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JOINT LONDON & ESSEX RESIDENTS CONSULTATIVE COMMITTEE 
MEETING 

 

Minutes of the meeting held on Thursday 3rd December 2020 @ 5:00pm 

Via Microsoft Teams 

Present:               
                              Carol Franklin (Esx Chair)       Steeple View 
                              Pearl Bulloch (Esx Vice Chair) Dobsons House 
                              Chris Davis                               Laindon 
                              Jessica Hopkins                       Harlow 
                              Stella Damm (Ldn Chair)         Forest Gate 
                              Luigi Bianchi                             Bow Cross 
                               
Officers present: Caroline Richardson              Head of Resident Involvement 
                              Carla Wood                            Resident Involvement Officer 
                              Chloe Heaps                          Resident Involvement Officer 
                              Jackie King                            Assistant Director of Neighbourhoods 
                              Alison Battersby                    Head of Support & Innovation 

                              Andrea O’Callaghan             Customer Services Director 

                              Pete Morley-Watts                Executive Director of Customer  
                                                                            Experience  

Min 
no  

 Action 

71/20 
 

 

Welcome and Introductions 
 
CF welcomed everyone and thanked everyone for attending. PMW 
introduced himself and advised he wanted to attend more RCC meetings 
in the near future.  

 

72/20 Apologies for absence 
 

Apologies were received on behalf of Nicholas Kyprianou, Jean Murphy 
and Christine Strudwick. 

 
 

 

73/20 Minutes & action sheet of the last London & Essex RCC meeting 
  
The minutes of the last meeting were agreed as a true and accurate record.  
 
All actions on the action sheet were completed.  

 

 

 

 

 

74/20 New Housing Ombudsman Scheme 
 
AOC had returned to the RCC for any feedback members may have had 
on the New Housing Ombudsman Scheme or the changes that were made 
in the Swan policy. She also wanted to provide an update, as the Housing 
White Paper refers to the new complaint code - confirming that from March, 
the ombudsman will publish data on all landlords, including complaints that 
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are received and how they are handled. AOC was happy to take any 
feedback or comments.  
 
PB asked whether it will be annually that they have to provide information.  
AOC confirmed that it would be at least annually, maybe even more 
regularly. They are expecting landlords to have data available often.  
 
Members thanked AOC for attending.  

75/20 RCC Performance Scorecard Report 
 
With regards to repairs, jobs completed on first visit - there have been some 
issues getting materials, so this has had an impact on the statistics. Some 
operatives are currently self-isolating which has also had an impact. 
 
 In terms of Complaints feedback – More complaints have been escalated, 
JK advised the team are focusing on how they respond - the most common 
focus was around heating, now that winter is here. 
 
JK reported that the call data showed that Swan aren’t hitting the targets. 
There has been a significant increase in the number of people calling. Staff 
from other teams have been helping the Customer Relations team with 
answering calls.  
  
Satisfaction with ASB handling remains at 100%, 10 cases more than the 
previous month.  
 
CF wanted to raise that her neighbour has been without heating and hot 
water for 3 and a half weeks - their boiler is 27 years old; an emergency 
fitter came out but had no radiator keys. The neighbour has not heard 
anything since. CF advised this had been raised to Chris Houlihan and 
hopes he has got things underway to be resolved. An operator should have 
turned up today but did not.  CF wants this to be escalated. JK thanked CF 
for bringing it to her attention and will escalate this urgently.  

 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 

JK 

76/20 Assistant Director’s report 
 
Employee Update 
 

- Greg Smikle has joined Swan as the new Neighbourhood Officer 
for Exmouth. He has already been out on site and has met with the 
Estate Services Officers working there.  

 
- Denise Ware has also joined the Neighbourhood Team and she is 

providing cover whilst Mercedes Samuels is on maternity leave. 
 

- Lucy Taylor has joined Swan as a Customer Relations Officer, now 
that Rosie Holder has moved across to the Onboarding Team. The 
new Head of Customer Relations, Mike Alger, joined Swan on 23 
November. 
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- Two new staff have been recruited to work on Community Heating. 
LB asked what community heating was. JK explained it is for those 
who are on a community heating plant, with a communal boiler. 

