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ENGLISH
If you need this document in your preferred language, or in Braille, Audio, or Large Print 
formats, please contact us at BuildingSafetyTeam@Southwark.gov.uk or phone 
020 7525 1177 to request a copy.

ESPAÑOL (SPANISH)
Si necesita este documento en su idioma preferido, o en formatos Braille, audio o letra 
grande, póngase en contacto con nosotros en BuildingSafetyTeam@Southwark.gov.uk 
o llame al 020 7525 1177 para solicitar una copia.

PORTUGUÊS (PORTUGUESE)
Se precisar deste documento no seu idioma preferido, ou nos formatos Braille, áudio ou 
letra grande, contacte-nos em BuildingSafetyTeam@Southwark.gov.uk ou telefone 
020 7525 1177 para solicitar uma cópia.

FRANÇAIS (FRENCH)
Si vous avez besoin de ce document dans la langue de votre choix, ou en braille, audio ou 
gros caractères, veuillez nous contacter à BuildingSafetyTeam@Southwark.gov.uk ou 
appeler le 020 7525 1177 pour en demander un exemplaire.

中文（简体）(SIMPLIFIED CHINESE)
如果您需要此文件的首选语言版本，或盲文、音频或大字号印刷格式，请通过 
BuildingSafetyTeam@Southwark.gov.uk 联系我们，或致电 020 7525 1177 索取副本。

POLSKI (POLISH)
Jeśli potrzebuje Pan/Pani tego dokumentu w preferowanym języku, lub w formatach 
Braille’a, audio lub dużego druku, prosimy o kontakt pod adresem BuildingSafetyTeam@-
Southwark.gov.uk lub telefonicznie pod numerem 020 7525 1177, aby zamówić egzemplarz.

(ARABIC)  العَرَِ��َّة
 إذا �نتم �حاجة إلى هذا المستند �اللغة التي تفضلونها، أو �ص�غ برایل، صوت�ة أو �ط�اعة �بیرة، یُرجى التواصل معنا عبر 
BuildingSafetyTeam@Southwark.gov.uk أو الاتصال على  020 7525 1177  لطلب نسخة.

বাংলা (BENGALI)
আপনার যিদ এই নিথ� আপনার পছে�র ভাষায়, অথবা ে�ইল, অিডও বা বড় মু�ণ ফমর্য্ােট 
�েয়াজন হয়, অনু�হ কের BuildingSafetyTeam@Southwark.gov.uk এ েযাগােযাগ ক�ন অথবা 
020 7525 1177 ন�ের েফান কের এক� কিপ অনুেরাধ ক�ন।

TÜRKÇE (TURKISH)
Bu belgeye tercih ettiğiniz dilde veya Braille, sesli ya da büyük punto formatlarında 
ihtiyacınız varsa, lütfen BuildingSafetyTeam@Southwark.gov.uk adresinden veya 
020 7525 1177 numarayı arayarak bizimle iletişime geçin.

ROMÂNĂ (ROMANIAN)
Dacă aveți nevoie de acest document în limba preferată, sau în formatele Braille, audio sau 
caractere mari, vă rugăm să ne contactați la BuildingSafetyTeam@Southwark.gov.uk sau să 
telefonați la 020 7525 1177 pentru a solicita o copie.

РУССКИЙ (RUSSIAN)
Если вам нужен этот документ на предпочитаемом языке или в форматах Брайля, аудио 
или крупного шрифта, пожалуйста, свяжитесь с нами по адресу BuildingSafetyTeam@-
Southwark.gov.uk или позвоните по номеру 020 7525 1177, чтобы запросить копию.
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INTRODUCTION AND PURPOSE
This Building Safety Resident Engagement Strategy explains how Southwark Council will 
involve residents in building safety decisions. The aim is to make sure that residents are 
informed, listened to, and able to contribute to the safety of their homes. This strategy 
follows guidance from the Building Safety Act (2022) and lessons learned after the Grenfell 
Tower tragedy. It’s our goal to work with residents to make all homes safe, well-maintained, 
and good places to live.

We want to create a clear and open process where tenants, leaseholders, and shared 
owners can give their views and tell us what they need. Residents’ experiences and 
knowledge are vital in helping us improve our services and meet high standards in building 
safety.

This strategy will set out how we engage, consult, and work with residents on decisions 
a�ecting their homes. It will help us build a safe, proactive approach to building safety, 
based on community input and trust.

