
1 
 

Appendix 1 

Communication and Engagement Plan- 

Building Safety Capital Projects 

Introduction 

At the beginning of 2020 we renewed our commitment to providing a wide range of ways 

for residents to influence the work that we do, and to provide strong platforms for residents 

to have their voices heard.  We have been working to ensure this approach is central to 

everything we do.   

Nowhere is this more important than when it comes to keeping residents safe, and we have 

been developing and rolling out an engagement programme to work in partnership with our 

residents around the building safety agenda. The 2018 Housing Green Paper and the 

subsequent publication of the White Paper earlier this month provide a strong steer on the 

direction of travel for the sector to strengthen residents’ voices over the way we approach 

building safety.  This plan, which is aligned with the Charter for Social Housing Residents, 

sets out our approach to ensure effective communication and engagement with residents 

during the life of the building safety capital programmes, relating to the installation of 

sprinklers and the replacement of spandrel panels 

Overarching strategy 

The Communication and Engagement Plan is built around the following key principles: 

 Residents and stakeholders will be involved at the right time, in the right way and for 
the right reasons 

 We will provide transparent, easy to understand, local relevant information  

 We will meet individual resident needs as far as possible 

 We will work collaboratively with residents to provide an excellent customer 
experience and help manage expectations 

 We will use multiple methods and platforms of  communication and engagement  to 
be as inclusive as possible 

 We will apply a consistent approach and if we ever fall short, we will learn from it. 
 

Building Safety Advocates 

Building Safety Advocates (BSAs)  are  resident volunteers from each block, who are 

provided with training and support to working in partnership with SCH to carry out building 

safety inspections. The BSAs will be the primary mechanism for ensuring we have effective 

and robust engagement throughout the programmes will be through the Building Safety 

Advocates (BSAs).    It is proposed to develop this role so they become a central point for 

consultation, engagement and communication.  This will encompass activities such as: 

 Receiving monthly briefings on programme progress  

 Informing the monthly newsletter and website content  
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 Attending engagement events such as virtual  Q&A sessions and block ‘drop in’ 

sessions 

 Supporting consultation in blocks to develop individual communication  and 

engagement plans 

 Act as a central point of contact for residents 

 Inspection of non-technical works  

 Providing timely feedback from which we can capture  learning from onsite works to 

revise processes. 

 

Recruitment is underway, with the aim of having a BSA in each block. There will be 

incentivisation through the provision of a tablet device in order to assist the BSAs in their 

role. 

Communications and engagement activity 

On 26th November a building safety newsletter will be delivered to all high rise residents 

providing initial information on the sprinkler installation programme and the replacement of 

the spandrel panels.  It will also provide details of how residents can be involved in the 

development and delivery of the programmes through the BSA initiative.  Additional 

information in the form of detailed FAQs will be available on the website and resources are 

in place to deal with resident enquiries as a result of the newsletter circulation. 

There are a number of proposed activities during the mobilisation period and whilst the 

work is being carried out on site.  The general principle is to provide activities in an 

individualised way to each block, to suit the requirements of the residents who live there.   .   

In addition to the partnership activities with the BSA’s other activities will include: 

 Where every possible, void properties will be used to create a show flat for residents 

to visit in order to see the finished works 

 Monthly newsletter to all residents  

 Regular website updates and  social media posts 

 Time-lapse videos of the work being carried out  

 FAQs and ‘You said – We did’ updates 

 Brochures containing pictorial information on the product and installation  

 Information videos explaining works process 

 Online Q&As 

 Drop in events in each block  

 Specially trained Contact Centre Advisors  

 Dedicated customer liaison officers to oversee appointments and liaise with 

residents on all practical arrangements  

 Weekly email, text or letter updates of progress whilst on site 

 Dedicated point of contact  

 Enhanced complaints process whilst on site (single point of contact, swifter 

timeframes for resolution) 
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 Satisfaction surveys 

 

It should be noted that the engagement activity will be tailored to current covid guidance 

that may be in place at the time. 

Vulnerable residents 

A full programme will be put in place to engage with and support vulnerable residents.  A 

separate plan will be developed but consideration is being given to the following: 

 Identification of all vulnerable residents in each block  

 Individual assessment of need and support  

 Specific communications, engagement for our older person blocks and blocks with 

Temporary Accommodation 

 Single point of contact for vulnerable residents through the Customer Liaison Group 

 Provision of adapted communication such as Easy Read, large print, and alternative 

languages  

 The approach will be fully aligned with our Priority Service Register that SCH are 

currently developing. 

 

A full Fair Treatment Assessment will be carried out and the proposed approach will be 

consulted on with the Vulnerable Residents Group. 

Resource 

Communication and engagement will be resourced by a project team at SCH who will work 

alongside dedicated resource aligned to contractors.  This will include: 

 Communication & Engagement Officer 

 Specialist Customer Service Assistant 

 Dedicated Customer Liaison Officers 