 
Covid 19 
 
JK advised that most services continue to be provided from home now that 
the UK are in the second lockdown, although estate inspections and 
viewings are continuing. Although staff are no longer back in the office 
managing the hunt groups, staff from various teams are providing support 
to Customer Relations with calls. JK advised that the latest updates in 
relation to Covid-19 are on the Swan website and these are regularly 
reviewed and updated in line with government legislation. 
 
Estate Services 
 
The updates for October 2020 are detailed below.  
  

Standard Essex London and 
Forest Gate 

A 3 0 

B 57 168 

C 0 3 

 60 171 

 
 
All areas graded less than A were brought back to an overall A standard by 
the team by the end of the day. In October 2020 there were 6 inspections 
that were still found to be below an A standard and these included 
outstanding items such as dust, litter, hoovering standards and bulk 
rubbish. This has been addressed with the staff concerned. 
 
 
Welfare Reform 
 
JK advised that focus has been on support for residents throughout the  
Coronavirus pandemic and since April 2020 the Income and Welfare 
Benefit Teams have received 9754 calls from people to discuss their rent 
payments and ask for help and support. Staff have made a further 11,108 
proactive calls to individual households. A total of 23,815 contacts 
have been made in the last 7 months. 
 
Swan remain committed to helping people to sustain their tenancies and 
stay in their homes and this financial year have applied for 158 
Discretionary Housing Payments (DHPs) of which 86 have been approved 
and a further 55 are pending.  
 
Diversity Day 
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This year’s annual Diversity Day was a fantastic event as always, and for 
the first ever time it was done virtually by Microsoft Teams, and so offered 
the opportunity for many more people to attend the sessions. 
 
The sessions were all really engaging, with 5 very different speakers; all of 
whom gave us something thought provoking to reflect on. It was an 
amazing day thanks to Anna Williams, Housing Diversity Manager, and the 
Resident Involvement & Community Development Team. PB advised that 
she had joined some of the sessions and found them very insightful. PMW 
advised that he would make the links to the sessions available for those 
who were unable to attend on the day.  
 
Corporate Strategy  
 
The new Corporate Strategy was introduced from October 2020. Each of 
the 7 strategic aims set out in the new Corporate Strategy will be 
accompanied by a delivery plan and from which we will monitor our 
performance. This will be reported to both our Senior Management Team 
and Executive Team and many of the actions from this will be delivered into 
series of strategic projects. RCC members will be updated on progress and 
any changes to services as a result of this. 
 
Fire Safety 
 
JK wanted to emphasise that the safety of Swan residents is paramount to 
Swan, and she would like to remind all residents in the New Year to check 
their smoke and CO alarms regularly and report any issues to Axis.  
 
Development Update 
 
Swan have acquired a 15-year lease on a second factory which is opposite 
the existing one in Basildon.  It will be used to manufacture light gauge steel 
modular housing and will operate alongside Swan’s existing factory which 
delivers Cross Laminated Timber homes. Once this is in place it is expected 
that Swan will be able to deliver 1000 modular homes every year and the 
new factory is due to start production in Spring 2021.  This will also create 
120 new jobs in Essex and will enable us to invest in more training and 
skills opportunities. 

 
 
 
 
 
 
 
 
PMW/CH 

77/20 Head of Care & Support Report 
 
Employee Update 
 
Recruitment has been underway for three Young People Coaches at 
Swan House Foyer and Dove Cott House. Semeera Howard and Trevor 
Dudbridge both joined the Swan House team earlier this month. 
Recruitment continues for the post at Dove Cott House.  
 
 
Care and Support Updates 
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Swan Care Services: 
 
Swan Care North have made it to the finals for the South East Region in 
the Great British Care Awards in the category of Team of the Year.  The 
finals are due to take place in April 2021. 
 
Swan Care Services have tendered for a long-term contract for 10 years 
to provide Rapid Response Services in North East Essex.  Swan have 
made it through to the second stage and are waiting for an interview date. 
 