BACKGROUND
Southwark Council is committed to putting resident safety first. Following the Grenfell 
Tower tragedy in 2017, the Government’s Independent Review of Building Regulations and 
Fire Safety made it clear that residents in high-rise buildings need a stronger voice in 
building safety. The Building Safety Act, which became law in April 2022, sets out new 
responsibilities for landlords to keep residents involved and informed about safety matters.

A “high-rise” building, as defined by the law, is any building that is 18 metres tall or has 
seven or more storeys. Southwark Council manages 187* high-rise buildings, with each one 
housing a mix of tenants, leaseholders, and shared owners. This strategy is part of our 
promise to keep these buildings safe and to make sure residents have a say in decisions that 
a�ect them.
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AIMS OF THIS STRATEGY
The main goals of this strategy are to:

Help Residents Get Involved: Make it easy for all residents to share their views on 
building safety and feel confident that their voices are valued.

Keep Residents Informed: Provide clear and accessible information about safety 
matters and any works or changes planned for their building.

Build Trust and Engagement: Use open, honest communication to build trust between 
residents and the Council. We will act on feedback, admit when we’ve made mistakes, 
and ensure our responses are prompt and respectful.

Adapt to Residents’ Needs: Recognise the diverse needs of Southwark’s residents by 
using various methods of engagement, including translated materials and accessibility 
options, to make sure no one is excluded.

Work Together for Safety: Make safety a shared responsibility, encouraging residents 
to play an active role alongside us in maintaining safe homes.

RESIDENT PRIORITIES
Through feedback, surveys, and meetings with residents, we have learned what matters 
most to residents in Southwark regarding building safety. This strategy aims to respond 
directly to these priorities, which include:

Clear Communication: Residents want straightforward and timely updates on building 
safety, including any planned works, safety checks, and how these may a�ect their 
daily lives.

Safety in Communal Areas: Many residents have highlighted the importance of keeping 
shared areas safe and clean. They want information on any changes or improvements 
in these areas.

Transparency in Safety Plans: Residents value knowing what safety measures are in 
place and being kept up-to-date on emergency plans, including evacuation routes and 
meeting points.

Opportunities for Feedback: Residents want a chance to share their views and 
concerns and to know how their feedback is being used to improve safety.

Support for Vulnerable Residents: There is a need to address the specific safety 
requirements of older or vulnerable residents, particularly in the event of emergencies.

We are committed to addressing these priorities through this strategy and to making sure 
that every resident has a voice in building safety matters.

1.

2.

3.

4.

5.

*This number will change according to changes in the council’s stock.  
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WAYS WE WILL ENGAGE WITH YOU
We know that di�erent residents prefer di�erent ways of communicating. This strategy sets 
out a range of ways we will engage with you to ensure everyone has a chance to be 
involved in building safety:

Surveys and Questionnaires: We will use surveys to get your views on specific safety 
topics. These will be available both online and as printed copies to make sure everyone 
can participate.

Resident Meetings: We will hold regular meetings for residents to discuss safety issues, 
share updates, and answer questions. Where possible, we will provide both in-person 
and virtual options so that as many people as possible can attend.

Letters and Emails: Important updates will be sent out in letters and emails. For urgent 
information, we will prioritise faster methods, such as email and SMS, to reach you 
quickly.

Building Safety Managers: Our Building Safety Managers will be available to speak with 
residents during Estate Action Days or door-to-door visits. They are there to answer 
questions, listen to concerns, and gather feedback on safety matters.

Translations and Accessibility: We are committed to making all safety information 
accessible. This includes providing translated materials where needed and o�ering 
large print, braille, or audio formats upon request.

Resident Boards and Focus Groups: To provide ongoing input, residents can join 
boards or focus groups dedicated to building safety. These groups will work closely 
with us, ensuring residents' voices are central in planning and decision-making.

Building Safety Microsite: We have created a dedicated Building Safety Microsite to 
provide residents with easy access to up-to-date information on building safety 
matters. The microsite contains details about ongoing and planned works, safety 
updates, and key documents. You can use the microsite to stay informed, participate in 
consultations, and share feedback on building safety decisions. Visit the microsite at 
https://engage.southwark.gov.uk/en-GB/folders/building-safety to keep up to date 
with the latest developments.

1.

2.

3.

4.

5.

6.

