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Service & Performance Panel (SPP) 
Thursday 11 September 2025 

Hybrid (In person/ Teams meeting) 
Civic suite, Catford, SE6 4RU, 6.30pm 

 
 
 

Present: 
 
Resident Members  
Nigel (N) (Chair) 
Theresa (T) 
Kevin (K) 
Dylan (D) 
Rosie (R) 
 
 
Lewisham Council housing staff 
Gillian Douglas (GD) - Executive Director of Housing 
Chris Brown (CB) - Director of Housing Quality & Investment 
Carol Hinvest (CH) – Director of Resident Engagement and Services 
Peter Whittington (PW)- Head of Compliance 
Daniel Ko (DK)- Housing Policy & Strategy Officer 
Alys Exley-Smith (AES)- Community Relations Manager 
 
Resident Observers 
Stephanie (S) 
 
Apologies: 
Keith 
Gosia 
Clare Hopkins- Head of Housing and communities, Lewisham Council 
 

Item   Owner 

1 
 
1.1 
 
 
 
1.2 

Welcome and introductions 
 
N welcomed everyone to the meeting and introductions were made. 
Agreement was made to record the meeting for the purpose of the 
minutes. 
 
Panel members, Lewisham council staff, and observers present 
introduced themselves.  

 

2 
 
2.1 
 
 
 
 
 

Minutes 
 
No issues of accuracy identified. The minutes of the meeting of 4 June 
2025 were agreed as a true record. 
 
 
 
 

 
 
 
 
 
 
 
 



 
2.2 
 
2.2.1 
 
 
 
2.2.2 
 
 
2.3 
 
2.4 
 
 
 
2.5 
 
2.5.1 
 
 

 
Action log 
 
Item 12 – Keep open- Request an update from KD (comms) on plans 
to share newsletter contents more broadly in non-digital formats to 
reach digitally excluded residents. (AES). 
 
T: made a second request for the stock condition survey for their 
property to be shared but hasn’t received it. 
 
ACTION- CB to share T’s stock condition report via email  
 
All other items/ actions agreed by panel to close. The Chair’s 
additional actions raised after the meeting will be addressed in the 
actions from this meeting. 
 
Approval of refreshed ‘Terms of Reference’ (TOR) 
 
N confirmed that the panel members had received and were broadly 
content with the refreshed terms of reference, which included new 
process elements and core competencies which the panel formally 
approved. 
 

 
 
 
KD 
 
 
 
 
 
 
CB 
 
 
 
 
 
 
 
 
 

3 
 
3.1 
 
 
 
3.1.1 
 
 
 
 
 
3.1.2 
 
 
 
3.1.3 
 
 
3.1.4 
 
 
 
 
3.1.5 
 
 

Tenant satisfaction and performance report 
 
CH presented the performance report covering tenant satisfaction 
measures, repairs, complaints handling, and contact centre 
performance. 
 
The TSM report is split into two parts. The first half looks at how 
tenants feel about the service, this is the perception side. You may 
have received a call from Acuity, who ask questions set by the 
Regulator of Social Housing (RSH). These cover things like how well 
we keep you informed and how we handle complaints. 
 
The best-rated area was keeping residents informed. 
The lowest-rated was complaints handling – something we know 
needs work. 
 
The second half of the report is more data-driven, focusing on things 
like health and safety compliance. 
 
There has been progress in how complaints are handled and how 
accessible the call centre is. Residents have noticed the 
improvements, but some concerns have been highlighted about 
whether these changes will last. 
 
Call response times are now between 2–4 minutes, thanks to support 
from the corporate contact centre. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



3.1.6 
 
 
3.2 
 
 
 
 
 
3.3 
 
 
 
3.3.1 
 
 
3.3.2 
 
 
3.3.3 
 
 
 
 
3.4 
 
 
 
3.5 
 
 
3.6 
 
 
3.7 
 
 
3.8 
 
 
 
 
3.8.1 
 
 
3.9 
 
 
 
 

There was a slight dip in performance last month, but staffing 
adjustments are underway to fix this. 
 
N suggested how the performance updates presented could be 
improved to include benchmark comparisons where possible, consider 
adding hyperlinks or narrative summaries to future reports, and link 
improvement strategies directly to TSM results. CH agreed to discuss 
and bring forward suggestions. 
 
CH: Benchmarking data is only available once a year, so we don’t get 
quarterly comparisons. Other councils may use ‘HouseMark’ but not all 
submit data quarterly. 
 
We’re rolling out a new system called Total Mobile to improve repairs 
reporting and reduce inefficiencies. 
 
The target launch is the end of December, with testing due to complete 
at the end of September.  
 
It’s expected to save money by reducing duplication and improving 
data accuracy and will link with our Housing Management System 
(HMS), with future plans to integrate compliance and asset 
management. 
 
ACTION: A note was made that not everyone may be familiar with 
the different systems, so a short explanation as an addendum to 
in the minutes would be helpful. 
 
N asked about how we support residents who may be victims of ASB 
but feel unable to report it.  
 
CH confirmed that all staff are trained to identify and report potential 
ASB cases, even if the resident hasn’t come forward. 
 
RM asked whether the people answering repairs calls at the Council’s 
contact centre have access to records at the initial point of contact. 
 
It was explained that the corporate contact centre handles these calls, 
like Council Tax or other services, and that staff have received 
extensive training from the repairs team. This includes how to raise 
repairs, meet service standards, and use the system. 
 
CH confirmed that staff have access to the relevant records during that 
initial contact. 
 
DW raised concerns about the absence of metrics for repair quality 
and repeat repairs, noting that recurring issues within 12 months may 
indicate poor contractor performance and financial inefficiency for the 
Council. 
 

 
 
 
 
CH 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
CH 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



3.10 
 
 
 
3.11 
 
 
3.11.1 
 
 
3.12 
 
 
3.12.1 
 
 
3.12.2 
 
 
3.12.3 

CH clarified that the current report focuses on government-mandated 
tenant satisfaction measures. Broader performance metrics, including 
contractor quality, are tracked separately by the housing service and 
management team. 
N proposed an action to bring back indicative quality measures to 
address DW’s concerns in a future meeting. 
 
ACTION: Provide data around how the quality of both the direct 
Labour organisation and the contractors are being assessed. 
 
CB confirmed that a new system (Total Mobile) is being implemented 
to unify data collection and improve precision. 
 
It includes key indicators include Right First Time and Job Done on 
First Visit. 
 
Only 5% of Stage 1 complaints about repairs were related to the 
quality of repair. 
 
Relevant data can be packaged and shared for further review as per 
3.11.1 

 
 
 
 
 
 
 
DC 

4 
 
4.1 
 
 
4.2 
 
 
4.3 
 
 
 
 
 
 
 
4.4 
 
 
 
 
 
 
4.5 
 
 
 
 
 

Gas performance 
 
PW provided an update on gas contractor performance, procurement 
timelines, and support for vulnerable residents. 
 
N made a request for resident involvement in any future gas servicing 
procurement processes.  
 
Concerns were raised about first-time fix strategies, particularly during 
winter, where residents may be left without gas if issues are not 
resolved immediately. A specific case was mentioned involving a 
resident in temporary accommodation left without gas due to a capped 
meter. It was clarified that responsibility depends on whether the 
property is Council-managed or private sector, and further details were 
requested to investigate. 
 
Questions were also raised about whether subcontractors check the 
accessibility of emergency control valves (ECVs) during annual 
inspections. It was confirmed that ECV checks are part of the standard 
inspection process, though older properties may have valves located in 
inaccessible areas, posing challenges for vulnerable or elderly 
residents. Is there anything that can be done about this and if so what? 
 
A question was raised about GDPR compliance in handling data for 
vulnerable residents. It was confirmed that contractors receive only 
basic information (e.g., hearing or visual impairments) and operate 
under GDPR agreements as part of their contracts.  
 

 
 
 
 
 
 
 
 
 
 
TR/PW 
 
 
 
 
 
 
 
 
 
 
PW 
 
 
 
 
 
 
 



4.6 
 
 
 
 
 
4.7 
 
 
 
4.8 
 
 
 
 
4.9 
 
 
 
4.10 
 
 
 
4.11 
 
 
 
 
4.12 
 
 
 
 
 
 
4.13 
 
 
 
4.14 
 
 
 
4.15 
 

PW expressed satisfaction with the current gas contractors’ 
performance and confirmed their readiness for the upcoming winter, 
citing consistent service over the past five years, proactive scheduling 
during warmer months, and a boiler upgrade programme aimed at 
reducing breakdowns. 
 
S raised concerns about BSW’s servicing approach, noting that unlike 
an MOT-style system, service dates can vary year to year, resulting in 
two checks within the same calendar year.  
 
PW confirmed that Lewisham does not follow the MOT-style servicing 
model. Instead, the Council maintains a fixed annual date based on 
the previous year’s service, which is considered more flexible and 
customer-focused. 
 
Further questions were raised about BSW contacting residents three 
months before the service expiry date, despite legislation allowing 
contact from two months prior.  
 
PW clarified that its gas access policy begins the process 90 days in 
advance to allow residents flexibility in rescheduling and to help 
achieve 100% compliance. 
 
Concerns were also expressed about the rigidity of appointment 
rescheduling. Specifically, if a resident cannot attend the initial 
appointment and requests a new date, BSW may still send an 
operative to the original appointment, resulting in a no-access visit. 
 
The Council acknowledged this issue and explained that residents 
should have a 14-day window to adjust appointments. Sending 
operatives to known no-access appointments is inefficient and not 
reimbursed, and efforts are being made to improve this process. 
PW invited further details to investigate the specific case and ensure 
the access process is being followed appropriately. 
 
T raised a concern about receiving threatening letters regarding 
missed gas service appointments, even when rescheduling had been 
communicated in advance.  
 
PW clarified that such letters are part of the formal gas access process 
but acknowledged the need for clearer communication and repeated 
messaging to tenants about what to expect from contractors. 
Residents understand that communication sometimes need to be 
formal, and ‘firm but fair’ but tone was still important and 
communications should also include information about support 
available to residents to assist them with compliance. 
 
ACTION:  PW to discuss additional communications to all 
residents about gas safety checks, and other frequently asked 
questions related to gas checks and the contractors. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
ALL/PW 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
PW 
 



5. 
 
5.1 
 
 
 
5.2 
 
 
 
 
 
5.3 
 
 
 
5.4 
 
 
 
 
5.4.1 
 
 
 
5.4.2 
 
 
 
 
5.5 
 
 
 
5.6 
 
 
 
 
5.7 
 
 
 
 
 
 
5.8 
 
 
 

‘Knowledge and Information Management’ (KIM) strategy 
 
CH and DK presented the new knowledge and information 
management strategy, explaining its regulatory drivers and intended 
benefits 
 
N and R raised concerns about the clarity and practical impact of the 
strategy, with a suggestion to include “before and after” case studies to 
demonstrate how it will improve communication and transparency 
particularly for residents but also for Council staff.  
 
 
While the strategy outlines broad ambitions, there remains uncertainty 
about how it will translate into meaningful change for residents, 
particularly those with disabilities or language barriers. 
 
Questions were raised about how the strategy will ensure inclusivity 
and accessibility, and how residents can challenge or correct data if 
errors occur, especially when that data is shared across Council 
services.  
 
The importance of establishing a reliable ‘single version of the truth’ 
was noted, along with the potential risks if incorrect information is 
recorded and difficult to amend. 
 
Concerns were expressed about data governance and GDPR 
compliance, particularly in relation to data sharing with voluntary and 
community sector (VCS) partners. The discussion highlighted the need 
for safeguards and transparency as the strategy is implemented. 
 
DK:The strategy was introduced as a broad framework outlining the 
Council’s ambitions to improve how knowledge and data are managed 
across housing services.  
 
DK acknowledged that while the strategy contains a lot of information, 
it may not yet clearly convey the practical impact on residents or staff. 
This broadness is intentional, as the topic spans all areas of service 
delivery and planning. 
 
The strategy aims to ensure the Council has the right systems in place, 
that data is high-quality and used effectively, and that information is 
shared appropriately to improve service outcomes. While the strategy 
sets the direction, specific actions—such as system improvements, 
staff training, and better data collection—will be developed within 
individual teams. 
 
Examples like the Total Mobile system can be used as practical tools 
aligned with the strategy, helping automate processes and improve 
reporting.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



5.9 
 
 
 
5.10 
 
 
 
 
5.11 
 
 
 
 
5.12 
 
 
 
5.13 
 
 
5.14 
 
 
 
5.15 

The strategy is both a starting point and a continuation of ongoing 
work, with future updates to the panel expected to show how the 
Council is progressing from broad goals to measurable improvements. 
 
N thanked DK for his presentation and acknowledged that while 
governance and KPIs fall outside the panel’s remit, the group had 
shared some reflections they hoped would influence the 
implementation of the Strategy.  
 
DK appreciated the feedback given, particularly around the language 
clarity in the strategy, the use of case studies to illustrate the impact, 
and committed to developing an easy-read version of the strategy to 
improve accessibility and communication 

 
DK asked the panel if there were any areas of knowledge or 
information management they felt should be prioritised or clarified as 
the strategy moves forward. 
 
N reiterated the importance of residents being able to challenge and 
correct inaccurate personal data, especially where it may affect them. 
 
There was a strong recommendation for a communications plan to 
build trust and reassure residents about how their data is used and 
shared. 
 
Concerns were raised about data sharing between contractors and the 
Council, particularly around vulnerability data. The panel suggested 
that clarifying how this interface works would be helpful. 
 

 
 
 
 
 
 
 
 
 
 
 
DK 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

6. 
 
6.1 
 
 
 
6.1.1 
 
 
 
6.1.2 
 
 
 
6.1.3 
 
 
 
 
6.1.4 
 

Damp, mould, and condensation (Awaab’s Law) implementation  
 
CB provided an update on the Council’s compliance and 
response to Awaab’s Law, with the current focus on damp, mould, and 
condensation, and plans to address other hazards in future phases.  
 
The stock condition survey identified thousands of hazards, with 
priority given to resolving Category 1 (severe) cases—only 19 remain, 
plus 4 with no access. 
 
 A five-year capital programme is underway, allocating £40 million 
annually to improvements like weatherproofing, ventilation, and 
window replacements.  
 
Operational efficiency has improved significantly, with the Direct 
Labour Organisation increasing job completions and better contract 
management in place.  
 
The upcoming rollout of Total Mobile will streamline reporting and 
improve access to property histories. Additional staff and training have 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
6.2 
 
 
 
 
 
6.3 
 
 
 
 
 
 
 
6.4 
 
 
 
 
 
 
 
6.5 
 
 
 
 
 
 
6.6 
 
 
 
 
 
6.7 
 
 
 
6.8 
 
 
 
 
6.9 
 
 

been introduced to support triage and follow-up, and efforts continue to 
reduce the backlog and improve resident communications. 
 
N: It is important that there are clear and legally compliant 
communications with residents, particularly in relation to Awaab’s Law. 
Does the Council have the capacity to deliver communications in 
formats that residents can easily understand, especially given the 
technical nature of some issues? 
 
CB confirmed that communications will be tested with residents 
involved in the damp and mould working group. The aim is to use plain 
English and develop a template letter that clearly explains the issue, 
the planned actions, and expected timelines. For more complex cases, 
additional support such as glossaries or online resources may be 
provided. The Total Mobile system will help automate and standardise 
these communications. 
 
Further input highlighted the need for good communication to avoid 
escalation into costly disrepair cases. CB noted that many tenants 
simply want to be kept informed about what’s wrong, what will be 
done, and how long it will take. The Council’s proactive approach, such 
as the stock condition survey and home checks is helping to identify 
issues early, but continued responsiveness and trust-building are 
essential. 
 
GD shared insights from a recent ‘Devonshires’ seminar, where 
registered providers discussed the broader implications of Awaab’s 
Law, including the need to address all hazards and the importance of 
tenant engagement. The Council was encouraged to maintain clear, 
timely communication to reassure residents and avoid unnecessary 
legal disputes. 
 
T requested further clarity on the Council’s strategy for following up on 
cases where tenants use self-treatment kits for slight damp and mould 
issues. Specifically, clarification was sought on whether there is a 
process to confirm that the kits have been used and that the issue has 
been resolved or is not worsening. 
 
CB acknowledged that follow-up is necessary to ensure effectiveness 
and prevent escalation, and that this is being considered as part of the 
wider damp and mould response strategy. 
 
The self-treatment kits have not yet implemented, the Council will 
remain responsible for monitoring outcomes and ensuring that minor 
issues do not mask more serious underlying problems, such as poor 
ventilation. 
 
T asked about the expected timeline for tenants to receive a 
programme of works following an assessment. The concern was that 
once a subcontractor has been informed of the required work, tenants 

 
 
 
 
 
 
 
 
 
 
 
CB 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
CB 
 
 
 
 
 
 
 
 
 
 



 
 
 
6.10 
 
 
 
 
6.11 
 
 
 
 
6.12 
 
 
 
6.13 
 
 
 
 
 
 
 
6.14 
 
 
6.15 
 
 
6.16 
 
 
6.17 
 
 
 
 
 
6.18 
 
 
 
 
6.19 
 
 
 
 

should promptly receive details of the planned actions, costs, and 
schedule.  
 
The response clarified that under Awaab’s Law, the Council, not the 
contractor, is responsible for providing the report within 14 days of the 
survey. For Category 1 hazards affecting vulnerable residents, action 
must be taken within 24 hours.  
 
The Council is working to automate this process and reduce the 
backlog so that new cases can be addressed promptly. Triaging is 
being used to prioritise cases appropriately, and additional staff and 
systems are being introduced to support this effort. 
 
K raised a question regarding whether the Council’s window 
replacement programme includes street properties and Grade II listed 
buildings? 
 
CB confirmed that these properties are included, with a dedicated 
street property programme underway this year and further window 
replacements planned as part of broader block improvements. 
He noted that heritage properties present a financial challenge due to 
significantly higher costs, up to £30,000 per window in some cases, 
but the Council remains committed to investing in these homes as part 
of its responsibility to maintain all property types.  
 
T shared that their windows had not been replaced in 30 years, 
highlighting the importance of prioritising these works. 
 
K requested that they were called residents, tenants or leaseholders 
and not customers. 
 
S asked about how severe and moderate damp cases were assessed 
and what the no access means in practice 
 
CB:  The Housing Health and Safety Rating System (HHSRS) is used 
to assess property hazards, categorised as slight, moderate, or 
severe, and requires qualified assessors. It is a key part of the Decent 
Homes Standard, and government consultation on its review is 
expected. 
 
