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1. Scope and Objectives 

Scrutiny Area Fire Safety 

 

Scrutiny Objectives To work on behalf of tenants and in partnership with staff to ensure that the Groups approach to fire 
safety in resident’s homes is robust and clearly communicated, and to report findings and areas of 
concern and good practice. 

 

Scope of the review  

 

The focus of this review is on communication with customers on fire safety matters 

Methodology Examination of current policies and procedure 

Examination of service standards 

Complaints and compliments 

Performance against targets  

Customer feedback through surveys  

Discussions with relevant staff 
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2. Service overview  
 
The Home Safety comprised of a team who are responsible for the delivery of statutory property compliance functions. With specific 
reference to Fire Safety, the team is resourced with a Fire Risk Assessor who is responsible for ensuring all necessary fire risk 
assessments which are required under the Fire Safety Order 2005 are undertaken at prescribed intervals. These intervals are 
defined with the Group’s Fire Safety Procedure. The Group’s Health and Safety Team generally set the Group arrangements to 
enable compliance through the development of the Fire Safety Procedure and work in dialogue with the Compliance Team to 
ensure the Group remains compliant. 
 
Actions which arise from fire risk assessments are then allocated to the relevant department for completion. These actions can 
either be categorised as management actions which would be the responsibility of either Housing Management or Care and 
Support. Alternatively, the actions can be categorised as a property action which would be the responsibility of the planned or 
repairs team depending on the type of work that is required. 
 
The Group is also in a Primary Authority Partnership with West Midlands Fire Service. This partnership is intended to enable the 
Fire and Rescue Service to independently scrutinise the Group’s fire safety arrangements to ensure compliance. The partnership 
was entered into in 2018 and is working effectively to date.  
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3. Detailed Scrutiny Findings 

 
This review has focused on health and safety in relation to resident’s homes including: 

• Landlord responsibilities 
• Resident’s responsibilities 
• Current legislation 
• Good practice 
• Communication 

  
At the start of the review the Groups Head of Health and Safety gave a comprehensive overview of TCHG’s approach to fire safety 
including current law and regulatory requirements. 
 
We understand that regulation applies to properties with shared areas and sheltered accommodation but not all properties 
managed by TCHG fall into this category. 
 
With an increased focus on fire safety post Grenfell, TCHG along with other registered providers has carried out a lot of testing 
particularly in relation to the multi storey blocks, and residents have received a lot of information and reassurance which is positive.  
 
As far as regulation is concerned, we have been given assurance that TCHG is fully compliant. Our focus has been on 
understanding how key messages in relation to fire safety are being communicated. Considering the different tenure types and 
property types we see the need to tailor the nature of information in terms of content, as well as the communication method to 
ensure that information is received and understood, and in a format that meets the needs of individuals.    
 
We note that there are key performance indicators for completion of all fire risk assessments, and these are up to date as of 
October 2019.  
 
As part of the review surveys were sent to residents in high rise and low-rise properties as well as residents in sheltered 
accommodation. The same questions we asked of all residents who were surveyed as detailed below: 
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• Have you received any information regarding fire safety from TCHG? 
• Are you aware of the evacuation procedure in the event of a fire? 
• Do you feel you have enough information about fire safety? 

 
The results of the surveys are attached to this report Appendix 1 
 
What we conclude from these results is that there is still some work to do to ensure that residents are comfortable with the quality 
and regularity of information provided in relation to fire safety. Furthermore, we feel that there should be a communication plan for 
fire safety which would include checks to make sure that customers understand any guidance provided.  
 
Strengths 
 

• TCHG has a robust fire safety procedure in place with clear lines of accountability. This includes the frequency of inspections 
and includes the location where information is logged and can be accessed. 

• Communication with residents in high rise blocks and other residents occupying properties affected by possible cladding has 
been extremely robust.  

• There is a clear commitment from senior managers and the Executive team to prioritise resident’s safety and we are aware 
that future business plan commitments include further steps to strengthen TCHG’s approach further.  

• The Head of Health and Safety has an extensive knowledge of all up to date regulatory requirements and legislation and we 
consider his expertise is testament to the robust policies and produces that are in place across the Group.  

• As a result of Grenfell there has been a focus on the sector in relation to fire safety. However, we are reassured that TCHG 
has been proactive in its approach to fire safety in spite of the event of June 2017, and not because of it.  
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6. Recommendations 

 

Observation Recommendations Management Response Target/ 
Responsibility 

 

Communication is happening 
particularly at sign up, but there is no 
clear communication plan that 
includes all tenancy types with, 
timescales, regularity and monitoring 
arrangements.     

A clear communication plan for 
fire safety tailored to the 
different tenure types including 
leaseholders, and residents not 
in accommodation with shared 
areas such as houses. 
Once in place this needs to be 
checked at least annually to 
ensure that messages are clear 
and that residents understand 
them. 
 
CVAG would receive an annual 
update report on how the 
communication plan is working 
in practice.  
 

We are reviewing our internal structures to 
include a Home Safety Team 
Once in place a key piece of work for the new 
the team will to be develop a communication 
plan for all tenure types. 
 
Different communication options will be 
explored along with a timetable for 
implementation. 
 
