. NK will speak with 
them to see if appointments can be booked in the future.  
 
CS raised the mud issues which are still ongoing within Britten Avenue – 
the roads are caked in mud and it looks unpleasant. Development said 
the vehicles will be escorted up the road, but this has never happened. 
SF will speak to Development about this.  
 
PB just wanted to say that she was excited about Swan taking over 
Dobsons House on the care aspect and was extremely happy with the 
outcome. 
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Minutes Agreed - Signed ……………………………………… (Chair, London RCC) 
Date ……………………………………….. 

RB reported that the motorbikes were still going across the green at 
Brayford Square – SF will take this back.  
 
Next Wednesday is the Exmouth Steering Group meeting, 5:30 – 7:30pm.  
 
CF advised that the Laindon centre is doing great. The new hoarding is 
going up around the new houses outside and CF was pleased with how 
fantastic it looks. She also advised that there will be a Laindon community 
lunch on Thursday 19th December.  

SF 

100/19 Any Other Business 
 
Nothing raised.  

 
 
 
 

101/19 Date and Time of Next Meeting 
Next meeting:  
 
London: Thursday 30th January 2020 @ Bow Cross Community Hub.  
Essex: Friday 31st January 2020 @ Pilgrim House, Ground Floor Blue 
Room. 
 
The meeting closed at approx. 8:30pm.   

 