For no access cases: A standard access protocol is used, involving 
three letters and three attempts by contractors to gain entry before a 
case is classified as "no access." This approach was applied during 
the stock condition survey, which recorded a 17% no-access rate. 
 
No-access cases may result from resident vulnerability, subletting, or 
scheduling challenges, and efforts are underway with tenancy and 
housing management teams to improve access. The aim is to reduce 
inconvenience and explore joint working approaches to make access 
easier for residents. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
6.20 
 
 
 
6.21 
 
 
6.22 
 
 
 
 
 
 
6.23 
 

 
S requested clarity on how the 292 no-access cases are being 
measured and tracked, including whether they stem from backlog 
issues or recent operational challenges.  
 
S asked for a timeline and process for resolving these cases whether 
through enforcement or resident cooperation and how progress will be 
monitored. 
CB explained the access policy is in its final drafting stage, with 
procedures developed to support implementation. Resident 
involvement is encouraged to refine the approach, especially in 
addressing no-access cases identified through the stock condition 
survey and balancing the need for healthier homes with minimising 
inconvenience. 
 
NB: Resident involvement in co-producing the access policy is 
welcome, with emphasis on reducing inconvenience from multiple 
visits and supporting vulnerable residents. Upcoming tenant guidance 
on Awaab’s Law is expected, and clarity around service mobilisation 
and leaseholder obligations will be important. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
CB 

7 
 
7.1 
 
 
 
7.1.1 
 
 
 
7.1.2 
 
 
 
7.1.3 
 
 
 
7.1.4 
 
 
 
7.1.5 
 
 
7.1.6 
 
 
 

Resident engagement framework monitoring update 
 
AES presented an update on the resident engagement framework, 
detailing recent events, feedback mechanisms, and plans for improved 
communication and impact measurement 
 
The Resident Engagement Framework guides both qualitative and 
quantitative monitoring. A communications panel is being developed to 
improve outreach. 
 
Repairs open days and estate walkabouts have been well received. 
Residents value direct contact with staff, but follow-up and impact 
tracking need improvement. 
 
Work is underway to better evidence delivery, including post-event 
follow-ups and evaluation software. A business case is being 
developed to support this. 
 
A new tenant panel is being recruited to ensure diverse representation 
and prepare for regulatory engagement. Residents will also help 
allocate the Community Investment Fund. 
 
Efforts are being made to standardise satisfaction metrics across 
departments for better benchmarking. 
 
Next Steps are to improve resource allocation, set event dates earlier, 
and co-produce engagement tools with residents to match activity 
type. 

 
 
 
 
 
 
 
AES 
 
 
 
AES 
 
 
 
 
 
 
AES 
 
 
 
 
 
 
 
AES 
 
 



7.2 
 
 
 
7.3 
 
 
7.4 
 
 
 
 
 
7.5 
 
 
7.6 
 
 
 
7.7 
 
 
7.8 
 
 
7.9 
 
7.10 
 
 
 
 
7.11 
 
 

R: How are people learning about the events? There’s one due to be in 
Deptford in November, I was just wondering where and where it will 
be? 
  
ACTION: Provide information about November’s events and how 
this is being communicated to residents. 
 
R: Are there resident volunteer days or some sort of input from 
residents in terms of minor works and improvements in communal 
spaces, green spaces, outdoor spaces? Could there be an update on 
that at the next meeting in terms of how residents can support on a 
voluntarily capacity? 
 
ACTION: Provide an update on volunteering opportunities for 
residents 
 
R highlighted how posters or some notices around the estate might be 
useful, because there isn't anywhere to gather this information if you’re 
not online. 
 
AES agreed they need to do more and through next year they'll have a 
full team and be able to do a lot more promotion.  
 
N requested more information about the nature and the work of the 
Community Investment Panel. 
 
ACTION: Provide an update on the community investment panel 
 
N: For the framework there should be some clear metrics and KPI's in 
place that may be in a dashboard format about what the level of 
activity is, how many people that are attending events and what the 
impact is. 
 
ACTION: Provide metrics/ KPIs to be considered to monitor the 
strategy’s effectiveness 

 
 
 
 
AES 
 
 
 
 
 
 
 
 
AES 
 
 
 
 
 
 
 
 
 
 
 
 
AES 
 
 
 
 
 
 
AES 

8 
 
8.1 
 
 
 
 
 
8.2 
 
 
 
 
8.3 

Forward plan 
 
NB and CH discussed the forward plan for upcoming meetings, 
proposing a presentation on the caretaking service, including service 
changes and environmental initiatives, with agreement to schedule this 
for a future meeting and ensure alignment with the local election 
timetable. 
 
N: We have a meeting in December. There are some items on the 
forward plan for that. I think there has been some significant work 
being done in around caretaking and that often has a significant impact 
for residents.  
 
CH:  Martin (Ryan) could come to update the panel on caretaking 

 



 
 
 
8.4 
 
 
 
 
 

service. What residents should expect, how it's running, what we're 
doing. 
 
CH: In estate services there’s also sustainability and the grounds 
maintenance, waste containerisation, rolling out food waste on estates, 
increasing recycling on estates.  
N requested the meeting take place before the 25th March to avoid 
any clashes with local elections. 

9 
 
9.1 
 

AOB 
 
There was no other business. 

 

10 
 
10.1 

Date of next meeting 
 
Thursday 4 December 2025 at 6.30pm 
 

 

11 
 
11.1 

Close 
 
N thanked everyone for attending and their contributions and closed 
the meeting at 20:30. 

 



 



 
2. Background 

 
2.1. From April 2023 the Regulator of Social Housing has required landlords to collect a standard set of 

information, in a prescribed format which comprises the Tenant Satisfaction Measures (TSMs); this 
includes 12-perception metrics measured through tenant surveys and 10 operational metrics covering 
housing service provision. The aim is to improve transparency in the sector by providing tenants with clear, 
accessible information about the performance of their landlord. 

2.2. This report provides data from the Council (excluding the TMO/PFI properties unless stated) up to the end 
of Q2/September 2025 and compared to the 2024/25 financial year, presented in a quarterly format, and 
includes Housemark (HM) 2024/25 TSM median benchmarking for London Boroughs and ALMOs. 

2.3. Lewisham’s second year of figures were reported to the Regulator of Social Housing before 30 June 2025, 
covering the period 1 April 2024 to 31 March 2025. The Regulator published the full national set of data 
from all housing providers for 2023/24 in November 2024, with benchmarking and comparative data 
between landlords, and 2024/25 is expected to be published at a similar time this year. 

 
3. TSM position 
 
Tenant Satisfaction 
 
3.1. The table below summarises tenant satisfaction this year up to September 2025, compared to last year. The 

figures are for LBL tenants only and not weighted to account for the TMO/PFI properties, as their surveys 
are annual instead of quarterly and we do not receive their satisfaction data until the end of the year. 
 

Metric Description HM 
24/25 

Q1 
24/25 

Q2 
24/25 

Q3 
24/25 

Q4 
24/25 

Q1 
25/26 

Q2 
25/26 

TP01 Tenant satisfaction with the overall 
service 62% 43% 47% 50% 49% 48% 50% 

TP02 Tenant satisfaction with landlord's 
overall repairs service 64% 53% 51% 58% 55% 55% 59% 

TP03 Tenant satisfaction with time taken to 
complete most recent repair 61% 44% 47% 50% 48% 50% 45% 

TP04 Tenant satisfaction that their home is 
well maintained 63% 43% 49% 48% 49% 47% 54% 

TP05 Tenant satisfaction that their home is 
safe 69% 50% 55% 61% 63% 60% 58% 

TP06 
Tenant satisfaction that their landlord 
listens to their views and acts upon 

them 
53% 34% 41% 41% 39% 38% 40% 

TP07 
Satisfaction that the landlord keeps 
tenants informed about things that 

matter to them 
71% 59% 60% 70% 67% 66% 65% 

TP08 Agreement that the landlord treats 
tenants fairly and with respect 72% 53% 59% 64% 58% 60% 59% 

TP09 Tenant satisfaction with landlord's 
approach to complaints handling 26% 16% 25% 29% 22% 24% 25% 

TP10 
Tenant satisfaction that their landlord 
keeps communal areas clean and well 

maintained 
63% 57% 52% 58% 65% 58% 58% 

TP11 
Tenant satisfaction that their landlord 
makes a positive contribution to the 

neighbourhood 
66% 47% 52% 57% 63% 59% 55% 

TP12 
Tenant satisfaction with landlord’s 
approach to handling of anti-social 

behaviour (ASB) 
60% 50% 56% 57% 52% 57% 48% 

 

1. Overview 
Report date 04/12/2025 Last reported date 11/09/2025 
Workstream TSMs Responsible person Ben Lockett 



 
3.2. When comparing the latest quarterly satisfaction (Q2 2025/26) with the equivalent quarter from the 

previous year (Q2 2024/25), tenant satisfaction with the overall service has risen by three percentage 
points with satisfaction in the past four quarters closely grouped and all higher than satisfaction from the 
first quarter of 2024/25. In the most recent quarter, more tenants are satisfied with the overall service at 
50% compared to tenants who were dissatisfied at 37%, with 13% neither one nor the other. Of the 50% 
satisfied, a greater proportion were fairly satisfied (29%) as opposed to very satisfied (21%), but the 
percentage very satisfied has risen by seven percentage points in the past quarter (14% in Q1 2025/26). 
 

3.3. The highest levels of satisfaction so far in 2025/26 are for that the landlord keeps tenants informed about 
things that matter to them (66% Q1 and 65% Q2), that the landlord treats tenants fairly and with respect 
(60% Q1 and 59% Q2) and that their home is safe (60% Q1 and 58% Q2). Satisfaction that the landlord 
keeps tenants informed has consistently remained the highest satisfaction metric in the last six quarters, 
with all other measures recording satisfaction below 60% in the most recent quarterly results. 
 

3.4. For year-to-date satisfaction in 2025/26 compared to the overall figures for 2024/25 (for LBL only), nine of 
the twelve satisfaction metrics have higher figures in 2025/26 so far. Of the three metrics that are not 
higher in 2025/26, one metric is lower by two percentage points (tenant satisfaction with landlord’s 
approach to handling of ASB) and the other two have the same percentage when rounded (tenant 
satisfaction that their landlord keeps communal areas clean and well maintained and satisfaction that their 
landlord listens to their views and acts upon them).  

 
3.5. Of the changes in satisfaction between Q1 2025/26 and Q2 2025/26, some statistically significant 

examples include satisfaction that their home is well maintained (+7%), satisfaction with the landlord's 
overall repairs service (+4%), satisfaction that their landlord makes a positive contribution to the 
neighbourhood (-4%), satisfaction with the time taken to complete the most recent repair (-5%) and 
satisfaction with the landlord’s approach to the handling of ASB (-9%). 
 

3.6. Despite the improvement against 2024/25 overall, when compared to the previous quarter only five 
metrics improved in satisfaction in Q2 2025/26, with only satisfaction that their home is well maintained 
and the overall repairs service above an increase of two percentage points in satisfaction. Six metrics fell 
in satisfaction in the past quarter, though only three metrics fell by three percentage points or more. 

 
Health and safety compliance 
 
Metric Description HM 

24/25 
Q1 

24/25 
Q2 

24/25 
Q3 

24/25 
Q4 

24/25 
Q1 

25/26 
Q2 

25/26 

BS01 
% of homes for which all 
required gas safety checks have 
been carried out 

99.80% 100% 100% 99.80% 99.96% 99.80% 99.90% 

BS02 
% of homes for which all 
required Fire Risk Assessments 
(FRAs) have been carried out** 

100% 100% 100% 98.60% 99.30% 100% 100% 

BS03 

% of homes for which all 
required asbestos management 
surveys or re-inspections have 
been carried out** 

100% 100% 100% 98.90% 100% 100% 100% 

BS04 

% of homes for which all 
required Legionella Risk 
Assessments (LRAs) have been 
carried out** 

100% 94.40% 100% 100% 100% 100% 100% 

BS05 

% of homes for which all 
required communal passenger 
lift safety checks have been 
carried out** 

99.3% 70.00% 69.90% 73.90% 93.40% 94.00% 89.20% 

** Includes TMOs 
 
3.7. There is continued high performance against safety check indicators. The percentage of homes for which 

all required Fire Risk Assessments, asbestos management surveys or re-inspections and Legionella Risk 
Assessments have been carried out is on target at 100%. 
 



 
3.8. There is a robust process in place to deliver health and safety checks to our properties, and almost all 

homes have checks in place. However, in a small number of cases there are challenges in securing 
access, such as for the remaining gas compliance, and ultimately some become legal cases. Obtaining 
access via legal order is a slow process and usually results in a property being recorded as noncompliant 
due to no access during that period.  
 

3.9. Following the contractor issues from 2023/24 into 2024/25, communal passenger lift compliance has been 
close to or above 90% in the past three quarters. For this metric, the calculation for the TSM is the number 
of dwelling units against lifts with an in-date LOLER (Lifting Operations and Lifting Equipment Regulations) 
inspection. There are three newly refurbished lifts where a LOLER inspection will not take place until January 
2026, and another three lifts that are currently going through refurbishment and therefore cannot have a 
LOLER as they are currently out of service. The LOLER compliance percentage figure would be higher if 
we reported on the lifts that could have a LOLER inspection completed. 

 
Complaints  
 
Metric Description HM 

24/25 
Q1 

24/25 
Q2 

24/25 
Q3 

24/25 
Q4 

24/25 
Q1 

25/26 
Q2 

25/26 

CH01 a Number of stage 1 complaints 
received in month per 1,000 homes*  73 24 20 27 29 22 24 

CH01 b Number of stage 2 complaints 
received in period per 1,000 homes* 17 6.2 5.1 7.9 9.9 7.7 7.0 

CH02 a % of Stage 1 complaints responded 
to on time* 69% 29% 27% 36% 39% 86% 93% 

CH02 b 
% of Stage 2 complaints responded 
to on time* (acknowledgement to 
response for 2025/26) 

67% 67% 80% 74% 67% 94% 97% 

*Includes PFI  
 
 

3.10. Complaints are reported on for TSMs by the number received relative to the size of the landlord, per 1000 
homes, and the percentage of complaints received that were responded to on time. The TSMs only reflect 
complaints received from tenants, therefore does not comprise all complaints received. 

 
3.11. The number of complaints received at stage 1 has fallen in the first two quarters of 2025/26 when 

compared to the final two quarters of 2024/25, moving from the autumn and winter months into spring and 
summer where fewer complaints are normally received. When compared to the equivalent quarters a year 
ago, the total number of stage 1 cases received per 1,000 is slightly higher (46 compared with 44).  

 
3.12. After the notable drop in 2024/25 in the percentage responded to on time for stage 1 (impacted by 

changes such as the adjustment in approach to incorporating acknowledgments as per the Complaint 
Handling Code, alongside case backlogs), improvements in stage 1 acknowledgements are taking place 
in 2025/26 alongside other actions to improve complaints performance, including recording learning from 
complaints and staff system training as part of the Complaints Handling Improvement Project (CHIP). This 
has resulted in a significant rise in the percentage on time at stage 1 in the first two quarters of 2025/26. 
 

3.13. The percentage of stage 2 complaints responded to on time for 2025/26 is currently measuring from the 
date acknowledged to the response date from the iCasework complaints system. The metric is excluding 
the time from the stage 2 date received to acknowledged whilst a system review takes place by Civica (the 
company behind iCasework) on the received date functionality.  
 

3.14. The number of stage 2 complaints received continues to use the received date as this metric measures 
volume instead of direct performance. There has been an increase in the number of stage 2 cases 
received per 1,000 in 2025/26 compared with the first two quarters of 2024/25, with the difference more 
significant at stage 2 given the lower number of cases received at stage 2 compared to stage 1. 
 

3.15. Satisfaction with complaints handling remains low compared with the rest of the perception TSMs, though 
this is not unique to Lewisham as demonstrated by the Housemark satisfaction figure of 26%. 

 



 
3.16. Improvements noted in the mock inspection for complaints and the Housing Ombudsman Special 

Investigation Report (following its public release in early October) will be incorporated into a new work 
programme. 
 

3.17. The leading reason for a complaint continues to be related to repairs, with the top two classifications at 
stage 1 and stage 2 being plumbing and damp in the past 12 months. 

 
Complaints responded to on time 

 

 
 
Repairs 
 
Metric Description HM 

24/25 
Q1 

24/25 
Q2 

24/25 
Q3 

24/25 
Q4 

24/25 
Q1 

25/26 
Q2 

25/26 

RP02 a % of non-emergency responsive 
repairs completed on time 83% 64% 55% 70% 65% 60% 59% 

RP02 b % of emergency responsive repairs 
completed on time 94% 98% 95% 90% 84% 53% 49% 

 
3.18. For the percentage of non-emergency responsive repairs completed on time, the greatest variation was in 

the middle of 2024/25 with the 55% and 70% figures, with only a difference of five percentage points 
between Q1 2024/25 and Q2 2025/26, but the figures have reduced in the past three quarters. 
 

3.19. The percentage of emergency responsive repairs completed on time has fallen significantly in the first two 
quarters of 2025/26, however this is linked to the data cleansing work which took place on the 2024/25 
data and will be taking place on the 2025/26 data going forward, which could result in higher quarterly 
figures for 2025/26 following this process. 
 

3.20. Within the repairs service, the focus has been on making sure the resources we have are focused on 
priorities such as disrepair, damp and mould, fire safety works and severe hazards identified through the 
stock condition survey, alongside compliance with Awaab’s Law. The Council is also optimising the use of 
in-house resources and reducing use of contractor partners. Repairs is the primary factor when residents 
contact the Council and is the primary source of complaints, such as for issues with damp and mould.  
 

3.21. Performance in this indicator is affected by the number of jobs closed within a month and accurate data on 
when a job was complete. We remain focused on better housekeeping of data to remove duplicate orders 
of repairs, fix repairs being incorrectly raised as emergencies and correct completion dates that were 
missing.  

 



 
3.22. We are working towards implementing a new repairs system called Totalmobile. Once live, it will 

significantly reduce manual tasks and improve both performance and data visibility across the repairs 
service, with real-time updates and automated closures. This improvement will also allow us to shift focus 
towards proactive maintenance, helping us stay ahead of issues rather than reacting to them. The 
combination of disciplined basics and smarter systems will form the foundation for sustainable 
performance improvements, giving residents a more reliable service. 
 

