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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 fifth review in 3 years.  This was a review chosen by the 
panel form a list of recommendations provided by Swan.   
 
The aims of the scrutiny panel in performing this review are as follows: 
 

• Streamline the process and to make it more efficient 
 

• Fit for purpose policies and procedures 
 

• Improvement on outcome of fraud cases 
 
Work on this review began in December 2017 and the report was completed in 
March 2018.  
 

2. Methodology 

2.1 Desktop Review 

The Scrutiny Panel requested documents from Swan Housing as part of the 
desktop review. The desktop review was carried out in order for the Scrutiny 
Panel to gain awareness of: 

• What is tenancy fraud 

• How Swan investigates and deals with tenancy fraud 

• How tenancy fraud is reported to Swan and how easy it is to do so  

• How Swan tracks and measures tenancy fraud cases 

• Who is responsible for tackling tenancy fraud in Swan 

• Swan’s policy and procedures 

• The cost to Swan for tackling tenancy fraud  
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2.2 Interviews with staff  

Interviews with staff were carried out to gain an understanding of the Tenancy 
Fraud service and better understand who is involved.  The Scrutiny Panel 
interviewed: 

• Kelly Webster, Fraud and Tenancy Officer, to understand her role on 
tackling tenancy fraud and how she works with other teams within 
Swan to do so 

 
They also put forward questions to: 

• Andrea O’Callaghan, Head of Business Improvement and Allocations, 
to understand the overall approach of tackling tenancy fraud within 
Swan  

 

2.3  Benchmarking  

 
The Scrutiny Panel were able to review similar Housing Associations 
‘Tenancy Fraud’ policies and procedures and Performance Information from: 

- One Housing Group 
- Clarion Housing Group 

 
This enabled them to identify if any gaps exist and what best practice there is 
across the sector. 
 
2.4  Testing the fraud monitoring software 
 
Rod Lamb, one of the Scrutiny panel members tested the software that is used 
by Swan to understand how effective it is. This software is used nationwide by 
other RPs and helps to assist in investigating tenancy fraud cases.  

 
3. Key Findings 
 
This section summarises the Panel’s key findings from the review.  
 
Strengths 
 

• Swan’s policy and procedure on tackling tenancy fraud is easy to read 
and is comparable to other Housing Associations 

• Tenancy Fraud Performance figures are informative and cover all the 
key areas required 

• Swan has a dedicated Fraud and Tenancy Officer who leads on 
reporting, monitoring and dealing with cases in conjunction with the rest 
of the business  

• The Job Description of the Fraud and Tenancy Officer covers all areas 
comparable to other similar roles in other organisations 
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• ID checks on new tenants are carried out by the LA and then again by 
Swan at the sign up. Two forms of ID are checked by Swan, which is 
comparable with best practice 

• Photographs are taken at sign up and then used for any future tenancy 
checks thereafter 

• Swan work in partnership with their Local Authority partners so that not 
only enforcement action can be taken by Swan, but criminal proceedings 
can also be considered 

• The software used by Swan to assist in investigating tenancy fraud 
cases is used by many social housing providers nationwide.  There 
appears to be a great deal of functionality in addition to just tenancy 
fraud.   

 
Areas for improvement 
 

• Swans performance figures do not include percentages of stock.  
Having a total number is less informative and is not able to be used as 
comparable data against other housing associations  

• During the course of a Fixed Term Tenancy, Swan carries out at least 
one tenancy audit.  Tenants on a secure or assured tenancy do not 
have any planned tenancy audits during their tenancy. This means that 
those tenants on an assured or secure tenancy will not have anyone 
visiting their homes to carry out a tenancy audit unless they are 
identified as a possible tenancy fraud case  

• Tenancy fraud is investigated by staff internally (Income, 
Neighbourhood) and although there is detailed guidance in the 
procedure staff are not formally trained in this area  

• Tenancy Fraud is part of the Neighbourhood Officers role and ‘on the 
job training’ is provided – no specific training or e-learning available  

• There is no obvious way for residents or members of the public to 
access the website and report Tenancy Fraud  

 

4. Recommendations  
 
As a result of this scrutiny review the panel would like to make the following 
recommendations about how to improve the Tenancy Fraud services at Swan.  
 
4.1  A program of Tenancy Fraud Training should be delivered to all front-line 

staff.  This is to include: 

• Team meetings 

• The Fraud and Tenancy Officer to share best practice and discuss 
     positive outcomes of current cases with the Neighbourhood Team 

• E-learning to be produced for front line staff as a mandatory module 
 

4.2  Swan to include the Tenancy Fraud triggers within their policy and 
procedures. Fraud triggers are listed as: 

• Application fraud 
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• Key selling fraud 

• RTB fraud 

• Subletting fraud 

• Succession fraud 
 
4.3  To look at how customers can better and easier report tenancy fraud to 

Swan: 

• A tenancy fraud hotline 

• A marketing campaign to highlight the benefits to the organisation and 
to the customer by tackling tenancy fraud  

• How to report tenancy fraud and the benefits of doing so in notice 
boards 

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.   
 
 
 