Supported Housing: 
 
During the Covid-19 pandemic, there have been periods when visitors 
were not allowed into the Supported Housing schemes. This has been 
difficult for our residents and our inventive Supported Housing team have 
provided adapted, additional support to help them feel less lonely. They 
have made up to three phone or video support calls to residents every 
week, making a note of their interests so they can best engage them in 
conversation, as well as providing modified activities such as colouring 
competitions and quizzes etc.  
 
Just within the Sheltered, extra care and support living schemes, over a 
period of 7 months, the Enhanced Housing Management Officers have 
made over 8211 calls.  
 
Between all three Foyers, 95 additional phone calls per week have been 
completed and 315 face to face socially distanced support meetings. 
Track and trace posters are now displayed in the schemes and visitors 
are encouraged to scan the QR code upon entry and to wear face masks 
when in the communal areas.  Further guidance has been issued to 
residents at the Foyers and our extra care/sheltered schemes in relation 
to Tier 2 restriction then the subsequent lockdown.   
 
The team that work in our Supported and Sheltered Housing schemes 
have been working alongside Essex County Council to provide the Alcove 
Video Carephone, which is a device which enables users to make video 
calls, including getting shopping and other essentials through the 
Help@home service provided with the device. Seventy-four residents 
within Supported living schemes have benefited from these devices. 
There are also 10 residents within shared support living accommodation 
and four residents within sheltered accommodation making use of the 
devices.  
 
Foyers put forward 8 residents for the National Room for Young People 
(#R4YP) Inspiration Awards, which was held in November. The awards 
recognise the strengths of young people, staff and services in the youth 
housing sector.   
AB was delighted that Swan were shortlisted for the below award: - 
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• Community Action Award - A young person from Heather 
Court Foyer organised a Black Lives Matter protest for 3000 
people under COVID-19 restrictions and continues to 
advocate for positive change. 
 

Following a very positive accreditation meeting that took place with the 
FOR-youth panel in August, which is part of the Foyer Federation, all 
three Foyers have been accredited with Operationally and Strategically 
secure.   
 
A ‘thought of the month’ regarding overcoming obstacles and being true 
to yourself, which was written by a supported housing resident, was 
shared to RCC members.  

78/20  Repairs Focus 
 
CR advised that she felt NK’s report needed to be reviewed, and she was 
happy to work with NK to do this, in order to formulate a report that is 
more fit for purpose. PB asked why there was no reporting on the 
recharges this month. CR advised that they are looking for the most cost-
effective way, and this is currently under review. The priority is around 
people paying their rent and it is understandable that some people are 
struggling.  
 
The 5:15 focused on asbestos and ASB.  

 

79/20 Together with Tenants Update 
 
CR reminded members that Swan have taken part in the pilot for 
Together with Tenants, and action plans have been created. CR advised 
that the pilot has now come to an end, and the findings have been 
released in a report – CH will send this out to residents.  
 
CR advised that it is an exciting time to be part of Resident Involvement, 
as there is currently such force and emphasis behind it that it is a huge 
focus now. The Government White Paper emphasised placing residents 
at the forefront of everything, and the RCC have discussed changes with 
complaints and the Building Safety Act etc. CR and PMW have been 
looking at the Resident Involvement structure and what this will look like 
for the future.  

 
 
 
 

CH 

80/20 Consultation on Policies and Strategies: 
 
None received.  

 

 

 

 

81/20 Resident Involvement and Community Development (RICD) update 
  
CR and CW talked through the report and how the team have had to adjust 
their way of working, with a lot of projects and initiatives moving online.  CF 
advised she was a judge for the talent show which took place online with 
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Beechwood residents. The team have also helped the development teams 
around consultation and obtaining feedback from residents.  
This year, the way the RI team delivered the Warm in Winter campaign 

had to change, due to Covid-19. As the team were unable to visit the 

residents who are over 70 (who live alone) in their homes, goodie boxes 

were sent out containing some useful items such as hand sanitiser, 

therapy colouring books etc, and a booklet which featured support group 

details and tips on how to stay warm this winter. CR wanted to thank CH 

and CW for their work on this.  