 

 
 
 

3.23. The table below presents the repairs metrics reported to the Housing directorate that sit outside of the 
TSMs. Regarding the works in progress (WIP) as at the end of September 2025, there are 6,030 WIP 
(72% of the total) with the direct labour organisation (DLO) and 2,304 (28%) with contractors. 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

Description Q1 
24/25 

Q2 
24/25 

Q3 
24/25 

Q4 
24/25 

Q1 
25/26 

Q2 
25/26 

Number of Responsive Repairs Works in Progress 
(WIP) 14,346 7,443 9,645 8,359 10,501 8,334 

Appointments made and kept (DLO only) 85% 87% 84% 89% 89% 89% 

Average number of calendar days to complete 
responsive repairs (DLO and Contractors) 26 58 25 29 28 32 



 
Antisocial behaviour 
 
Metric Description HM 

24/25 
Q1 

24/25 
Q2 

24/25 
Q3 

24/25 
Q4 

24/25 
Q1 

25/26 
Q2 

25/26 

NM01 a ASB cases opened per 1,000 
homes 24 5 5 6 6 6 15 

NM01 b ASB cases opened involving hate 
incidents per 1,000 homes  0.7 0.2 0.1 0 0.1 0 0.1 

 
3.24. Satisfaction from tenants on the landlord’s approach to handling ASB has fallen by nine percentage points 

in the last quarter, after previously recording the highest level of satisfaction recorded since the start of 
2024/25 (also 57% in Q3 2024/25). This may be tied to the rising volume of cases for ASB, with a 
significant increase (150% from Q1 2025/26) in the number of cases opened per 1,000 homes in Q2 
2025/26.  
 

3.25. An updated ASB policy was approved by Mayor and Cabinet in September 2025. In addition, the 
Residents Portal has recently been launched with new ways for residents to report cases. 
 

3.26. The number of cases opened per 1,000 homes in 2024/25 overall is comparable to Lewisham’s London 
peers within the Housemark benchmarking data, with the figure (when including TMO/PFI) aligning with 
the median for the peer group. The TSMs on the number of ASB cases received only reflects cases 
received from tenants, therefore does not comprise all cases received by the ASB team. 
 

3.27. The graph shows the number of ASB cases received per quarter (bars), alongside tenant satisfaction with 
the approach to handling of ASB (line). 

 
 

 
 
 



4. Call performance 
 
4.1. Alongside the TSMs, the table below provides a quarterly breakdown for telephone call performance, using 

the metrics for internal reporting to the Housing directorate: 
 

 

Description Q1 
24/25 

Q2 
24/25 

Q3 
24/25 

Q4 
24/25 

Q1 
25/26 

Q2 
25/26 

Average customer-facing call waiting time - repairs 
(minutes) 16.9 14.7 14.6 15.7 6.0 6.0 

Average customer-facing call waiting time - landlord 
services excl. repairs (minutes) 5.8 3.2 4.8 5.1 8.2 4.6 

Average customer-facing call waiting time - housing 
strategy (minutes) 4.4 5.6 5.5 5.8 5.1 8.0 

% of customer-facing calls answered 76% 78% 79% 76% 79% 79% 

Number of all abandoned inbound customer-facing 
calls 12,302 10,602 10,066 11,652 10,195 8,210 

 



 
 
 
 

 
 

Report to:  Service and Performance Panel 

Date of Meeting:  
Agenda No:  
Title of Report: Building Safety Update 
Report Class: Monitoring 
Report Author: Jon Davis, Head of Building Safety  

jon.davis@lewisham.gov.uk   
Action Required: Committee to note 

 
1.0 Purpose 

1.1 This report provides the Panel with an update on Building Safety and how Lewisham council 
are ensuring compliance with the changing legislation. The report focuses primarily upon 
resident engagement and the type of engagement activities that have been undertaken to date 
and what our plans are for the next few months surrounding resident engagement.   

 
2.0 Building Safety and Resident Engagement update  

2.1 Overall our (Building Safety) Resident Engagement activities remain legislatively compliant. 
This has been confirmed by the Building Safety Regulator as we achieved our first two 
Building Assessment Certificates for Daubeney and Eddystone towers.  

2.2 The team remains at full establishment. 

2.3 The Building Safety Team (BST) are still working through acting in accordance with the new 
Resident Engagement Strategy (RES). 

The strategy will continue to guide and influence our activities moving forward and will be kept 
under constant review.  

Charles Richards the Resident Engagement and complaints lead is currently writing our 
Engagement plan for 26. 

2.4 Each HRRB has its own dedicated Building Safety Notice board installed and these have been 
populated to include all of the information required to be provided to residents under the RES 
and Building Safety Act secondary legislation. Some of the information includes; 

• Relevant Building and Fire Safety Persons information  

• The Buildings Mandatory Occurrence reporting System and how to raise issues 

• LBL’s (Which includes the Building Safety) Complaint Policy  

• Building Safety Resident Engagement Strategy (Via a QR Code) 

• Residents’ roles and responsibilities  

• Advertisement for the Building Safety Resident Panel  

• Would you require help evacuating in an emergency poster  

mailto:jon.davis@lewisham.gov.uk


 
 
 
 

 
 

• Name of the Buildings Building Safety Manager and contact details  

• The Buildings Safety features  

• Details on how to request further information  

• A summary of the level of Fire Risk within the building 

We will be revisiting the information on the notice boards to see if we can improve them to be more 
resident friendly, either by amending our language or making them more pictoral. 

2.5 The Building Safety website remains current and will remain under constant review. 

2.6 Following consultation carried out with our residents we have created individual Building 
specific information packs.  

These have now been quality assured and require the capital works adding before being 
released on our website. This will be completed by end of December 25. 

2.7 We continue to send Building Safety newsletters to residents within the HRRB’s.  The 
newsletters usually focus on current topics such as any upcoming events or communications. 
The last one was sent out in September and a new one will be sent for Christmas. 

2.8 The Building Safety Resident Panel remains temporarily suspended. We will continue to look 
for new ways which may be able to attract new members. 

2.9 The process of gathering information on residents who are unable to evacuate in the event of 
an emergency has begun with x 2 PEEPs board meetings already taking place. We are 
working with our colleagues in Housing on how we can identify vulnerable residents.  

2.10 The impact on residents of having Building Safety Managers and a dedicated Resident 
Engagement and Complaints lead is that they have a single point of contact for any 
concerns that they need to raise.  

These points of contact are communicated via the RES (website, notice boards and 
newsletters) and residents are always encouraged to contact their BSM or their complaints 
lead for any concerns. 

Having a single point of contact has given residents reassurance that they know who to 
contact and how when required. This has assisted in reducing formal complaints as they 
can normally be dealt with at source. 

By reinforcing the message of we mean what we say and we do what we say we are going 
to do has given residents confidence to raise concerns and actions directly, and we will 
continue to encourage this.  

Engagement levels from residents is steady but it’s generally not to do with Building Safety. 

We have recently created a new residents’ query form so that we can better record any 
interactions we have with residents, which will begin to give us better quantitative data to 
record the levels of engagement. 

These forms have been working well and have even assisted us in responding to stage 1 
and 2 complaints.  



 
 
 
 

 
 

We have updated these forms to now include our ‘Three Questions’ information  

Some of the concerns raised are not always directly to do with Building Safety when this is 
the case we still maintain communications with the resident signposting or acting on their 
behalf to challenge internal stakeholders where needed through to completion. 

Moving forward I will be monitoring the outcome of the overall Resident Engagement 
strategy and working closely with Alys’ team to look for collaboration opportunities. This will 
play a key role in our 26 plan. 

Charles Richards does attend Repairs Open days work shops when local to a HRB. 

We have found it to be the case that not all residents wish to engage and we will be trying to 
target these harder to reach residents, this remains the case. 

The overall impact of the legislation can be confusing to residents due to the amount of 
information we are required to now provide. But part of the RES is to provide this in a 
resident friendly way and to continue to reinforce our messaging to educate residents and 
further provide assurance to make them feel safe.  

 

3.0       Interaction with the Building Safety Regulator (BSR)  

We have now received our first two Building Assessment Certificates for Daubeney and Eddystone 
towers. We still await the decision for Hawke tower. 
 
We submitted our BAC applications for Mermaid and Dolphin towers in October. 
 
 
4.0      Relevant Data  
 
4.1      The measurement and monitoring we use for the Resident Engagement Strategy is contained 
in section 11 (monitoring and reviewing) of the RES. 
 
4.2      Number of Official Building Safety complaints is still very low this is due to having a dedicated 
Resident Engagement and Complaints Lead and Building Safety Managers. Which means we can 
usually deal with the concern / complaint at source before it becomes formal.  
 
4.3      This years TSM’s have not yet been released 
 
4.4      We have now created and implemented resident query forms which we use when an 
interaction has taken place with a resident. This helps us evidence that although the query may not 
always be building safety specific that the RES is working as residents are engaging with us.  
 
These are still relatively new and will continue to be monitored but will allow us to gather quantitative 
data to look for trends going forward. 
 
These now form part of our monthly BS Management reporting. 

 



 

Service and Performance Panel 

 

1. Summary 
1.1. This report sets out the proposed standard process for resident engagement when 

housing policies are reviewed, updated or introduced. The approach varies 
depending on whether the policy is new or undergoing major or minor changes. 

1.2. The report also notes that three updated housing policies are being presented for 
review. These policies, along with a presentation summarising the proposed 
changes, are included in the appendices. They are scheduled for submission to 
Mayor and Cabinet for approval in January 2026 and are provided here for SPP’s 
review and feedback. 

2. Recommendations 
2.1. SPP is asked to: 

• Review and comment on the proposed resident engagement process for 
housing policies. 

• Review and provide feedback on the three updated housing policies 
scheduled for approval in January 2026. 

3. Background  
3.1. Since September 2025, several housing policies have been approved by Mayor and 

Cabinet. Resident engagement has varied sometimes through surveys, SPP 
meetings, SPP Chair review or proceeding directly to approval because they simply 
formalised existing processes and legislation without introducing any new policy 
directions.  

3.2. Following the varied approaches previously used, it was agreed that establishing a 
consistent process for resident engagement would be beneficial when housing 
policies affecting Lewisham Council Housing residents are reviewed or approved. 
This report outlines the proposed engagement process in a standard format for 
SPP’s review and feedback before adoption. 

3.3. The proposed process (detailed below) ensures that residents are informed of 

Report title: Resident Engagement in Housing Policy 
Date: 04 December 2025 

 

Outline and recommendations 
This report sets out the proposed standard process for resident engagement when housing 
policies are reviewed, updated, or introduced. It also notes that three updated housing 
policies, scheduled for Mayor and Cabinet approval in January 2026, are being presented 
for SPP’s consideration. These policies, along with a presentation summarising the 
proposed changes, are included in the appendices. 

SPP is asked to review and provide feedback on both the resident engagement process 
and the proposed policy updates. 

 



upcoming policy changes or new policies at each quarterly SPP meeting. Currently, 
three updated policies are scheduled for approval by Mayor and Cabinet in January 
2026. These updates are minor revisions to existing policies. As this is the final SPP 
meeting before January, we are presenting these three policies for review and 
feedback at this meeting. The policies are included as appendices to this report, 
along with a presentation summarising the proposed updates. 

4. Resident Engagement Process 
4.1. The process will be based on the following matrix that varies according to the type of 

policy change: 

Type of Policy 
Change 

Definition/ Examples Resident Engagement 
Approach 

Service and 
Performance 
Panel’s role 

Major Change to 
Policy Direction 

• Significant shift in 
service delivery 

• Introduction or removal 
of services 

• Changes impacting 
resident rights or 
responsibilities 

• Budget reallocations 
affecting services 
 

Full Resident 
Consultation 
• Engagement will be 

undertaken across 
tenant pool in efforts 
to reach all tenants 

• Methods may 
include surveys, 
focus groups, etc. 

• Informed in 
advance 

• Can help shape 
consultation 
approach  

• Can play an 
active role in 
reaching out to 
tenants  

Minor Change to 
Policy  

• Wording updates for 
clarity 

• Legislative compliance 
updates 

• Administrative or 
procedural tweaks 

• Updates to reflect 
current practices  

Consultation as 
required based on the 
policy changes. For all 
policies- 

• Inform SPP of the 
upcoming policy 
changes  

• Engage with SPP to 
discuss preferred 
engagement 
method (e.g., 
feedback session 
with SPP, email 
input, etc.) 
 

• Review 
proposed 
changes 

• Provide 
feedback or 
endorse 
changes 

New Policy  

 
(where it is not 
setting out 
current 
operational 
practice) 

 

 

 

 

• Brand new policy not 
previously in place 

• New service areas or 
frameworks 

• Strategic initiatives 
affecting residents 

Full Resident 
Consultation, similar to 
major changes. 
• New policies may 

require more 
extensive 
engagement to 
understand resident 
needs and build 
awareness around 
the policy matter 

• Iterative consultation 
(e.g. multiple rounds 
of engagement) 

• Broader scope for 
resident influence  
 

• Informed early 
• Can help shape 

engagement 
approach for 
the policy 

• Can provide 
feedback 
throughout 
policy 
development 

 



4.2. Consultation Formats: Engagement with residents may vary depending on the nature 
of the change- e.g., surveys for broad input, focus groups for in-depth feedback, etc. 

4.3. Sometimes minor policy changes may also generate significant resident interest or 
require wider resident consultation. In such cases, we may run surveys for wider 
resident consultation alongside consulting with SPP. 

4.4. Housing Strategies: Resident engagement for housing strategies will be tailored to 
the specific strategy in focus, ensuring that residents are meaningfully involved and 
given the opportunity to provide comments and feedback. Quarterly updates to SPP 
will continue to include both strategies and policies to maintain transparency and 
alignment. 

5. How the process would work in practice 
5.1. Quarterly Updates: At its quarterly meetings, the Service and Performance Panel 

(SPP) will be informed about upcoming policy changes or new policies listed in the 
forward plan. 

5.2. Resident Engagement Journey: 

 
5.3. Expedited process (in case of urgent changes): 

• For major policy changes, sufficient notice and full resident consultation are 
essential. Therefore, in most cases expedited processes will normally apply 
only to urgent minor changes. 

• If a minor policy change arises outside the SPP’s quarterly meeting cycle- 
o SPP members will be sent an email summarising the proposed 

change and the draft policy. 
o Feedback will be requested via email or, if SPP deems necessary, a 

standalone meeting will be arranged to gather input.  

• In exceptional cases where time constraints make the standard process 
impractical for major changes, SPP members will be notified outside their 
quarterly meeting cycle. While notice may be short and outside the usual 
schedule, a full resident consultation will still be carried out.  

5.4. Capturing Resident Feedback: 

• The Consultations and Feedback webpage will be updated with “We Asked, 
You Said, We Did” information. This will clearly demonstrate how resident 

Quarterly SPP Meeting
SPP informed of upcoming policy 

changes

Major Policy Change/ New 
Policy

Discuss the wider 
resident consultation 
approach with SPP 

before starting

Launch full resident 
consultation 

(The format will depend on the 
nature of the change- e.g., 

surveys for broad input, focus 
groups for in-depth feedback, etc.)

Minor Policy Change

Ask SPP how they 
would prefer to give 

input

Gather SPP's feedback using their 
preferred method

(This could be- at a regular SPP 
meeting, at a standalone SPP meeting, 

via email etc.)



input has influenced decisions and actions in relation to the housing policy. 

• Even though resident feedback has been captured in policy approval reports 
before- going forward, this will be documented in a consistent, standard 
format across all policy approval reports submitted to the Mayor and Cabinet 
or the Directorate Management Team, ensuring transparency and 
accountability. 

5.5. Governance process: 

• Consultation with SPP and wider residents will be embedded into the 
standard governance process for policies seeking approval from Mayor and 
Cabinet (M&C). 

o For policies requiring M&C approval: Resident consultation feedback 
will be reported sequentially to DMT, then EMT, and finally to M&C. 

o For policies involving minor changes requiring Executive Director sign-
off: Resident consultation feedback will be reported to DMT. 

• On a quarterly basis, when SPP is informed of upcoming policy changes, they 
will also receive a summary of resident feedback from previous consultations 
to ensure continuity and learning. 

5.6. Forward Planning 

• As noted above, at each quarterly meeting, SPP will be updated on upcoming 
housing policy changes. This begins at the current meeting, where the 
attached presentation (Appendix 1) outlines policies we will be consulting 
residents on in the coming months. 

• Since this is the final SPP meeting before January 2026, we are also 
presenting three revised housing policies for feedback today. These policies, 
which involve minor changes, are scheduled for submission to Mayor and 
Cabinet in January 2026. 

6. Report author and contact 
6.1. Nidhi Patil, Housing Policy and Partnerships Manager; Nidhi.Patil@lewisham.gov.uk; 

020 8314 7620 

7. Appendices 
7.1. Appendix 1- Presentation: Updates to Housing Policies 

7.2. Appendix 2- Housing Complaints Policy Draft 
7.3. Appendix 3- Remedies and Compensation Policy Draft 
7.4. Appendix 4- CCTV and Surveillance Policy Draft 
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Updates to Housing Policies
Revisions to Three Existing Policies and What’s Coming Next

4 December 2025

Housing Policy and Partnerships Team



Purpose of this presentation
This presentation will outline:
• Proposed updates to three existing housing policies:

o Housing Complaints Policy
o Remedies and Compensation Policy
o CCTV Policy

• Key points:
o All updates are minor and do not change the overall direction of the policy.
o These revised policies are scheduled for submission to Mayor and Cabinet for approval 

in January 2026.



Housing Complaints Policy Update
• Why are we updating it?

o To clarify wording in some areas following recommendations from the Housing Ombudsman.
 These updates don’t change how we respond to complaints but make the policy clearer for residents. 

o To align the policy with our updated policy template.

• What wording is being updated?
o Confirm residents are given the option to raise a complaint when expressing dissatisfaction 

with our service.
o Align complaint exclusions with our corporate complaints policy.
o Clarify how complaints can be raised for companies providing services on our behalf, 

ensuring their compliance with the Complaint Handling Code.
o Confirm that if we are not responsible for all or part of a complaint, we will tell you why when 

acknowledging the complaint.
o Confirm that when a complaint response needs more time, we will agree timelines with you 

including how often we’ll update you.
o Confirm that we will track any outstanding actions to resolve the complaint and update you.
o Confirm that residents don’t need to provide a reason to escalate to Stage 2 but can provide 

one if they wish.