Once in place we will agree reporting 
requirements with CVAG 

December 2020 

Ian 
Hancock/Home 
Safety Team   

We note from the feedback that 
residents in sheltered accommodation 
feel that more information should be 
made available to them. 

Where there are regular focus 
group meetings in the sheltered 
schemes, we suggest that fire 
safety is a standing agenda 
item. 

 

Now added on to the agendas of focus 
group/committee meetings to give opportunity 
to discuss fire prevention and evacuation 
procedures. 

Implemented 
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Observation Recommendations Management Response Target/ 
Responsibility 

There is no information currently on 
MYAccount (the customer portal) 
about fire safety. 

 

We acknowledge that with the 
introduction of the new computer 
systems there will be a new 
portal. It would seem logical to 
wait until this is in place before 
considering what information 
can be included. 
    
We would like a timescale for 
this to be considered   
 

The new portal is scheduled for September 
2020 and CVAG and customers more widely 
will be involved in its development  

September 2020 

Home Safety 
Team/Marketing 
and PR Team  

There are 5 fire safety videos 
currently on the website. The videos 
are easy to follow and informative but 
understanding that the number of 
customers accessing the website is 
not as high as it could be, we would 
suggest that this should not be the 
primary communication channel for 
such important information.  

This would be picked up in a 
communications plan  

We acknowledge that the website is an 
excellent communication channel. However, 
we recognise that we are still on our journey in 
relation to switching to digital communication 
and to ensure inclusivity other communication 
channels need to be considered. 

The Communication Plan will explore different 
options to make information accessible for all 
customers.     

December 2020 

Ian 
Hancock/Home 
Safety Team  

 

The information on the website is not 
on the front customer facing page. 

A more prominent location with easy 
access to information is considered 
essential with minimal navigation 
around the website. 

Move this information to a more 
prominent place on the front 
page of the website. 

We fully support this recommendation and 
changes will be made accordingly 

January 2020 

Gill Mooney 
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Observation Recommendations Management Response Target/ 
Responsibility 

We are aware that the current service 
standards are being streamlined and 
would like clarification regarding the 
whether the fire safety service 
standard is being retained? 

 The service standard is being retained and will 
continue to be monitored internally through 
compliance reporting. However, consultation 
with customers on the new service standards 
indicates that this is not a priority in terms of 
performance reporting. 

Going forward CVAG will receive a quarterly 
compliance report which will demonstrate 
performance against the standards set out.  

Commence 
Quarter 4 

Abdul Malik/Gill 
Mooney 

Information about fire safety risk 
assessments would reassure 
residents about the regularity of these 
checks and what issues are identified 
and acted on.  

This can be picked up in the 
communication plan with 
simplified fire risk assessments 
being made available on the 
website.   
 
We would suggest a list of 
properties with a fire risk 
assessment with a prompt to 
view more detail on 
MYAccount? 
 

We support this recommendation but need to 
consider several factors: 

• What detail to include 

• An appropriate point in the process to 
publish information 

• Functionality of the new customer 
portal  

 

Commence April 
2021 

Ian 
Hancock/Home 
Safety Team  

Going forward we would like to 
receive information on TCHG’s 
response to the publication of the 
Grenfell Tower Inquiry. Particularly in 
relation to fire evacuation procedures. 

Meeting with Ian Hancock or 
designated member of staff to 
understand how any 
recommendations will be 
approached. 

CVAG to receive a quarterly update report on 
home safety  

Commence 
Quarter 4 

Ian Hancock  
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Observation Recommendations Management Response Target/ 
Responsibility 

Considering the new technology that 
amica24 are now providing it would 
seem logical to install monitoring, but 
we would suggest that the cost of this 
is not passed on to the residents. 

Could the possibility of linking 
the actual flats in multi storey 
properties to amica24 
monitoring be an explored? 

Several digital options are currently being 
explored. 

A show flat is being made available and once 
work on this has been completed CVAG will be 
invited to visit  

July 2020 

Ian Hancock  

Concerns were noted generally 
regarding how visitors to flats and 
sheltered schemes is monitored.  

In the event of a fire it is important to 
know ‘who’s in and who’s out!  

Not an easy one to resolve for 
visitors. But in the first instance 
could residents have a key fob 
entry to sign them in and out like 
the system in place at Foley 
Grove?  

We are currently exploring new technologies 
including facial recognition specifically in the 
tower blocks at Hurcott. 

This along with other digital options need to be 
worked through before any firm decisions are 
made.    

Sept 2020 

Ian Hancock 

Leaseholders-we note that 
leaseholders are reminded annually 
about having safety checks carried 
out but there is no legal obligation for 
them to do this.  

If they occupy flats alongside TCHG 
properties, we feel that the rules for 
carrying out gas and electrical checks 
should be the same for leaseholders 
as for TCHG as the landlord. 

We are not sure if this can be a 
TCHG requirement even if it isn’t 
a legal requirement so difficult to 
make a specific 
recommendation other than we 
would like to see consistency. 

We would agree with CVAG concerns. 
However, this is an issue nationally and 
requires a change in legislation to enforce any 
changes 

Keep a watching 
brief for any new 
direction/legislatio
n  

Ian Hancock  
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