In terms of the budget report, PB asked why the members receive two 

versions, when the same data from the previous month will still be 

included on the most recent copy. CR understood and advised that only 

the most recent copy will be sent out moving forward.  

 
 
 
 
 

 
 

 

82/20 Estate Improvement Grants 
 

i. Verbena Gardens: To install a wire screen on the top of the bin 
store to prevent fly-tipping. Members raised that there were no 
company names on the two quotes. JK apologised and ensured 
this would be sent out to residents. JK asked whether members 
were happy to agree in principle. All were happy to agree. JK 
advised that there was another estate improvement for Old 
Chrisp street, which she hopes to bring to the next meeting.  

 

 
 
 
 
 

JK 

83/20 Community Grants 
 
A copy of a Community Grant from Ambition, Aspire, Achieve had been 
sent out to members electronically. This was for their Christmas Toy 
appeal, for children living in poverty. SD is aware of the organisation which 
has been running in Newham for years, and said they do a lot of good. LB 
said that he checked their website and they looked like a very good 
organisation. All members were happy to agree. 
 
SD wanted to raise that last year the Chatsworth Action Group were 
granted the money for their annual St. George’s Day event, however, they 
were unable to do this due to Covid-19. SD asked whether the money was 
still there for as and when they are able to use it. CR confirmed it was.  
 
CR also wanted to emphasise that there has been a lack of community 
grants coming through due to the pandemic, but wanted to let everyone 
know that the money is still available and that events can be done online 
or just in a different way – CR would like residents to take the opportunity 
to spend this money if they can.  

 
 
 

84/20 Health & Safety 
 
CD wanted to raise that her neighbour has been trying to contact Axis – 
they have had cracks in their wall since November 2019, they have 
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Minutes Agreed - Signed ……………………………………… (Chair, London/Essex RCC) 
Date ……………………………………….. 

reported this but haven’t heard anything for a long time. CH will escalate 
this to make sure the resident gets a response.  

CH 

85/20 Feedback from Represented Areas 
 
SD advised that another resident’s bathroom light had stopped working, 
she was told she had to change this herself, however after looking on the 
contract it states anything done under refurbishment is picked up by Swan. 
She wondered whether wires had been crossed due to the differences 
between the two contracts. JK will check on this and get back to SD.  
 
PB advised that they have their Christmas dinner to look forward to, which 
was being delivered to all flats at Dobsons House.  
 
JH wanted to report the lack of communication between Axis and residents, 
as she had waited in all day for a visit, however, they turned up late. She 
was told it was an 8 - 1 appointment when it was actually a 2 – 6. Staff 
advised that Geoff Pearce, Deputy Chief Executive, has met with the senior 
staff at Axis within the last week, to see how to better improve the service. 
JH advised that a lot of operatives are not wearing face masks either. PMW 
advised that if any operatives are not wearing a face mask then residents 
should raise a complaint and refuse entry to them.  
 
 SD advised that one of her tenants phoned this evening, they had an 
appointment with Axis booked for this morning, between 8 – 1 however, no 
one turned up. This resident would be able to claim missed appointment 
compensation. 

 
 

 
 
 
 

JK 

86/20 Any Other Business 
 
PMW wanted to thank everyone for allowing him to come along to the 
meeting. He advised he is happy to attend any of the RCC meetings in the 
future and wanted to thank all members for their commitment. He 
understood that this year has been difficult, due to the pandemic, and 
having to move meetings online hasn’t been easy. He mentioned the new 
Corporate Strategy and how Swan are going to be even more focused on 
residents and tenants, and how it is an exciting time to be involved. PMW 
advised we had joined the institute of customer services, and the survey 
has been returned – both outcomes to this and the internal staff survey will 
be shared. PMW also advised that Elizabeth, who is chair of the customer 
committee, would like to attend an RCC meeting. This to be arranged with 
Caroline. He wished everyone a happy Christmas and New Year.  

 
 
 

87/20 Date and Time of Next Meeting 
 
London & Essex RCC: TBC.  
 
The meeting closed at approx. 6:45pm.   

 