Remedies and Compensation Policy Update
• Why are we updating it?

o To clarify wording in some areas and make the policy clearer and easier to understand
 These updates don’t change how we deal with remedies and compensation but make the policy clearer for 

residents. 

o To align the policy with our updated policy template.

• What wording is being updated?
o Clarify that compensation ordered by the Housing Ombudsman and/or Local 

Government and Social Care Ombudsman will not be used to offset any debt owed 
to the council.

o Include examples of how service failure impacts residents and how that level of impact 
helps guide the compensation decision.

o Update the ways to complain to match the revised Housing Complaints Policy.



CCTV and Surveillance Policy
• Why are we updating it?

o To clarify processes and responsibilities within the policy.
o Improve some wording and formatting for better readability.
o To align the policy with our updated policy template.

• What is being updated?
In addition to wording and formatting improvements and moving terms and definitions into a 
glossary, the following key changes are being made:

o Resident requests for CCTV footage- clarify the process for requesting copies and the 
circumstances under which footage may be released, such as for legal evidence or 
through a Subject Access Request.

o Personal surveillance equipment- remove the requirement for council permission 
before installing devices (e.g. Ring doorbells), while retaining the council’s right to 
request removal if equipment causes issues (such as exacerbating ASB).

o Use of resident recordings- confirm that any recordings should comply with tenancy 
conditions and not cause nuisance, harassment, or discomfort to neighbours, our 
employees, agents or contractors.



Upcoming Policy Changes

We are beginning work on updating an existing policy and 
developing a new strategy. We will be seeking your input on these 
over the coming months:

• Vulnerable Residents Policy
• Tenancy Strategy
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1.  Purpose and context  
 
1.1    We aim to deliver an excellent and reliable resident experience, but we recognise that 

sometimes things go wrong, and people may need to give us feedback, which may 
include making a complaint. We actively encourage such feedback. Not only are we 
required by legislation and regulation to have a complaints policy, but it gives us an 
opportunity to put a situation right and helps us to learn and improve. 

 
1.2    We have reviewed this policy to ensure it: 
 

• Complies with the Housing Ombudsman scheme and complaint handling code. 
• Complies with the Social Housing Regulator’s standards, including the 

Transparency, Influence and Accountability standard. 

1.3    The contents of the complaints policy, which had previously been subject to resident 
consultation, has been checked and updated to reflect updates in regulation, but 
otherwise broadly retained. This policy stands separately but complimentary to 
Lewisham Council’s corporate complaints policy but specifically focused to cover our 
landlord duties and the regulation for Housing. Where a complaint does not fall under 
the scope of this policy, it may instead fall under the scope of the council’s corporate 
complaints policy. If this is the case, we will let you know and transfer your complaint to 
our corporate complaints team.  

 
Note: We will continually update our policies and processes in response to new regulation 
and evolving good practice.   
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1.4    We have included a section specifically for Building Safety Complaints within this policy 

(Section 8). While we acknowledge there are some differences in definition, process 
and legislation etc, we feel on balance that it is better to include this information, as 
residents who wish to make such a complaint may consult this policy. This also helps 
us to ensure we log and respond all such complaints consistently.   

 

2.  Scope and definitions 
 
2.1 The Housing Ombudsman defines a complaint as: 
 

“An expression of dissatisfaction, however made, about the standard of service, 
actions or lack of action by the organisation, its own staff, or those acting on its behalf, 
affecting an individual resident or group of residents.” 
 

2.2 A service request is defined as: 
 

A request from a resident to the landlord requiring action to be taken to put something 
right. 
 

2.3 Matters that may lead to a complaint include when: 
 

• We fail to meet our legal duties, promises or standards we have set 
• We do something wrong, poorly, or fail to do something we should 
• We are impolite or unhelpful 

 
2.4 Where a resident contacts the council to express dissatisfaction, they will be given a 

choice to make a complaint. 
 

2.5 Chasing up service requests, and initial expressions of dissatisfaction:  
 

• Many problems can be resolved quickly. We encourage this approach as the first 
step to resolving most issues, as it is often the easiest and quickest way to achieve 
a positive outcome for you. 

• In the circumstances when we have been unable to resolve your issue, or where 
you request it, these will be logged as a complaint and handled under this policy, 
even if the handling of the service request remains ongoing. In this situation, a 
complaint would be raised in parallel with the service request, and work on the 
service request would not cease due to the complaint. 

 
Exclusions 

 
2.6 If a resident sends us a complaint which has an alternative right of appeal, we will write 

to tell them this and explain how to access the appeal process. 
 
2.7 If, during our investigation of a complaint at any stage, it becomes apparent that the 

outcome of our complaint investigation depends upon the outcome of a special 
procedure or an appeal, we will suspend our investigation under the corporate 
complaints process. We will write to the resident to let them know. We will keep the 
resident updated on progress and let them know we are still aware of the complaint 
and waiting for information. Once we have the outcome of the special procedure or 
appeal we will complete our investigation of the complaint within the normal timescales. 
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2.8 Some Council decisions have an internal appeal process. We will signpost residents to 

the Ombudsman on completion of that process and will not consider the matter through 
the corporate complaints process. 

 
2.9 In addition to those matters which fall within a different complaint or appeal process, we 

will not consider the following matters using the housing complaint process: 
 

• An explanation of, or challenge to, a Council policy or procedure; although we can 
look at how that policy or procedure has been applied, and check that it complies 
with the law and statutory guidance. 

• A challenge to a Council decision, although we can look at how that decision was 
reached. 

• A complaint about another resident, as part of a neighbour dispute for example 
• Complaints where legal proceedings have started, with details of the claim having 

been filed at court. However, if a solicitor is acting as an advocate for a resident, 
we will log this as a complaint and deal with it in the usual way 

• Insurance claims. 
• Matters which have previously been considered under this policy. 

 
2.10 This is not an exhaustive list and we will consider the individual circumstances of each 

complaint when deciding whether to accept it. 

2.11 We are unable to investigate anonymous complaints under this policy, as there would 
be insufficient information for us to follow our process. However, the information may 
be passed to the manager responsible for the day-to-day service for action. For 
example if it relates to safeguarding concerns or reports of tenancy fraud. 

2.12 We will never unreasonably refuse to accept or escalate a complaint through all stages 
of the complaints procedure. Where we believe the complaint is unsuitable for the 
complaints process, we will always provide clear and valid reasons for our decision and 
the right to take this decision to the Housing Ombudsman. (See section 4 and 5).  

 
Who can complain 
 
2.13 For complaints made by a group of people, see section 6.  
 
2.14 The following people can make complaints for handling under this policy: 
 

• A person who is or who has been in a direct landlord/tenant relationship with 
Lewisham Council’s Housing Services. This includes people who have a lease, 
tenancy, licence to occupy, service agreement or other arrangement to occupy 
premises it owns or manages. If an ex-occupier makes the complaint, they must 
have had a legal relationship with Lewisham Council at the time that the matter, 
that is the subject of the complaint, arose 

• An applicant for a specific property owned or managed by Lewisham Council. 
• A representative of any of the people above who is authorised by them to make a 

complaint on their behalf, such as an MP, Councillor or third party advocate. We 
will always follow data protection measures when disclosing any information to a 
third party, and our response timeframes may need to be adjusted to allow 
sufficient time for this 

• A representative of any of those listed above who are unable to authorise 
someone to act on their behalf. We must be satisfied that the representative has 
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the legitimate authority to act on the person’s behalf. We recognise the person 
may also wish to be accompanied by such a representative at a meeting with us. 

• A person with authority to make a complaint on behalf of any of the people above 
who are deceased 
 

2.15 There may be exceptions to the above at our discretion. For example, when a 
neighbour to one of our properties or a tenant of a leaseholder raises a concern that 
could impact on the health, safety or wellbeing of our residents.  

 
2.16 The Council provides a number of services via contracts with a range of third party 

organisations such as external contractors, PFI (Private Finance Initiative) and TMO 
(Tenant Management Organisation). 

 
2.17 Where these arrangements are in place, the service responsible for commissioning the 

service will ensure that there is a clear complaint procedure in place with the provider 
to ensure that residents are still able to complain about the service in line with the 
Housing Ombudsman Complaint Handling Code. 

 
2.18 A resident should not be expected to go through a further process because their 

complaint relates to a service provided by third party. 
 
How to complain 
 
2.19 A complaint should be brought to us within twelve months of the problem coming to 

your attention so that we can investigate it properly and put things right. However, we 
understand there may be exceptional circumstances that stopped the complaint being 
raised earlier and each case will be considered on its own merit.  

 
2.20 The word ‘complaint’ does not have to be used for it to be logged and handled in line 

with the Complaints procedure, providing it meets the definition in 2.1 above. 
 
2.21 A complaint does not need to be made in writing and can be made to us in a number of 

ways which include: 
 

• Online via Lewisham Council’s website - 
https://lewisham.gov.uk/myservices/housing/council-homes/complaints  

• By telephone to 0800 028 2028, and select the option for the team your complaint 
is about 

• Face to face with a member of staff 
• By email to: HousingComplaintsandFeedback@lewisham.gov.uk 
• By letter to: Housing Complaints and Feedback, Lewisham Council, Laurence 

House, 1 Catford Road, London SE6 4RU 
• By social media  

 
2.22 Complaints made by social media will be directed to the appropriate contact/online 

form or passed to the relevant team for action. To protect your privacy, you should 
send information you want to be kept private via direct message. For example your 
address and telephone number. 

3.  Guiding principles 
 
3.1    This policy has been written in line with the Housing Ombudsman’s dispute resolution 

principles and expanded to reflect our approach to dealing with dissatisfaction: 

https://lewisham.gov.uk/myservices/housing/council-homes/complaints
mailto:HousingComplaintsandFeedback@lewisham.gov.uk
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• Be fair – We will treat people fairly and follow fair process, keeping the 
complainant updated with progress within published timescales 

• Be objective – We will ensure that the complaint is dealt with impartially at every 
stage 

• Put things right – We will work to put the resident back into the position they were 
in before the issue occurred. We will acknowledge and apologise for any mistake 
or service failure, providing an explanation of what went wrong where we (or a 
contractor working on our behalf) were at fault 

• Be consistent – We will compensate or reimburse residents in line with our 
Housing Services remedies and compensation policy1 

• Learn from outcomes – learn from complaints and use the information to improve 
services 

 

4.  The complaints process 
 
4.1 All responses to formal complaints being handled under this policy are co-ordinated by 

our Housing Complaints and Feedback team.  

Stage 1 
 
4.3 When we receive your complaint, we will acknowledge, define, and log it within five 

working days, telling you the name of the investigating officer or the team it has been 
allocated to, and giving you a complaint reference number.   

 
4.4 Whenever possible, the investigating officer will contact you by telephone to talk 

through your complaint to ensure we understand the issues, the impact they have had 
on you, and agree how you would like your complaint resolved (unless you have 
requested no telephone contact). 

 
4.5 Where additional complaints are raised during our investigation, these will be 

incorporated into the stage 1 response if relevant and it has not yet been issued.  
Where the stage 1 response has already been issued or the additional complaints 
would unreasonably delay it, the issues will be logged as a new complaint and a 
separate complaint reference number provided. 

 
4.6 Once the investigating officer has investigated your complaint, they will send you their 

response within 10 working days of the acknowledgement, notifying you of: 
 

o The complaint stage 
o An outline (definition) of what we understand your complaint to be about 
o Any aspects of the complaint for which the Council is not responsible and why 
o The decision following investigation and the reasons for it 
o The details of any remedy offered, or action taken, to put things right 
o Details of any outstanding actions 
o Details of how to escalate your complaint to the next stage of the complaints 

procedure 
 

4.7 If we cannot respond fully to your complaint within 10 working days, we will let you 
know that we need more time and explain the reason for the delay. This extension, 
which we will agree with you, will not exceed a further 10 working days without good 

 
1 This Housing Services ‘Remedies and Compensation’ policy is available on our website 
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reason. In the meantime, we will: 

 
o Answer the points we can within the original timeframe 
o Update you at intervals agreed with you 
o Give you a new date for sending the final response to the remaining points 
o Explain when any follow up actions or information are going to be provided 
o Give you contact details for the Ombudsman 

 
4.8 If you do not agree with the outcome of your complaint or the actions proposed to 

resolve it, you may decide to escalate your case to stage 2 of the complaints process 
for our final response. We would normally expect this to be within twelve months of the 
original complaint. We do not require you to provide a reason for escalating your 
complaint, although you will be given the opportunity to do so, as this can be useful in 
identifying potential areas of focus at stage 2. 

 
4.9 The investigating officer will also make arrangements to track any outstanding actions 

required to resolve the complaint and provide progress updates to you. If the council 
cannot deliver the remedy it has proposed, the stage 1 investigating officer will write to 
you explaining why, providing details of any alternative remedy as well as the contact 
details for the Ombudsman.  

 
Stage 2 

 
4.10 When you ask for your complaint to be escalated to stage 2, we will acknowledge, 

define and log it within five working days, telling you the name of the allocated officer or 
the name of the team it has been passed to, and giving you a complaint reference 
number. The person considering your complaint at stage 2 will never be the same 
person who considered it at stage 1, to ensure a proper and unbiased review. 

 
4.11 The allocated officer may contact you to discuss your complaint and to clarify that we 

understand your complaint (unless you have requested no telephone contact).  The 
stage 2 is not usually a reinvestigation, but a review of the actions and decisions taken 
at stage 1 to check that they were thorough, reasonable and fair. 

 
4.12 Once the allocated officer has looked into your complaint, they will send you their 

response within 20 working days of the acknowledgement, notifying you of:  
 

o The complaint stage 
o An outline (definition) of what we understand your complaint to be about 
o Any aspects of the complaint for which the Council is not responsible and why 
o The decision following investigation and the reasons for it 
o The details of any remedy offered, or action taken, to put things right 
o Details of any outstanding actions 
o Details of Details of how to escalate the matter to the Ombudsman or Building 

Safety Regulator if you are not satisfied with the response 
 
4.13 If the allocated officer cannot respond fully to you within 20 working days, they will let 

you know that we need more time and explain the reason for the delay. This extension, 
which we will agree with you, will not exceed a further 20 working days without good 
reason. In the meantime, we will: 

 
o Answer the points they can within the original timeframe 
o Update you at intervals agreed with you 
o Give you a new date for sending the final response to the remaining points 
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o Explain when any follow up actions or information are going to be provided 
o Give you contact details for the Ombudsman 
 

4.14 Where you are still not happy with the outcome of your complaint after stage 2 has 
been completed, you can escalate your case to the Housing Ombudsman (See section 
5).   

 
4.15 The stage 2 response is the council’s final response to the complaint. But the stage 2 

allocated officer will also make arrangements to track any outstanding actions required 
to resolve the complaint and provide progress updates to you.  

 
Directly addressed complaints  
 
4.14 All correspondence and communications directed or addressed to an individual 

member of staff, including to Directors, Executive Directors or the Chief Executive of 
the Council will be forwarded to our Housing Complaints and Feedback team to handle 
in line with the approved process. This approach helps to ensure that information is 
properly logged and that everyone receives a fair and consistent service.  

 
5.  The Housing Ombudsman 

 
5.1 If you have been through both stages of our complaints process but are still unhappy, 

you have the right to refer your complaint to the Housing Ombudsman. The Housing 
Ombudsman is responsible for investigating social housing complaints.  

 
5.2 Complainants have the right to contact the Housing Ombudsman throughout the 

handling of their complaint for guidance and support, and do not have to exhaust our 
complaints process before doing so. 

 
5.3 Our complaints policy has been written in line with requirements within the Housing 

Ombudsman’s statutory code.  
 
5.4 The Housing Ombudsman can be contacted by: 
 

• Telephone: 0300 111 3000 
• Email:  info@housing-ombudsman.org.uk  
• Online: www.housing-ombudsman.org.uk 
• Post: Housing Ombudsman Service, PO Box 152, Liverpool L33 7WQ 

 
6.  Group complaints 

 
6.1 A group complaint is where residents from more than one property submit a joint 

complaint about the same issue.  If it appears that individuals are raising different 
issues or the individual circumstances vary, it may be more appropriate for these to be 
dealt with as separate complaints. We will let you know if so 

 
6.2 For all group complaints, there should be a lead person identified, with the names and 

addresses of all signatories provided to confirm everyone has given their permission to 
be part of the complaint. 

 
 
 

mailto:info@housing-ombudsman.org.uk
http://www.housing-ombudsman.org.uk/
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6.3 Petitions about policies and requests for action will not be handled under the 

complaints policy, but as general enquiries, and will be responded to within 10 working 
days.   

 

7.  Persistent, unreasonable, or abusive behaviour 
 
7.1    Occasionally, we may be contacted by someone who makes abusive, unreasonably 

persistent, or repetitive complaints. For example they may: 

• Make repeated complaints about the same issue which has already gone through 
all stages of the complaints procedure 

• Keep changing what their complaint is about 
• Be unwilling to accept documented evidence 
• Threaten to be/are physically violent or verbally abuse towards staff or those 

working in our behalf  
• Approach several officers at the same time about the same issue 

 
7.2    We understand that people may act out of character when they are distressed, upset or 

unwell. However, aggressive and abusive behaviour directed at our staff or contractors, 
including verbal abuse will not be tolerated. Please see Housing Services 
Unacceptable Behaviour policy2.  

 
7.3    We reserve the right to refuse to deal with complaints or to deal with them differently if 

the complainant acts unreasonably, or where multiple requests require us to deal with 
these in a more effective way. We will always let you know when we will be dealing 
with the request differently, and the reasons why. Where a restriction is put in place, we 
will keep this under regular review.  

 
7.4    A complaint will not be reopened if, after review, no new evidence relevant to the 

complaint has been provided.  We will always provide the reasons for this decision, and 
remind you of your right to approach the Housing Ombudsman for guidance and 
support.   

8.  Building Safety complaints 
 
Purpose and Definition 
 
8.1 This section has been specifically developed to help us meet new obligations under the 

Building Safety Act 2022 (Section 93) which requires the Principle Accountable Person 
(PAP) to establish and publish a complaints system. 

 
8.2  This section is limited in scope to buildings that are owned and managed by Lewisham 

Council’s Housing Services and to which building safety cases currently apply – that is 
High Rise Buildings over 18 meters, in occupation. The scope is also limited to the 
matters defined below.  

 
8.3 Definition: For the purpose of this section only, a relevant complaint is defined in the 

Building Safety Act as a complaint relating to: 
 

 
2 The Unacceptable Behaviour policy covers situations wider than complaints. Lewisham Council also have a 
corporate approach to specifically deal with unreasonable and persistent complaints.  
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• a ‘building safety risk’ - a risk to the safety of people in or about the building arising 

from either the spread of fire or structural failure; and 
• the performance by an accountable person with regard to their duties 

 
8.4 Where a complaint regarding building safety does not meet the above definition, it may 

still be able to be reviewed under the wider housing complaints policy. We will advise if 
this will be used instead.  

 
Relationship and compatibility with our Housing Complaints policy   
 
8.5 In developing this section, we reviewed each element of the requirements for Building 

Safety complaints, and checked these against our wider Complaints policy. We 
concluded that, for the most part, complaints regarding Building Safety would and 
should be handled in line with our Housing Complaints policy and processes. This has 
been developed in line with the Housing Ombudsman’s code of practice, and as such it 
represents a high quality approach to managing and resolving complaints. This 
includes for example:  

 
• Methods that can be used to register a complaint – which would include directly to 

a Building Safety Manager 
• Confirmation that complaints will be handled in line with data protection legislation 
• Confirmation that we comply with the Equality Act 2010 including adjustments   
• That complaints are handled fairly and consistently – which makes up part of our 

guiding principles 
 
Exceptions and adjustments for Building Safety Act complaints 
 
8.6 The following areas are specific to Building Safety Act complaints when compared to 

other types of complaints. In all other ways the Housing Complaints policy and 
processes meet the requirements and should be followed. The clarifications are as 
follows: 

  
Any person 
 
8.7 Our Housing Complaints policy was written in line with the Housing Ombudsman’s 

guidance and include limited jurisdiction. As such our complaints process generally 
requires a landlord/ tenant (or leaseholder) relationship.  

 
8.8 While our current policy allows for exceptions, the Building Safety Legislation is wider 

and makes it clear that ‘any person’ is able to make a relevant complaint where it 
relates to matters covered under Building Safety, as defined above. Therefore the 
‘relationship requirement’ will not be applied to this type of complaint.   

 
Prioritisation 
 
8.9 The Building Safety legislation states that:  “there is an effective process for the 

prioritisation of relevant complaints taking account of the level of risk involved”.  
 
8.10 While we are confident that applying and meeting our existing timescales for 

complaints will usually be appropriate, we acknowledge that some matters need to be 
dealt with more quickly than the complaint timescale. This is already the case for 
example for urgent matters of health and safety, where a repair may need to be 
urgently undertaken before the complaint response. This information has been added 
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for the avoidance of doubt, and to clarify that we may respond/partially respond to a 
related complaint/ element of a complaint more quickly, based on assessed risk.  

 
Additional representations and comments  
 
8.11 The Building Safety legislation requires us to state ‘how a complainant can make 

representations and comments on any findings during an investigation’. However, it 
also requires responses to be dealt with in a timely way.  

 
8.12 Our Housing complaints policy states that we may contact a complainant to confirm 

that we understand the issues being raised. The policy also allows for additional 
complaints or information to be raised before a response has been issued, but where 
this would unreasonably delay the response that we may open an additional complaint.  

 
8.13 We confirm that we will take a similar approach with Building Safety complaints, and 

while we will be able to receive other information or comments during an investigation, 
we will explain whether this will be added to the existing complaint, responded to 
separately, or agree a time extension with you. The ability to challenge our response is 
already part of this policy.   

 
Escalation to the Regulator 
 
8.14 The legislation requires that we confirm how a Building Safety complaint can be 

escalated to the Regulator. The Building Safety Regulator can be contacted by phone 
on 0300 790 6787 or through their website. Contact the Building Safety Regulator - 
GOV.UK (www.gov.uk) 

9.  Confidentiality 
 

9.1 We are committed to protecting your right to confidentiality and privacy.  Our staff have 
a duty of care towards keeping your information safe and secure in line with data 
protection legislation and our data protection policy. 

 
9.2 We treat all complaints information confidentially. These will always be anonymised 

when reported, and your real name will never be used.   

10. Monitoring and learning 
 
10.1  This policy will be implemented through our internal procedures, which include a 

system for recording and monitoring complaints. 
 
10.2  We conduct satisfaction surveys and use this feedback, as well as information 

regarding complaint trends and lessons learnt, to help us to analyse and improve our 
services. We will produce an annual complaints performance and service improvement 
report for scrutiny and challenge.  

 
10.3  We regularly consider good practice around complaint handling, including reviewing the 

wider Housing Ombudsman decisions and learning published on its website.  
 
10.4  We provide regular and refresher training on customer care and complaints handling to 

officers, always encouraging issues to be resolved at the earliest stage. 

https://www.gov.uk/guidance/contact-the-building-safety-regulator
https://www.gov.uk/guidance/contact-the-building-safety-regulator
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11. Legislation, regulation and good practice 
 
11.1 Relevant legislation, regulation and good practice includes, but is not limited to: 

• Social Housing regulatory framework, including the Transparency, Influence and 
Accountability Standard  

• Housing Act 1996 (section 51, schedule 2) 
• Housing Ombudsman Complaint Handling Code (updated 8th February 2024) 
• General Data Protection Regulations 2018 
• Data Protection Act 2018 
• Building Safety Act 2022  

 

12. Equality, diversity, and inclusion 
 
12.1 An equality assessment was carried out as part of the development of this policy to 

identify any negative impacts it may have on individuals or groups on the basis of 
protected characteristics, and none were identified. 

 
12.2 The principle of fairness is built into the policy. Whilst we expect a consistent standard 

of customer service, we do not take a ‘one size fits all’ approach, and we recognise the 
impact of a failing may be different for different people. Our staff are encouraged to be 
solution oriented and work with each resident to arrive at a fair and reasonable solution 
to their complaint.  

 
12.3 This policy and complaints service is designed to be accessible, with complaints being 

accepted in a variety of ways (see section 2) and an easy read version of this policy 
available. If you wish to get a copy of this policy in a different format to meet your 
needs, please contact us using the details in 2.21. 

 
12.4 We may offer an adjusted service where necessary, for example to accommodate a 

specific health or vulnerability need, or in response to unreasonable behaviour. (See 
section 7).   

 
12.5 We will ensure our handling of complaints is fair and reasonable, complies with equality 

legislation and within published timescales.   
 

13. Communication and consultation 
 
13.1 This policy is published on our website, together with guidance on how we will handle 

your complaint. This information is also available on request from the Housing 
Complaints and Feedback team.   

 
13.2 This policy has been updated in response to the recommendations by the Housing 

Ombudsman following review of our previous housing complaints policy in October 
2025. 

 
13.4 We will publish an annual complaints performance and service improvement report. We 

report performance and feedback on how we deal with complaints as well as how we 
are using this learning to shape our services. We provide performance information to: 

 
• Residents – through our website, newsletters, and an annual report 
• The wider council 
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• Our regulators 

 

14. Related policies 
 
14.1 Related documents which support and complement this policy include but are not 

limited to: 
 
• Housing remedies and compensation policy 
• Corporate complaints policy 
• Vulnerable residents policy 
• Reasonable adjustments policy 
• Unacceptable behaviour policy 

 
15. Reviewing this policy 
 
15.1 Amendments to this policy not reflecting a major change of policy may be made by the 

Executive Director for Housing in consultation with the Director of Law and Corporate 
Governance. Such changes will be reported to Members annually. 

 
Replaces: Housing Services Complaints Policy (August 2024) 
Updates to clarify some wording following recommendations from the Housing Ombudsman 
Service 
 
Date approved:  Effective date:  

 
Next review:  

Approved by:  
 
Policy owner: Director of Housing Resident Engagement and Services 
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1.  Purpose and context 
 
1.1 We, and the contractors working on our behalf, work to agreed service standards and 

aim to address issues promptly to prevent complaints and compensation being 
necessary. We strive to deliver a high-quality service but don’t always get it right. This 
policy outlines what actions we will take to put things right.  

2.  Scope 
 
2.1 This policy applies to: 
 

• Tenants and leaseholders of Lewisham Council. 
• Landlord services provided by Lewisham Council’s Housing Service directly or 

through contractors. 
• Properties managed by Lewisham Council. 
• Applicants for a Council home via the Housing Register or statutory homelessness 

functions. 
• Individuals affected by a property we own or manage. 

 
Note: Some remedies apply only to specific tenures. 
 

3.  Remedies 
 
3.1 Where something has gone wrong, we will acknowledge this and set out the actions we 

will take to put things right. These can include: 
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• Apologising. 
• Acknowledging where things have gone wrong. 
• Providing an explanation, assistance or reasons. 
• Taking action if there has been delay. 
• Reconsidering or changing a decision. 
• Amending a record or adding a correction or addendum. 
• Paying compensation. 
• Changing policies, procedures, or practices. 
 

3.2 We will always seek a remedy to restore the resident to the position they would have 
been in had the failure or loss not occurred. Where this is not possible, compensation 
or an alternative suitable remedy may be considered. Where compensation is the 
appropriate form of redress, we will ensure that payments are fair and proportionate, 
whilst being applied consistently and recognise that each case should be considered 
on its individual merits. 

3.3 Factors to be considered when deciding on remedies can include: 

• How long a situation has been going on for. 
• How often something happened. 
• The severity of any service failure or omission. 
• The overall impact on the resident. 
• The resident’s particular circumstances or vulnerabilities. 
• Our responsibilities and jurisdiction. 

 
3.4 When considering what is reasonable and proportionate, we will check when we 

became aware of a situation, whether we acted in line with our policies, and whether 
anyone else, including the resident, contributed to the issue or delay. 

3.5 Where a debt is owed to the Council (e.g. arrears or service charges), compensation 
payments may be offset to pay the debt. Any remaining credit can be refunded to the 
resident.  

Note: This does not affect statutory payments, reimbursement payments for costs incurred 
by the resident or payments awarded by the Housing and Local Government and Social Care 
Ombudsman Services. 

3.6 We will review the levels of compensation regularly in line with best practice, guidance 
from the Housing and Local Government and Social Care Ombudsman Services and 
Consumer Price Indices.   

3.7 Any payment or other form of compensation offered under this policy is not an 
admission of liability by the Council. 

3.8 This policy is designed to work alongside our Complaints policy, aligning with the 
Social Housing Regulator’s Transparency, Influence, and Accountability standard. 

3.9 As members of the Housing Ombudsman Scheme and the Local Government and 
Social Care Ombudsman Scheme, we adhere to their Complaint Handling Codes. 
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4.  Exclusions 
 
4.1 Compensation payments may not be given for: 

• Personal injury claims, which will be handled by Lewisham’s insurance team. 
• Damage beyond our control (e.g., storm or flooding). 
• Problems caused by third parties not working for Lewisham. 
• Claims where the resident is advised to use their contents insurance. 
• Extreme and unforeseen conditions where all reasonable steps were taken. 
• Claims pursued through legal proceedings or liability insurance. 
• Claims older than 12 months unless exceptional circumstances apply. 
• Disrepair claims managed through separate processes. 

 

5.  Compensation payments 
 
5.1 There are three categories of compensation payments: 

Mandatory (statutory) 

5.2 These are payments the Council is legally required to make with no discretion over the 
amounts, they generally apply to residents that have a secure tenancy with the Council. 
Examples include home loss and disturbance payments, payments under the Right to 
Repair scheme and payments for ‘qualifying improvements’ to a secure tenancy. 

Reimbursements or Refunds 

5.3 Also known as ‘quantifiable loss payments’, these are payments given where the 
service failure has resulted in a measurable loss to the resident. Examples include 
increased heating bills due to disrepair, paying for alternative accommodation, cleaning 
costs, or repairs where Lewisham has failed to meet its obligations. Costs must be 
reasonable and evidenced. 

Discretionary payments 

5.4 Also known as ex-gratia or symbolic payments. These are payments made to make 
right a matter or complaint where there is no legal obligation to do so. 

5.5 Examples where this might be awarded would include: 

• for significant 'time and trouble' in making a complaint, 
• substantial impact from the loss of a service. 
• 'goodwill' awards in non-fault situations such as in an emergency or recovery from 

an incident. 
 

5.6 When deciding on the appropriate amount for discretionary payments, we will consider 
the severity of the service failure and associated impact. We will take individual 
circumstances into account, and each case will be considered on its own merits.  

5.7 Staff Guidance: We provide guidance for our staff to ensure consistency in 
implementing this policy. This helps them to identify situations where discretion may be 
applied, and the methods for calculating and agreeing such awards, in line with those 
made by the Housing Ombudsman, Local Government and Social Care Ombudsman, 
and other relevant bodies. 
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6.  Claiming compensation and making a complaint 

 
6.1 A complaint does not always need to be made to claim compensation, and we 

encourage a resident to start by discussing their concerns with the relevant service/ 
provider, to hopefully come to an early agreement. 

 
6.2 In addition, we may: However, where it is not possible to resolve the matter or a 

resident is unhappy with the outcome, they may want to make a complaint. 
 

6.3 A complaint can be made by: 

• Online via Lewisham Council’s website - 
https://lewisham.gov.uk/myservices/housing/council-homes/complaints  

• By telephone to 0800 028 2028, and select the option for the team your complaint 
is about 

• Face to face with a member of staff 
• By email to: HousingComplaintsandFeedback@lewisham.gov.uk 
• By letter to: Housing Complaints and Feedback, Lewisham Council, Laurence 

House, 1 Catford Road, London SE6 4RU 
• By social media  

 

7.  Assessing the impact of a service failure and 
vulnerability 

 
7.1 When assessing compensation payments, the Council will consider what impact a 

service failure has had on a resident and their household, considering any relevant 
vulnerabilities. Examples of impact are as follows: 

Level Description 
Low Impact Service failures with minimal, short-term impact and inconvenience. 

Examples include moderate delays in routine repairs or missed 
appointments. 

Medium Impact Significant service failures causing moderate inconvenience or 
distress, but no permanent impact. Includes repeated failures or 
significant delays in repairs like a blocked toilet. 

High Impact Major service failures with significant impact, including physical or 
emotional effects. Examples include long-term issues like an 
ongoing leak causing property damage and requiring temporary 
accommodation. 

Severe Impact Severe maladministration with substantial, long-term effects on the 
resident, including physical or emotional impacts. Examples include 
long stays in temporary accommodation due to repair mishandling 
and mishandling of antisocial behaviour cases. 

 
7.2 The Council has set out its definition of a vulnerable resident in our Vulnerable 

Residents Policy. Lewisham Council - Housing policy library. 
 

7.3 Examples of vulnerability where a resident may have been significantly impacted and 
where additional compensation maybe awarded because of the impact caused may 
include: 

 

https://lewisham.gov.uk/myservices/housing/council-homes/complaints
mailto:HousingComplaintsandFeedback@lewisham.gov.uk
https://lewisham.gov.uk/myservices/housing/housing-strategy-and-policies/policy-library
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• Poor management of anti-social behaviour where a complainant has a mental 

health condition may make the situation harder to cope with. 
• Residents with young children who experience an extended period in temporary 

accommodation because of repair delays, causing significant inconvenience and 
upset. 

• Delayed repair response/completion may have a disproportionate impact on a 
resident because it impacts a health condition/disability). 

 
8.  Monitoring, controls, and learning 

 
8.1 This policy is implemented through internal processes we have in place to administer 

and monitor complaints and compensation, as well as the measures to process 
statutory and contractual awards. 
 

8.2 Compensation and other remedies linked to a complaint are recorded and analysed as 
part of learning and continuous improvement to prevent repeat occurrences and help 
us improve our services. Complaints about contractors working on our behalf are also 
monitored, as part of the contract management arrangements. This ensures services 
are being delivered effectively and helps to identify where they need to do better.  
 

8.3 Remedies and awards will be analysed and monitored: 

• By internal quality checks and audit trails. 
• For effectiveness in addressing the issue and for consistency. 
• By benchmarking our services against other housing providers. 
• To identify equality implications and ensure we are providing fair and consistent 

services. 
 
8.4 If a complaint is escalated to the Housing Ombudsman, we will comply with any 

recommendations in full and promptly, which could include the payment of 
compensation. 
 

8.5 The Housing Ombudsman and Local Government Ombudsman regularly publish 
information about their decisions, whether on individual cases or patterns across the 
housing and public sector. We regularly review this information and use it to inform our 
learning, decision making and compensation payments for similar cases. 

9.  Legislation, regulation and good practice 
 
9.1 Relevant legislation, regulation and good practice includes, but is not limited to: 

• Housing Ombudsman Scheme and Code of practice, as well as spotlight/learning 
reports 

• Local Government Ombudsman – including Guidance on remedies. 
• Section 11 of the Landlord and Resident Act 1985 
• Environmental Protection Act 1980 
• Fitness for Habitation Act 2018 
• Compensation for improvements – provisions under Housing Act 1985 (as 

amended) 
• Secure Tenants of Local Authorities (Right to Repair) Regulations 1994 
• Consumer standards including Transparency, Influence and Accountability 

standard (Regulator of Social Housing) 
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10. Equality, diversity, and inclusion 

 
10.1 [Equalities assessment summary to be added when completed] 
 
10.2 The principle of fairness and a range of remedies, including discretion, are built into the 

policy so that we do not have to apply a ‘one size fits all’ solution. This is applied for 
example when it comes to discretionary payments. 

11. Communication and consultation 
 

11.1 We will keep this policy available to residents through our website and share additional 
information relating to Remedies and Compensation through other communications 
with residents – individually where required, and more widely where appropriate. 
 

11.2 The review of this policy considered the updated Housing Ombudsman Service 
Complaint Handling code, and the Local Government and Social Care Ombudsman 
Complaint Handling Code. Both Codes were subject to wide consultation across the 
social housing sector and with residents. 
 

11.3 We will report information on the remedies used to resolve complaints: 
 

• To residents – through our website, resident newsletters, and Annual Complaints 
and Service Improvement report. 

• To our Executive leadership teams and Members. 
• Through other agreed monitoring and scrutiny channels as agreed. 

 
11.4 We have arrangements in place to protect the confidentiality of service users. Where 

information needs to be shared with our officers and partners to resolve a complaint or 
to deal with a compensation award, this will be in line with data protection 
requirements. 

 

12. Related policies 
 
12.1 Related documents which support and complement this policy include but are not 

limited to: 
 

• Housing complaints policy 
• Corporate complaints policy 
• Vulnerable residents policy 
• Reasonable adjustments policy 
• Unacceptable behaviour policy 

 

13. Reviewing this policy 
 
13.1 Amendments to this policy not reflecting a major change of policy may be made by the 

Executive Director for Housing in consultation with the Director of Law and Corporate 
Governance. Such changes will be reported to Members annually. 
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1    Introduction, Objectives and Scope 
 

Introduction 

1.1 This policy provides information on the circumstances in which we will use CCTV, and how residents 
can obtain copies of their personal data.  

1.2 It also gives details of our position on resident’s use of surveillance, including Ring doorbells and 
mobile recording.  

Objectives 

1.3 We will use CCTV and other fixed position surveillance tools to improve safety and security, especially 
where there is a potential risk of crime or threat to the safety and well-being of individuals and property.  

We will comply with the law and (wherever possible) prevailing good practice when capturing and 
using video and audio footage from our surveillance systems.  

We will balance the benefits of CCTV use with the associated impact on resident privacy and regularly 
review our CCTV systems to ensure their use remains justified.  

1.4 We will only use surveillance cameras where necessary, for a specific purpose, to meet a pressing 
need. This need will usually be to: 

• Detect and deter crime and ASB in public areas; 
• Identify offenders to assist with successful prosecution or other enforcement action; 
• Protect our residents and staff; and/or, 
• Reduce the fear of crime and make neighbourhoods feel safer.  

Scope 
1.5 This policy applies to all areas managed by Lewisham Council’s Housing Services. This includes:  

• Residential properties and gardens including communal areas  
• Community facilities, buildings and land within managed neighbourhoods  
• New or existing housing developments  
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1.6 This policy and the associated procedures should be followed by all Housing Services staff (whether 
permanent, temporary or voluntary), all contractors and third parties working for or on behalf of us, 
and all Lewisham Council residents (regardless of tenure).  

1.7 This policy excludes any door entry systems installed by us which do not record sound or visuals 

2 Systems managed by us 
 

Installing new CCTV systems 

2.1 Following our objectives (pa.1.3), we will only use surveillance systems where necessary. This means 
that we will first consider solutions which are less intrusive and expensive than CCTV (e.g. additional 
lighting or upgrading a lock). 

2.2 Where and when we believe it may be appropriate to install CCTV in an estate or communal area, we 
will write to residents who would be impacted to confirm: 

• The purpose of the CCTV; 
• Whether it is temporary or permanent; 
• Who to contact if the system is damaged; 
• Whether there is a cost recoverable from a service charge for the CCTV; 
• That we have the appropriate authorisation to install CCTV; 
• That we have the appropriate controls to keep the data secure; 
• That we have conducted a data privacy impact assessment (DPIA); and 
• How they will be able to access their data. 

2.3 We will consult residents if any cost of the proposed system would be recovered from their service 
charge. 

2.4 We will decide during development of new build properties whether to install a surveillance system. 
This decision will be informed by a Data Privacy Impact Assessment and will usually be reviewed once 
the building is occupied.  

Ongoing requirements 

2.5 Every surveillance system will have a completed DPIA, which will be updated regularly.  

We will complete a visual check of all surveillance systems every six months, and an enhanced check 
every three years.  

Every system [excluding hidden systems] will have visible signs alerting residents to the recording, 
with our contact information.  

2.6 We will remove cameras when they are no longer required for their original purpose. Before removing 
fixed cameras, we will consult local residents. 

Sound Recording 

2.7 We will only record sound via CCTV cameras when tackling anti-social behaviour and crime, not for 
general observation. 

We will put up signs and make it very clear if audio recording is in use (except when being used 
covertly – see 5.7). 

Covert CCTV 

2.8 In some circumstances, we may use covert (hidden) CCTV systems. 
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We will only use these systems when we suspect criminal activity (such as tenancy fraud or anti-social 
behaviour), and other methods of evidence gathering have not been successful.  

It is very uncommon for covert CCTV to be used, and is usually requested by the police for a specific 
cause 

2.9 The use of hidden CCTV will always be time limited and authorised by the Council’s corporate CCTV 
team, who will obtain authorisation under the Regulation of Investigatory Powers Act 2000 (RIPA) 
from a Magistrate.  

2.10 Where we use hidden CCTV, no signs will be displayed, and we will have no obligation to tell any 
individual that CCTV is in place.  

3 Handling CCTV footage 
 

How we manage CCTV footage 

3.1 We will usually retain images and audio recordings for 31 days, after which they will be erased.  

However, if the information relates to an ongoing anti-social behaviour case, we will erase images and 
audio recordings within twelve months of the case closure or the conclusion of any legal proceedings 
(whichever comes later).  

3.2 We will keep a record when we review images, download images, disclose data legally to a third party, 
move the data to another location, or process a Subject Access Request. 

Only staff authorised and trained to operate CCTV equipment can review, download and share data. 
We hold a central list for all our cameras and staff authorised to operate our CCTV equipment. 

3.3 Where CCTV systems are managed by third party managing agents that we have appointed, they 
must follow this CCTV Policy.  

Where CCTV has been installed and is being managed by a third party, we will direct any enquiries to 
this third party. 

3.4 If a resident has captured evidence of criminal activity on their personal device, they should share this 
information with the Police. We will not store this information, except where necessary for an active 
ASB case.   

Requests for use as evidence  

3.5 You may make a request for footage to be used as evidence in a civil or criminal case.  

In these circumstances, we will require the request to come from your insurance company, solicitor, 
or the Police.  

3.6 We may impose an administration fee for the search and/or provision of CCTV images. This charge 
will be viewable on our website.  

Subject Access Requests 

3.7 You have a legal right to be informed of any CCTV footage in which you can be accurately identified. 
You can request this by submitting a ‘Subject Access Request’. (See the Data Protection Policy and 
CCTV Code of Practice).  

3.8 We may deny access to information where the act allows, particularly where it might prejudice the 
prevention and detection of crime, apprehension and prosecution of offenders, and the exercise of the 
Council’s statutory functions. 
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3.9 Before submitting a SAR, please bear in mind that: 

• it is unlikely our CCTV cameras will have recorded any footage that includes images in which 
you personally can be seen or accurately identified.  

• In the time it takes to submit and process a subject access request, any existing CCTV footage 
may already have been deleted or overwritten (see pa.3.1).  

4 Resident use of surveillance 
 

Private surveillance systems 

4.1 In this section, ‘private surveillance systems’ refers to, for example, ‘Ring’ doorbell cameras.  

4.2 We hold no responsibility to oversee or manage these systems. Residents may install these systems 
without seeking formal permission from the Council.  

4.3 However, we retain the right to withdraw this implied permission and request that any system is 
removed, if it: 

• Contributes to neighbour disputes or allegations of harassment; 
• Causes disruption or distress to others; 
• Breaches privacy or data protection principles. 

Residents who install these systems are data controllers and are responsible for ensuring GDPR 
compliance. This includes: 

• Ensuring that their system does not intrude on public or communal spaces unnecessarily; 
• Informing individuals that recording is taking place; 
• Responding appropriately to any data access requests. 

They may wish to consult this advice from Which on their legal responsibilities. We encourage 
residents to consider the potential impact on their neighbours before installing any such system.  

4.4 If a resident is concerned about a neighbours use of surveillance systems, they should refer to this 
Information Commissioner’s Office guidance on their rights and options.  

4.5 If a customer’s private CCTV system becomes a factor in a neighbour dispute, or an allegation of 
harassment is made, we may exercise our right to withdraw permission and require any system to be 
removed. 

Other resident recordings 

4.6 Residents and visitors are reminded that should seek consent if they wish to:-  

• film our employees; 
• record conversations (including phone conversations) with our employees; 
• record other residents and visitors in communal areas in and around our buildings; or,  
• share any such recordings on social media platforms. 

4.7 Our tenancy and lease agreements contain clauses prohibiting nuisance and harassment. We will take 
action under this clause if a resident harasses, interferes with the peace and comfort of, or causes 
offence to their neighbours, our employees, agents or contractors through any of the behaviours in pa 
4.4.   

5 Monitoring and controls 
 

https://www.which.co.uk/news/article/is-it-legal-to-record-security-camera-and-smart-doorbell-footage-at-your-home-akMQD1C0P0zi
https://ico.org.uk/for-the-public/home-cctv-systems/
https://ico.org.uk/for-the-public/home-cctv-systems/
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5.1 We will review this policy and its procedures in line with any changed to legislation, regulation and 
good practice.  

5.2 We keep a list of all active CCTV/surveillance systems for which we have managed contracts. These 
are available on request.  

5.3 We will regularly review the suitability and effectiveness of the CCTV/surveillance systems we have in 
place. We will keep a record of Data Protection Impact Assessments, and these will be reviewed 
where there are significant changes.  

5.4 Information will be stored in line with data protection principles. We have processes in place to erase 
data beyond the dates stated in the policy. 

6 Equality, Diversity, and Inclusion 
 
6.1 An Equality assessment was undertaken during the development of this policy. No adverse impacts 

were identified regarding any protected characteristic.  

7 Communication and Consultation 
 
7.1 In the development of this policy we consulted with residents by means of a survey and a workshop 

discussion. Residents wanted clear links to relevant legislation, including how we will handle requests 
from residents who wish to install surveillance of their own. We also used feedback from complaints 
and ASB cases where this has already been an issue or source of conflict. Residents asked us to 
confirm that we will consult with them where we may be considering deploying or removing CCTV, 
and how we will check that it is an effective solution.  

7.2 This policy will be communicated through Lewisham Council’s website. We may also produce 
additional information and reminders for residents - such as newsletters and information for new 
tenants, or at the point of request.  

7.3 We consulted with staff from key departments when developing this policy to help us to arrive at a 
balanced and informed approach. This included those managing CCTV contracts; those managing 
housing and ASB, those responsible for health and safety; and those responsible for data protection 
matters.  

7.4 Complaints regarding the application of this policy will be handled in line with our main complaints 
process. 

7.5 Amendments to this policy not reflecting a major change of policy may be made by the Executive 
Director for Housing in consultation with the Director of Law and Corporate Governance. Such 
changes will be reported to Members annually. 

8 Related information, legislation and regulations 
 
8.1 Relevant legislation, regulation and good practice includes, but is not limited to:  

• Regulation of Investigatory Powers Act 2000 (RIPA)  
• General Data Protection Regulation (GDPR) and the Data Protection Act 2018 (DPA18)  
• Human Rights Act 1998  
• Protection of Freedoms Act 2012  
• Information Commissioner Office – CCTV Code of Guidance  
• Home Office - Surveillance Camera Code of Practice  
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8.2 This policy should be read in conjunction with the following LBL policies: 

• Data Protection policy  
• Anti-social behaviour (ASB) policy  
• Alterations and Improvements policy  
• Knowledge and Information Management Strategy. 
• CCTV Code of Practice  

Replaces: CCTV and Surveillance Policy 
Updates to clarify certain processes and responsibilities (e.g., requesting CCTV footage, installing home 
surveillance) and to improve wording and formatting. 

Date approved:  Effective date: 

Next review:  

Approved by:  

Policy owner: Director of Housing Resident Engagement and Services  
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Appendix 1 – Glossary 
The following are terms and definitions as may be used in the context of this policy:  

CCTV: means fixed-position cameras designed to capture and record images of individuals and property.  

Surveillance Systems: means any devices or systems designed to monitor or record images of individuals or 
information relating to individuals. The term includes CCTV systems as well as any technology that may be introduced 
in the future. (For example doorbell cameras).  

Overt CCTV: means cameras which are in place with the full knowledge of staff, residents and those using public or 
communal areas. There will be accompanying signage.  

Covert CCTV: means CCTV which is in place without the knowledge of all staff or residents. Covert CCTV images are 
captured without the knowledge of those being recorded. (Routine covert CCTV is not used by Housing Services).  

Data: In respect of CCTV, this generally means video images. It may also include audio recordings and static pictures 
such as printed screen shots.  

Personal Data: means data relating to a living individual who can be identified from that data (or other data in our 
possession). This can include video images of identifiable individuals.  

Processing: is any activity which involves the use of Personal Data, including obtaining, recording or holding data, or 
carrying out any operation on the Personal Data including organising, amending, retrieving, using, disclosing or 
destroying it. Processing also includes transferring Personal Data to third parties.  

Subject Access Request: means a written request to Lewisham Council asking for access to the personal information 
it holds on you.  

Data Subjects: All living individuals about whom Lewisham Council holds Personal Data as a result of the operation 
of its CCTV.  

Data Controllers: Lewisham Council is the Data Controller of personal data used in the process of managing housing 
stock.  

Data Users: Lewisham Council’s employees whose work involves the processing of personal data. This will include 
those whose duties are to operate CCTV cameras/ surveillance systems to record, monitor, store, retrieve and delete 
images. Data Users must protect the personal data they handle in accordance with this policy.  

Data Processors: means any person or organisation that is not a Data User (or other employee of a Data Controller) 
that processes personal data on our behalf and in accordance with our instructions (for example, a supplier which 
handles Personal Data on the Council’s behalf). 

DPIA: means Data Protection Impact Assessment. A DPIA is an internal process designed to identify risks arising out 
of the processing of personal data, and to minimise these risks as much as possible.  

EVA: means Environmental Visual Audit. An EVA is when Lewisham Council, in partnership with police and other 
relevant agencies, conducts a walk-through in a neighbourhood or local area to identify issues of concern and potential 
solutions. 
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1.0 Background 
 

1.1 The Regulator of Social Housing’s consumer standards place a requirement on 
landlords to: 
 

• Have robust information about their tenants, including (but not limited to 
relevant information about protected characteristics, support and 
communication needs. 

• Consider the diverse needs of their tenants in relation to the services 
provided. 

• Tailor services to meet individual needs. 
 

1.2 In April 2025 we launched a pilot of home checks to help us to meet the 
requirements in the consumer standards. These checks had two purposes: 
 

• Checking residents – ensuring information is up to date, picking up any 
vulnerabilities or safeguarding concerns. Passing on information about 
services and engagement opportunities. 
 

• Checking property – ensuring the condition of the property is in line with 
the tenancy agreement.  

 
1.3 The questions for the checks were devised using benchmarking information and 

collaboration with the Housing Management team and Heads of Service from 
across the directorate.  
 

Home Check Pilot 
Date: 4 December 2025 
Key decision: No.  
Contributors: Clare Hopkins, Head of Housing & Communities 

Purpose 
To provide an update on the home checks programme following the end of the 6-

month pilot period 

 



  

1.4 The aim is to complete one check every 5 years on a rolling basis. The pilot was 
for a period of 6 months to ascertain the effectiveness of the checks and 
address any challenges raised. 
 

1.5 The checks were predominantly focused on the properties where the stock 
condition surveyors did not manage to access. There were 1,545 properties that 
Savills could not access that are eligible for a home check.  
 

1.6 In addition, if we were visiting for other reasons and it was appropriate we would 
carry out a check.  
 

1.7 The pilot was started using Microsoft forms which populates a spreadsheet. 
Putting home checks into HMS is on the forward plan for phase 2 of the project. 
Work has started on this and is estimated to be completed by March 2026.  
 

1.8 Promotion of the pilot happened before they started by: 
 

• Extended Leadership Group presentation – 7 January 2025. 
• Portfolio Lead Meeting – 27 January 2025. 
• All Heads of Service were invited to review the form – 13 February 2025. 
• Extended Leadership Group verbal update – 4 March 2025. 
• Briefing email sent to all Councillors and Mayor – 20 March 2025. 
• Briefing email sent to TRA Chairs – 26 March 2025. 

 
1.9 Since implementation we have updated by: 

 
• Portfolio Lead Meeting – August 2025. 
• Regulator updates – September and October 2025. 
• Regular verbal and email updates to Directors. 
• Monthly meetings with Housing Officers to identify and address any 

issues raised by the checks.  
 

1.10 Careful consideration was given about how we would publicise these checks to 
residents and in the public domain. This was mainly to avoid any potential for 
scammers to impersonate the Council Officers to gain access to resident 
homes. Updates were given in the resident newsletters March 2025 to advise 
residents that Housing Officers often carry out visits and to check ID.  
 

2.0 Checks completed and outcomes 
 

2.1 From 1 April until 23 November 2025, we have completed 524 home checks. Of 
these 231 were from the list of properties that did not have a stock condition 
survey. 
 

2.2 The checks identified 61 residents who needed a Person-Centred Fire Risk 
Assessment (PCFRA). We are reviewing these as part of PCFRA review 
meetings to ensure they have been done and recorded. 
 

2.3 We have identified 111 properties where there are damp and mould problems. 
Our Decant Manager carried out a review of those home check reports that 
flagged damp and mould issues and compared them against the Damp and 
Mould (D&M) register.  



  

 
2.4 We have agreed that when damp and mould issues are identified, Housing 

Officers (HOs) should take photographs, send them to the D&M team, and 
record the details in HMS. For severe cases, the Decant Manager should be 
copied into the communication so she can monitor progress. 
 

2.5 As part of the process, any home checks where the resident has rent arrears of 
more than four weeks and with no arrangement are referred to our Income 
and/or Welfare Benefits team. So far 43 residents have been referred through 
this process.  
 

2.6 There has been one safeguarding referral made because of a home check. This 
was due to the condition of the property and the safety of the children living 
there. Children’s social care accepted the referral, and a Social Worker is jointly 
working with the Housing Officer to improve the home conditions.  
 

2.7 In addition, a number on onwards referrals have been made: 
 

• 22 referred to social care 
• 12 referred to Occupational Therapy 
• 6 referred to mental health 
• 3 referred for drug and/or alcohol support 
• 2 referred to Community Relations to get involved with the resident 

engagement framework 
 

3.0 Challenges identified and lessons learned 
 

3.1 As expected, the pilot identified a number of challenges and/or areas we could 
improve on. Firstly, we originally started with cold calling. The reasons were: 
 

• To maximise the Housing Officer time, if residents were not in, they 
could move straight onto the next property.  

• To avoid complaints, if the Officer was held up in other checks and did 
not manage to get through all planned checks on that day. 

• To avoid any “staging” of the property, especially around subletting or 
other breaches of tenancy.  

 
3.2 Fairly quickly it became apparent that this approach was not yielding the results 

needed. Most Housing Officers have found sending letters or pre-booking 
appointments has been more fruitful, alongside combining with other visits.  
 

3.3 We have also found some resistance from residents who say they do not have 
time to complete the check, or they do not answer. During the pilot we have 
referred five cases to our Tenancy Audit Team for further investigation. We 
have not had to take any enforcement action to gain access yet. However, as 
the programme progresses this will become necessary to ensure access to all 
properties within five years.  
 

3.4 Availability of resources to complete this work was identified as a challenge pre-
launch of the pilot. We planned to transfer initial calls to the department to the 
Corporate Call Centre to free up resourcing. This would reduce the Housing 



  

Officer’s need to be on duty from one day per week to one day every three 
weeks. There were some delays to this transfer, due to the repairs calls 
transferring beforehand and needing a longer lead-in time than initially planned. 
The calls were transferred in July 2025 meaning there was not as much officer 
time available in the first part of the pilot. 
 

3.5 Additional unexpected pressures on the Housing Officer team have meant that 
the number of checks completed so far is lower than planned or expected. This 
includes vacant posts, several members of the team being on long-term 
sickness absence and maternity leave. This has meant Officers needing to 
cover urgent and re-active work and less time for pro-active work such as home 
checks. Recruitment has taken longer than expected but we are now back to a 
full complement of Housing Officers.  
 

3.6 To compensate for this impact, we have: 
 

• Appointed an additional Housing Officer post for 6 months, who will 
focus solely on home checks. They started this role on 24 November 
2025.  

• Collaborated with our Building Safety Team and agreed the Building 
Safety Managers will complete home checks in all the High-Risk 
Residential Buildings as part of their monthly checks. This started in 
September 2025.  

 
3.7 The process of completing the check on a Microsoft Office form is not ideal. 

This has caused challenges when connection is poor and doesn’t automatically 
update the system. The form also means additional follow-on admin work is 
required by the Officers and risks some information not being transferred or 
followed up as quickly as it should be. We have had to implement additional 
management manual checks which is resource hungry. The outcomes are 
populated onto an excel spreadsheet which is then cumbersome to manipulate 
to provide reports.  
 

3.8 Longer term the plan is to incorporate home checks directly into HMS. This will 
enable direct updates to the system including vulnerability flags and reasonable 
adjustments and enable better reporting. The discovery work started on this in 
November 2025 as part of the HMS phase 2 project. Due to potential overlaps 
with welfare checks in Independent Living schemes, occupancy checks in 
temporary accommodation and the PCFRA process this is likely to take longer 
than originally expected. We now estimate this will be in place by March 2026. 
 

3.9 The largest onwards referral from these checks has been to the Income and 
Welfare Benefits team. Originally the threshold was set so that any resident with 
rent arrears of four weeks rent or more, and no arrangement in place, would be 
referred. We have reviewed this as part of our collaboration meetings with the 
Income team, due to the large number of referrals and the fact that some 
residents pay monthly in arrears some of these referrals have not led to useful 
interventions. The referral process via email has also made it harder to report 
on outcomes. 
 

3.10 We have agreed that going forward, if a resident has arrears of more than four 
weeks and no arrangement, the Housing Officer will discuss with the tenant and 



  

only make an onward referral where there would be benefit or the resident has 
requested it. We have also agreed these referrals will be made as an “action 
request” on the HMS system so they can be better tracked. 

 
4.0 Positive feedback 

 
4.1 Tenants have told us that they like the home check process, and they feel the 

checks show we care about them. They have been happy to have the 
opportunity to meet their Housing Officer. 
 

4.2 Housing Officers have given positive feedback about carrying out checks. 
Particularly as it prompts them to visit residents who might not otherwise have 
triggered Housing Officer intervention or visits.  
 

4.3 Housing Officers have been able to assist with other tasks, such as registering 
for re-housing or completing change of circumstances forms. 
 

4.4 Housing Officers have also reported that the checks have enabled them to get 
access to properties where engagement had been low and access was required 
for other reasons. In effect giving a “reason” for visiting that is not immediately 
linked to potential breaches or tenancy or ASB. This has led to positive 
engagement in some longer standing cases.  

 
5.0 Next steps 

 
5.1 The focus going forward will be on: 

 
• Getting the home checks into HMS so the checks can be entered directly 

into the system, follow up actions created, and flags raised. This will 
enable better and consistent reporting of outcomes. 

• Increasing the number of checks completed by adding the additional 
resources.  

• Reviewing onward referrals and the outcomes and impact of them in the 
longer term. 

 
5.2 In addition, we want to seek resident feedback on the process and ensure 

learning is incorporated into the approach going forward. We will start this in the 
new year with the aim to complete by February 2026.  
 

5.3 Internal promotion of the pilot and ongoing steps needs to continue. We will do 
this through updates to Extended Leadership Team, webinars, and all staff 
updates. 



Lewisham Council Housing Services  

1 
 

 
Resident Engagement Strategy and Framework update (housing)  
 

Contents 
Monitoring and impact measurement wider update................................................................... 2 

The engagement framework ............................................................................................................. 2 

Update on the framework .................................................................................................................. 3 

Engagement good news stories and evidence of working in partnership .......................... 5 

Events ................................................................................................................................................. 6 

Roadshow (webinar) ................................................................................................................... 6 

Repairs open day ......................................................................................................................... 6 

Resident priorities and social value ........................................................................................... 6 

Back to School uniform giveaway and BBQ on Hazel Grove .......................................... 6 

Training and support ...................................................................................................................... 7 

CIH update ..................................................................................................................................... 7 

Communication .................................................................................................................................... 7 

Promotion of external opportunities to residents............................................................... 7 

Website updates........................................................................................................................... 7 

Upcoming engagement/ projects .................................................................................................... 7 

New tenant panel ......................................................................................................................... 7 

Play consultation (Winslade and Woodpecker) ................................................................... 8 

Recruitment ................................................................................................................................... 8 

Community Investment Fund ................................................................................................... 8 

Calendar of future resident engagement events/ meetings ..................................................... 8 

Proposed calendar of resident engagement events (2026)- Lewisham Council 
housing services .............................................................................................................................. 9 

Other resident engagement events, and where dates are to be confirmed: ..................... 10 

Key outcomes from IL Resident Forum meeting 30 September 2025 ............................. 13 

1. Review of Communal lounge procedure, updates and changes .......................... 13 

2. Resident approval stamp ................................................................................................. 13 

3. Performance review of biannually Spring enhanced fire safety checks ............ 13 

4. Linkline service presentation ......................................................................................... 13 

5. Christmas interscheme event ........................................................................................ 13 

6. January 2026 meeting agenda ....................................................................................... 13 

 

 
 



Lewisham Council Housing Services  

2 
 

 

Monitoring and impact measurement wider update 
We are working with partners from across Lewisham Council and social housing 
providers nationally to develop an approach to assessing impact and monitoring 
of engagement and how this benefits residents. We will continue to update as 
this develops and seek resident input. 
 

The engagement framework 
The new resident engagement framework forms part of the new resident 
engagement strategy (2025-2028).  Details of the engagement framework can 
be found below 
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Update on the framework 
Details of how we’re engaging residents through the framework can be found in 
the table underneath. 
 

Scheduled events 
What Monitoring Update/ notes 

Roadshows 1 held in 
November 

A roadshow (webinar) took place virtually on 19 November 
Over 80 residents attended the event. 
 

Door-
knocking 

1 held in 
November 

We carried out door-knocking in Lower Sydenham in November to 
promote the tenant advisory board and other upcoming opportunities. 
 

Repairs open 
days 

1 held in 
October, and 
1 held in 
November 

A repairs open day took place on the Winslade estate in New Cross in 
October. All estate residents were invited. 
  
A repairs open day took place at the Deptford Lounge in November 
with over 40 residents attending. Residents living in Deptford and New 
cross wards were invited to attend.  

Staff 
volunteering 
days 

On hold until 
spring 

The garden volunteering project is currently on hold. We are finalising 
the process and liaising with residents ready to restart in the spring. 
We have a list of gardens we will visit next year to clear. These 
requests were referrals from housing officers. 
 
We have offers of social value to support the project with staff time and 
equipment. This will ensure the project is sustainable. 

Panels and forums 
What Monitoring Update/ notes 

Leasehold 
forum 

1 held in 
September 

The last meeting was on 3 June, 5 leaseholders attended. The 
next meetings are 16 Sept. All minutes, papers can be found 
here: https://lewisham.gov.uk/-/media/services/housing/council-
homes/leasehold-forum/leasehold-forum-chair-approved-
minutes-2025-09-02.pdf  

Independent 
Living forum 

1 held in 
September 

The independent living forum met on 30 September 

Building 
Safety Panel 

N/A at the 
moment 

Building safety update is an agenda item for this meeting. 
Engagement dates for building safety drop ins can be found in 
this report (calendar of events) 

Resident 
Review Panel 

50/ 54 
actions 
completed  
 
 
 
 
 
 
 
 
 
 

Independent living review:  20 out of 20 actions completed and 
agreed with the RRP. 0 remaining. 
This review (independent living) has now been completed 
with actions implemented and agreed with the RRP. 
 
50 out of 54 actions for ‘repairs complaints’ & ‘independent 
living’ reviews have been agreed as completed with the RRP at 
a meeting with panel members on 27 November 2025 
 
Repairs complaints review: 30 out of 34 actions completed 
and agreed with the RRP. 4 remaining 
We continue to ensure we meet the 4 remaining actions for 
these reviews and will update the SPP on the progress of these. 

https://lewisham.gov.uk/-/media/services/housing/council-homes/leasehold-forum/leasehold-forum-chair-approved-minutes-2025-09-02.pdf
https://lewisham.gov.uk/-/media/services/housing/council-homes/leasehold-forum/leasehold-forum-chair-approved-minutes-2025-09-02.pdf
https://lewisham.gov.uk/-/media/services/housing/council-homes/leasehold-forum/leasehold-forum-chair-approved-minutes-2025-09-02.pdf
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1 review 
recently 
completed 

 
The ‘Housing Officer’ role was recently reviewed by the RRP. 
This will be presented with feedback from LBL at March’s SPP 
meeting. 

Tenants & 
Residents 
Associations 

N/A A spreadsheet has been developed to include actions from 
individual estates/ TRAs, these include actions following an 
estate walkabout with Evelyn TRA, the roadshow and other 
resident meetings. We hope to extend this wider to cover all 
actions from meetings- to present to the SPP. 
 
We will continue to support and work with TRAs, and Lewisham 
Tenant Fund to support development of new TRAs. 

Tenant 
Advisory 
Board 

12 members.  
 
 
 
 
 
1st meeting 
held on 
25/11/25 

There are currently 12 members of the new Tenant Advisory 
Board, 11 have applied to undertake the CIH level 2 
qualification. 
There is underrepresentation from the South of the Borough, and 
we actively seeking new members in this area. 
 
The board held their first meeting on 25 November to discuss 
governance, community investment, the Social Housing 
Innovation Fund, and updates on regulatory requirements 
 

Partnerships, training, workshops and other activities 
What Monitoring Update/ notes 

Partnerships 
with local 
organisations 

N/A We continue to work collaboratively with a range of 
organisations, partners and internal/ external stakeholders. 
 
This includes work with other directorates (e.g. climate 
resilience), and waste management. Both internal teams and 
external partners are invited to resident events where relevant 
for them. 

Community 
projects 

N/A We support a range of community projects that we have links 
with, through a range of methods.  
There are some examples in the good news section of this 
report. 

Training and 
Workshops 

N/A We are working with stakeholders and our colleagues at 
Lewisham council (Lewisham Works) to improve the offer and 
promote opportunities to residents.  
  
Lewisham Tenant’s Fund have agreed to support residents to 
access training to support engagement, including the CIH level 2 
course, which we will promote to prospective new panel 
members. 
Resident Review Panel (formerly scrutiny) training: Training for 
residents interested in joining the resident review panel, or 
existing resident review panel members 
 
We continue to offer online training with Tpas to residents who 
has asked to receive training information. 
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Surveys 295 
engagements 

There were 295 unique engagements with Lewisham Council 
Housing surveys. 
Residents have been consulted and surveyed about:  
Survey Amount of responses 
Fairfields vegetable patch 8 
Honor Oak communal garden 2 
Resident engagement  36 
Communal window cleaning 246 
Church Terrace (caretaking) 3 
Rent setting 15 
Webinar questions 28 

 

Task and 
Finish/ focus 
groups 

 0 between 
September 
and 
December 

We haven’t held any task and finish groups during this period. 
The team leading on designing and delivering the resident portal 
have been carrying out testing with residents and continuing to 
do this. 

On request 
What Monitoring Update/ notes 

Estate walk-
abouts 

1 planned on 
Tanners Hill 

A list of actions has been created and 1 action remains from the 
9 raised at Burnett Hill. They are entrance doors to be repaired 
which continues to be followed up. 
There is an action list of outstanding actions of estate 
walkabouts (primarily Evelyn estate), several of these actions 
have been completed/ responded to. Those that have not been 
completed will continue to be followed up. 
We are working on a task allocation system on teams to follow 
up with relevant staff on actions more cohesively. 
We are setting a date for a Tanners hill walkabout. 

Housing 
Officer 
surgeries 

7 taken place Housing officers have expressed interest in holding surgeries on 
estates in Sydenham and Winslade. Pepys Housing Officers 
(HO) continue to hold monthly surgeries on the estate. 
 
Housing Officers also attended the repairs open days 
 

 
 

Engagement good news stories and evidence of working in partnership 
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Events 
Roadshow (webinar) 
We hosted our fifth roadshow for Lewisham Council tenants 
and leaseholders on Wednesday 19 November, it took 
place as a Microsoft teams webinar with over 80 residents 
attending. 
 
Residents were updated by Gillian Douglas on the mock 
inspection and ombudsman, alongside a summary of the 
stock condition survey results, and a demonstration of the 
new resident portal. 
 
Repairs open day 
We hosted 2 repairs open days in the last quarter. One in October on the Winslade estate 
(New Cross), and one at Deptford Lounge (Deptford) in November. The events were 
promoted to residents on the estate and living the Deptford and New Cross wards. 
 
Teams attending the repairs open day included officers from the council’s repairs, major 
works, fire safety, building safety, housing management, sustainability and income teams, 
alongside community partners who offered health checks. 
The play area team attended the event on the Winslade estate to begin consultation on play 
area updates. 
 
The event at Deptford Lounge was really successful, welcoming over 40 residents. Over 94% 
of attendees shared feedback expressing their appreciation for the opportunity to engage 
directly with staff face-to-face.  
 
 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Resident priorities and social value 
 
Back to School uniform giveaway and BBQ on Hazel Grove 
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On 14 August REHOBOOTH Community Outreach brought the community together 
at Hazel Grove Estate for a Back-to-School Supplies Giveaway, alongside a 
Community BBQ  
Thanks to the generous support of Lewisham Housing Staff donating preloved uniforms and 
our gas contractor BSW, who donated £500 worth of school uniforms. 
The day was attended by over 100 residents. 
 

  
 

 
 
Training and support 
CIH update 
Eleven residents will be supported during 2026 to obtain CIH level 2 qualifications. The 
primary cohort will be from the new Tenant Advisory Board resident panel. Lewisham 
Tenant’s Fund have agreed to fund this training.  
 

Communication 
Promotion of external opportunities to residents 
We continue to use text and emails to communicate opportunities to engage to residents, this 
has included community safety events on the Pepys estate and Sydenham, and a survey on 
the Riverdale sculpture park (Lewisham town centre) 
 
Website updates 
The Council’s website has been updated to reflect the new strategy and framework 
https://lewisham.gov.uk/myservices/housing/have-your-say-on-your-services.  
We will continue to update this with ‘you said, we did,’ and more information about the panel/ 
good news stories. 

Upcoming engagement/ projects 
New tenant panel 
The new Tenant Advisory Board has been set up, with the first meeting taking place on 24 
November.  

https://lewisham.gov.uk/myservices/housing/have-your-say-on-your-services
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This panel will meet at least every quarter and will involve a group of around 12 
residents. The focus is for these to be residents not engaged in other aspects of the 
framework. 
 
We will continue to also actively recruit and train residents to the service and performance 
panel and the resident review panel to ensure they are representative and able to function 
effectively. 
 
Play consultation (Winslade and Woodpecker) 
We have set out the consultation plan and communication for the first stage of consultation 
with residents on the Winslade and Woodpecker estates. Donald (CRO) is attending the 
youth club session on the Winslade estate on 28 November to consult young people about 
their preference for play. 
We are planning initial works on the Woodpecker estate, and have designed a survey- this is 
currently with other stakeholders involved in estate improvements (Councillors, MP) before 
being sent to residents. 
 
Recruitment 
We have appointed a new member of the team ‘community relations officer’ Donald Daby 
joined the team in September and is working primarily on communication, and the community 
investment fund. A second community relations officer has been recruited (Kaye), she should 
be with us before the end of 2025. We then have a full staff team within community relations. 
 
Community Investment Fund 
We recently launched the community investment fund, offering grants to projects engaging/ 
supporting Lewisham council housing residents. The fund is open for applications, and we 
will seek a panel of residents to decide where the funding is allocated. Information sessions 
on the fund will be held for residents/ organisations interested in applying in December and 
January. Applications can be made through this link: www.smartsurvey.co.uk/s/CIF2025/ , 
and close on 16 January. 
 

Calendar of future resident engagement events/ meetings 
 

The final engagement event of 2025 will be the independent living Christmas party. It will take 
place in December, with all independent living resident invited. The event will be funded 
through social value from contractors. 

 
The proposed 2026 calendar sets out a comprehensive programme of activities designed to 
maximise resident participation and address local priorities. 

 
We will have at least four Repairs Open Days across the year: 
 

• Two large-scale events: One in the north and one in the south of the borough, 
providing opportunities for residents to meet staff, discuss repairs, and access 
support in-person. The venues will be large and accessible with an increased 
amount of staff available to manage residents’ queries effectively, and 
additional staff resource in place to follow up with residents following the 
events, to ensure their query has been responded to and that they are satisfied. 
 

• Two or more localised estate-based open days: Targeted at specific areas. 

http://www.smartsurvey.co.uk/s/CIF2025/
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We plan to schedule two now with the option to add further events if 
required throughout the year as issues emerge. 

 
Building on the success of the previous roadshows these will all now be virtual.  
We piloted a webinar approach in November 2025 and we propose to continue with this in 
2026.  
We have planned two events to provide general housing service updates, information about 
upcoming changes, and answer frequently asked questions. They are designed to be 
accessible to all residents, including those unable to attend in person. If additional things are 
identified in the year that we feel are important to communicate in this way we will add extra 
dates.  
 
Next steps 

 
The full calendar of events will be published on the Council website and shared with 
residents. 

 
Communications of dates in advance to residents aims to maximise attendance of residents 
and staff, will ensure all residents are informed about opportunities. 
 
Feedback from residents and stakeholders will be incorporated into ongoing reviews to 
ensure the framework remains effective and responsive and meets regulatory requirements. 
 
 
 
 
 
 
 
 

Proposed calendar of resident engagement events (2026)- 
Lewisham Council housing services 
 

Month Event Details 

January Tenant Advisory Board 
panel meeting Date TBC. 

February Virtual Roadshow #1 Themed session (e.g. damp & mould, energy 
efficiency). 

March Service & Performance 
Panel Thursday, Civic Suite + hybrid. 

 Tenant Advisory Board 
panel meeting Date TBC. 

April Repairs Open Day (North 
Lewisham) 

In-person, property services focused, based 
on repairs data. 
Location proposed: Deptford Lounge 

May Property services event 
(localised)  

This will be based on areas that require more 
intensive engagement from property services, 
and provide an in person opportunity to meet 
staff. 
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Month Event Details 

 Tenant Advisory Board 
panel meeting Date TBC. 

June Service & Performance 
Panel Thursday, Civic Suite + hybrid. 

 Repairs Open Day (South 
Lewisham) 

In-person, property services focused. 
Location TBC. 

July Virtual Roadshow #2 Themed session (e.g. building safety, estate 
services). 

August Community events School holiday partnership activities 

September Service & Performance 
Panel Thursday, Civic Suite + hybrid. 

October Tenant Advisory Board 
panel meeting Date TBC. 

November Property services event 
(localised)  

This will be based on areas that require more 
intensive engagement from property services, 
and provide an in-person opportunity to meet 
staff. 

December Service & Performance 
Panel Thursday, Civic Suite + hybrid. 

 
 
 
 
 
 
 

Other resident engagement events, and where dates are to be 
confirmed: 
 

Team(s) 
consulting Panel/ event More information 

Building safety Resident panel meetings 

 Meetings are currently paused, email 
engagement continues. Currently promoting for 
new members. 

Building safety 
Resident engagement 
session dates 

The BS drop in details are below.  Additional slots 
to be added. 
 
What: CAC 2000 drop-in – In partnership with x2 
Housing Officers (targeted) 
Times: 10:00 – 13:00 
When: Last Friday of each month 
 
What: Hatfield & Gerrad HRB’s drop-in (targeted) 
Times: 10:00 – 13:00 
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When: Last Monday of each month 
 
What: Irish Community centre drop-in for the 
benefit of residents from Rosenthal House 
(targeted) 
Times: 10:00 – 12:00.  

1. Tuesday 9th December 2025 
2. Tuesday 13th January 2026 
3. Tuesday 10th February 2026 
4. Tuesday 10th March 2026 
5. Tuesday 14th April 2026 

 
What: The White House drop-in for the benefit of 
the residents of the Whitehouse (targeted)   
Times: 14:00 – 17:00  
Pls see dates below. 

1. Monday 12th January 2026 
2. Monday 9th February 2026 
3. Monday 9th March 2026 
4. Monday 13th April 2026 
5. Monday 11th May 2026  

Community 
Relations Gardeners forum dates 

The gardener’s forum meet quarterly. Dates are 
set based on resident member availability. This 
usually takes place online. 

Community 
Relations 

Volunteer agreement and 
process In progress- due to be completed December 2025 

Community 
Relations 

Resident panel’s terms of 
reference review (SPP, 
RRP), and review of 
TRA’s constitution 
(template) In progress- due to be completed December 2025 

Fire safety 

Engage residents over the 
importance of both fire 
and building safety 
 
  

Training has been provided to residents (general 
needs and independent living) in fire safety.  
The importance of fire safety will also be 
communicated to residents through existing 
processes (home checks), and all new residents 
will receive relevant information, particularly where 
they are living in a High risk block. 

Environment 
Savings and Policy / 
Strategy Dates TBC. Savings must be achieved in 2025/26. 

Environment 

Management on Estates - 
including proposals for 
rolling out food waste 
collection and potentially 
synchronising this with 
closing refuse chutes. 

Engagement has begun on this through 
roadshows, letters, door-knocking and surveys. 
 Food waste collection must be rolled out by April 
2026 and chute closure are important in making 
this a success. 

Environment 

Changing Bulk Waste 
collection arrangements 
on estates including In progress 
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incrementally moving to 
appointments-based 
collections 

Environment 

Promoting Biodiversity 
and Sustainable Green 
Services - including  more 
no mow zones and 
wildflower meadows on 
estates, leading to CO2E 
and cost reductions In progress 

Environment 
Caretaker (further 
discussions to take place) In progress 

Housing 
Management Tenancy agreements Summer 2026 onwards 
Housing 
Management Various policies In progress 

Independent 
Living Forum 

Regular meetings taking 
place, with the forum 
feeding into the agenda. In progress, dates now confirmed. 

Major works 

Works to be undertaken 
and customer consultation 
feedback following 
completion of works 

Support with informal consultation for major work 
projects. Level of resident engagement will be 
dependent on the impact of works on residents. 
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Key outcomes from IL Resident Forum meeting 30 September 2025 
The Independent Living Resident Forum met 
on the 30 September 2025 for the second time 
this year. 
The meeting was held at one of the 
Independent Living schemes in Ladywell, 
giving members a chance to see other 
schemes and where the Linkline 24hr 
emergency alarm service is based.  
There were some lively discussions especially 
around the use of the communal lounges by 
residents.  
 

1. Review of Communal lounge 
procedure, updates and changes 
included:  

• The criteria for use of the lounge are that it ‘should be for the benefit of at least 
one resident living in the scheme’ 

• The Forum agreed that Notices of social functions being held in the lounge 
need to be placed 1 week in advance on the notice board in the front entrance 
and on the lounge door.  

• The lounge cannot be booked on Christmas day, New Year eve or day or any 
Bank Holidays  

• The social function must be finished by 11pm  
 

2. Resident approval stamp 
One of the members of the Forum designed an approval of documents stamp 
 

3. Performance review of biannually Spring enhanced fire safety checks 
Members reviewed the results of the checks and commented on how well they had 
gone in April ’25.  Members didn’t feel any other areas need to be included in the 
checks. It was agreed that April’s checks will be compared  with Octobers ’25 and 
reported back to the Forum in January ’26 meeting.   
 

4. Linkline service presentation 
Linkline’s Operations Manager presented to members the service they deliver to 
residents across the Borough, he explained how the calls come into the contact 
centre, how they are managed and what happens if there is no responses. If you want 
to know more, why not ask a Forum member.  
 

5. Christmas interscheme event 
Order of the event was agreed by the Members 
 

6. January 2026 meeting agenda 
• Review Independent Living Mobility Scooter Agreement Form  
• Performance review of weekly Health & Safety checks and Fire Alarm testing 
• Guest speaker, Councils Green Team Manager  
• Presentation on consumer standards and tenant satisfaction measures 



Lewisham Council Housing Services - Jargon Buster 
This document is designed to help residents and panel members better understand the language 
used in social housing, especially around asset management, regulation, and building safety. 
 
ASB : Anti-Social Behaviour 
BS01 : Gas safety checks compliance 
BS02 : Fire Risk Assessments compliance 
BS03 : Asbestos management surveys compliance 
BS04 : Legionella Risk Assessments compliance 
BS05 : Passenger lift safety checks compliance 
BSR : Building Safety Regulator 
CH01 : Complaints received per 1,000 homes 
CH02 : Complaints responded to on time 
D&M : Damp and Mould 
DLO : Direct Labour Organisation 
EEIS : Emergency Evacuation Information Sharing 
HMS : Housing Management System 
HRA : Housing Revenue Account 
HRRB : High Risk Residential Building 
IL : Independent Living 
LES : Lewisham Education Services 
NCIL : Neighbourhood Community Infrastructure Levy 
NM01 : Anti-social behaviour cases opened per 1,000 homes 
PCFRA : Person Centred Fire Risk Assessment 
PEEP : Personal Emergency Evacuation Plan 
PFI : Private Finance Initiative 
PP : Service and Performance Panel 
RES : Resident Engagement Strategy 
RP02 : Responsive repairs completed on time 
RRP : Resident Review Panel 
SELCE : South East London Community Energy 
TMO : Tenant Management Organisation 
TP01 : Tenant satisfaction with the overall service 
TP02 : Tenant satisfaction with landlord's overall repairs service 
TP03 : Tenant satisfaction with time taken to complete most recent repair 
TP04 : Tenant satisfaction that their home is well maintained 
TP05 : Tenant satisfaction that their home is safe 
TP06 : Tenant satisfaction that their landlord listens to their views and acts upon them 
TP07 : Satisfaction that the landlord keeps tenants informed about things that matter to them 
TP08 : Agreement that the landlord treats tenants fairly and with respect 
TP09 : Tenant satisfaction with landlord's approach to complaints handling 
TP10 : Tenant satisfaction that their landlord keeps communal areas clean and well maintained 
TP11 : Tenant satisfaction that their landlord makes a positive contribution to the neighbourhood 
TP12 : Tenant satisfaction with landlord?s approach to handling of anti-social behaviour 
TPAS : Tenant Participation Advisory Service 
TSM : Tenant Satisfaction Measures 
 

 
 

 
 

 



 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

  
 

 
 

 
 



Lewisham Council Housing Services  
Service and Performance Panel (SPP)  

 
 

Terms of Reference 
 

December 2023 

1. Introduction   
 

1.1 This sets out the terms of reference for the Service and Performance Panel (SPP) and 
provides guidance on the roles and responsibilities of Panel Members. 
 

1.2 The Service and Performance Panel will act as an interim arrangement to cover the 
period post transfer of Lewisham Homes to Lewisham Council, until the new Housing 
Directorate have undertaken a review of resident engagement, including the launch of a 
new Resident Engagement Strategy.   
  

  
2. Essential Functions of the Panel 

 
2.1 To provide intelligence through the resident experience, and constructive challenge to  

Lewisham Council as landlord. 
2.2 Through oversight and review, to provide a resident perspective on service and 

performance and get and give assurance that the Resident’s voice influences the 
Council’s decisions on future service delivery and strategy. 

2.3 Promote and implement and embed co-production within our approach with agreed 
quality standards to evidence the level of performance across landlord services 

2.4 Get assurance that Resident feedback and associated data is used productively and 
proactively by Lewisham Council to enable the Council to be responsive to and consider 
the needs of all Lewisham Council Housing Service Residents. 

2.5 To receive a quarterly report of complaints, trends, and learning, and to make 
recommendations for strategic service development to the Housing Board based on this.  

2.6 To review resident satisfaction for all tenures on a regular basis to better understand 
resident demand, access to and perception of services.  

2.7 To oversee the operation and review the effectiveness of the Resident Engagement 
Framework (REF) on a quarterly basis.  

2.8 To consider and comment on the refresh of the Resident Engagement Strategy.   
2.9 To review and comment on the annual report for Lewisham Council’s Housing Services. 
2.10 To gain assurance that the Council is delivering on its legal and regulatory obligations, 

review performance against regulatory requirements including Tenant Satisfaction 
Measures. 

2.11 To review and consider issues of building safety resident engagement.  
2.12 To consider and comment on relevant housing strategies and policies. 
2.13 To monitor and review compliance and regulatory performance.   
2.14 To track implementation and monitor progress of action plans resulting from Resident 

Scrutiny Panel review recommendations and ensure feedback is provided to the 
Resident Scrutiny Panel of progress. 

 
3. Strategy   

 
3.1 Review and comment on the content of the Annual Service Plan and the priorities set, in 

relation to operational service delivery.  Where changes are required, seek assurance 
that this has been considered by the Housing Directorate. 

3.2 Contribute to housing strategy and policy development where this relates to operational 
delivery of service and help shape future resident priorities.   
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3.3 The Panel’s role covers all services, and associated strategies provided to Lewisham 
Council Housing Service residents, including but not limited to  the following: 

- Resident services – service delivery, communication 
- Place based services, including neighbourhood and environmental strategies  
- Property services including repairs services and asset management  
- Oversight of the delivery of resident insight, involvement. and engagement  
- To monitor and provide recommendations on the performance of Equality, 

Diversity and Inclusion (EDI), ensuring that an equalities analysis assessment 
(EAA) is carried out for all strategies and policies that impact Lewisham 
Council Housing Service Residents.  

 
 
4. Performance   

 
4.1 Monitor the Housing Directorate’s performance in relation to its Annual Service Plan, 

performance targets and Board decisions.   
4.2 Contribute to the Annual Service Plan for recommendation to Lewisham Council Housing 

Services reflecting priority areas for improvement.   
 

 
5.  Membership  

 
5.1 The SPP will comprise up to eight members (including the Chair of the Committee).  
5.2 The SPP may co-opt members as part of its overall membership who may participate in 

deliberations and have voting rights. 
5.3 SPP members can be co-opted outside of meetings (via email/ in writing) provided the 

majority (over 50%) of SPP members vote in favour of the resident being co-opted. 
5.4 The SPP will comprise Lewisham Council Housing Service Residents and in so far as is 

reasonably practicable will be representative of a range of Lewisham Council Housing 
tenures, locations across the Borough, and demographics to ensure a range of views are 
represented. 

5.5 Only Residents appointed/ co-opted to the panel by other members can sit on the panel.  
5.6 The SPP may request attendance at SPP meetings from Lewisham Council Staff or other 

external organisations.  
5.7 The SPP Chair may temporarily remove SPP members for breaches of the code of 

conduct during meetings, but should seek approval from SPP members. 
5.8 A SPP member who ceases to be a Lewisham Council Housing Service’s Resident will 

automatically cease to be a member of the SPP. 
5.9 All SPP members must sign to confirm they understand and agree to Lewisham Council 

Housing service’s code of conduct for resident engagement, prior to them being able to 
sit on the SPP. 

5.10 All SPP Members must proactively promote the work of the Panel among their own 
networks. 

 
 

6.  Quorum   
 

6.1 The quorum for the SPP shall be 4  Members 
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6.2 If a quorum is not present within 15 minutes from the time appointed for a Service & 
Performance Panel (SPP) meeting, the SPP shall, if requested by a majority of SPP 
members present, be adjourned to such other day and at such other time and place as 
SPP members present may determine, and subject to the availability of Officers and 
venue.    

6.3 Alternatively at the Chair’s discretion, business may be conducted in the absence of a 
Quorum subject to any decisions related to the SAPP being ratified at the next meeting of 
the SAPP or via email.  

6.4 Where the Chair is not present, an alternative SPP member or Lewisham Council Staff 
Member will facilitate the selection of an acting Chair for that meeting.   

6.5 Where it is known in advance that the Chair will not be available for the next meeting 
then, wherever possible, the selection of an acting Chair should take place at the prior 
meeting.   
 

 
7.  Authority 

 
7.1 The SPP will require access to information in regard to any and all aspects of its mandate 

as defined in these terms of reference. This may exclude any confidential or 
commercially sensitive information or data the sharing of which would contravene data 
protection/GDPR, providing that data is not already in the public domain or would be 
subject to disclosure under the Freedom of Information Act and regulations issued under 
it. 

 
 
8.  Accountability 
 
8.1 The SPP will provide updates to Lewisham Council’s Housing Board via the minutes of 

SPP meetings. Updates will include the SPP Chair’s report of acts and proceedings of 
the SPP together with the reasons for decisions and escalation of any matters for the 
Housing Board’s attention. 

8.2 SPP members will act collegially, with mutual respect, within the law, the Code of 
Conduct, and these Terms of Reference.  
 

8.3      SPP, its work and that of all parts of the Resident Engagement Framework will be visible   
to Residents.  
 
9.  Meetings  

 
9.1 The frequency of SPP meetings will be at least once a quarter and agreed by SPP 

members, meeting dates will be reviewed annually.   
9.2 Should the Chair consider there is insufficient business to warrant the holding of a 

meeting and provided they are satisfied that the interests of Lewisham Council Housing 
Service Residents will not be materially prejudiced by so doing, the Chair may cancel a 
SPP meeting provided at least 24 hours’ notice is given to members.  

9.3 Further urgent meetings can be convened from time to time as required by operational 
demands, so long as there is a quorum present. 
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9.4 Additional SPP meetings may be called by the SPP itself by a one third majority of the 
members (or such whole number of SPP nearest to one third).   

9.5 Where the meeting is convened in accordance with the one third majority, the Chair must 
be satisfied that the appropriate number of SPP members wish to convene a meeting has 
been met and, in all circumstances, must ensure that reasonable notice is given to all 
members.   

9.6 Business at additional meetings of the SPP shall be restricted to the item(s) of business 
for which the meeting has been called.   

9.7 Reports will be sent to all SPP Members at least 5 working days in advance of the 
meeting.   

 
 
10.  Recommendations  

  
10.1 The SPP can make recommendations to the Housing Board  
10.2 Where consensus on the recommendations is not achieved, a simple majority of those 

members voting at the meeting may decide the matter.   
10.3 If there are equal members of votes for and against, the Chair will have a second or 

vesting vote. This is applicable only after all SPP Members, including the Chair, have 
cast a vote.   

10.4 Non SPP members will not have voting rights. 
 

 
11.  Minutes   

 
11.1 Minutes of the meeting will be cleared by the Chair prior to circulation to the SPP.  
11.2 Minutes of each SPP meeting must be kept and must be provided and made available at 

the next meeting of the Panel.   
11.3 Minutes will be circulated to SPP Members and will be included in the papers for the next 

SPP meeting.  Meeting minutes will be sent out within 3 weeks of the meeting taking 
place. 
 

 
12.  Governance 

 
12.1 Lewisham Council Housing Service’s Officers will support the SPP Chair to produce an 

annual work programme and annually review the effectiveness, skills requirements, and 
Terms of Reference for the SPP, reporting and proposing any revisions to the SPP. 

12.2 Lewisham Council Housing Service’s Officers will provide support to SPP collectively and 
to individual members to ensure reports and meetings are accessible and offer training/ 
support to members to carry out their role. 

12.3 •SPP will ensure Lewisham Council Housing staff work with other engagement/scrutiny 
structures and Partners externally and elsewhere in the Council and on areas of common 
interest to share resources and expertise. 

Commented [RS1]: Would help if this was more 
specific 
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