7.
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TENANTS AND RESIDENTS 
ASSOCIATIONS (TRAS)
Tenants and Residents Associations (TRAs) play 
an essential role in our engagement strategy, 
acting as representatives for their communities 
and providing valuable insight into residents’ 
needs and priorities. By working closely with 
TRAs, we can ensure that all voices are heard, 
and that residents’ concerns are central to our 
decision-making processes.

HOW WE WORK WITH TRAS
Regular Communication: We will maintain ongoing communication with TRAs to share 
updates on building safety matters, provide information about planned works, and 
gather feedback on key issues.

Collaborative Decision-Making: TRAs will be consulted during major building safety 
decisions, such as large-scale works or changes to building safety strategies.

Participation in Resident Panels: TRA representatives will be invited to join Resident 
Panels to discuss and review decisions a�ecting building safety.

Support and Resources: We will provide TRAs with resources such as updates, 
briefings, and materials they can share with their members to keep all residents 
informed.

Acting as a Liaison: TRAs will help us understand localised issues, enabling us to 
address concerns specific to their building or area.

By partnering with TRAs, we aim to strengthen relationships with our residents, enhance 
communication, and ensure that building safety strategies reflect the needs of the 
community.

1.

2.

3.

4.

5.

Regular
Communication

Collaborative
Decision-Making

Participation in
Resident Panels

Acting as
a Liaison

Support and
Resources
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WHEN WE WILL ENGAGE WITH YOU
Informal engagement can happen at any time. We encourage you to reach out to us 
whenever you have questions, concerns, or suggestions about building safety. You can:

INFORMAL ENGAGEMENT
Informal engagement can happen at any time. We encourage you to reach out to us 
whenever you have questions, concerns, or suggestions about building safety. You can:

Send Us an Email: Email the Building Safety Team at
buildingsafetyteam@southwark.gov.uk with any queries or feedback.

Call Us: Contact our team via phone during working hours to discuss your concerns on 
020 7 525 1177.

Speak with Your Building Safety Manager: Building Safety Managers regularly visit 
your building. Feel free to stop them for a chat when you see them onsite or during 
Estate Action Days.

Informal engagement allows for open and ongoing communication between residents and 
our team, ensuring you always have access to the support you need.

FORMAL ENGAGEMENT
We will engage with you formally at key moments to ensure transparency and collaboration 
on building safety matters. Formal engagement includes:

Before, During, and After Works: We will consult with you before any works begin, 
keep you updated while they are ongoing, and gather your feedback once they are 
completed.

When Key Building Safety Decisions Are Made: This includes decisions about fire 
safety measures, maintenance priorities, and building regulations compliance.

When Reviewing the Engagement Strategy: We will seek your input when reviewing or 
updating this strategy to ensure it continues to meet the needs of all residents.

During Regular Building Inspections: We will communicate the findings of building 
safety checks and involve you in any follow-up actions.

In Emergency Situations: If urgent safety measures or repairs are required, we will 
inform you promptly and involve you in discussions about the next steps.



FORMAL ENGAGEMENT, CONT’D
When Government Regulations Change: We will explain how any new laws or 
guidelines a�ect your building and involve you in adapting to these changes.

Formal engagement provides a structured opportunity for you to have your say and 
ensures we remain accountable in our actions. Consultations on Building Safety decisions 
will last for a minimum of three weeks.

We recognise that the type of project determines how we engage with you. For example, 
there may not be as much information to share about repairing communal lighting as there 
would be for replacing all the windows in your home. The level of contact depends on 
several factors, including the type of work being carried out, whether it involves individual 
homes or shared spaces, and the number of properties a�ected.

If works arising from a building safety decision are expected to last more than one day, limit 
access to any part of a building, or otherwise cause a nuisance to residents, we will consult 
with you about the days and times when works should take place. We will also discuss how 
to minimise any disruption these works may cause.
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REPORT A BUILDING SAFETY CONCERN
We’re here to help. Southwark Council has implemented a safety reporting system for all 
high-rise buildings to ensure your home is safe and secure.

How to Report a 
Safety Concern

If you notice anything in your building that 
concerns you, such as signs of structural 
damage, fire risks, or any other safety issues, 
please report it.

You can report your concerns by calling our 
Customer Call Centre or sending an email. 
Every report is logged within our system.

0207 525 0042
complaints@southwark.gov.uk



OUR COMMITMENT TO YOU 
We take every concern seriously and work swiftly to address potential risks.

Our goal is to resolve major concerns within 24 hours, and we have specific timelines 
for other levels of risk.

We continuously monitor and manage all reported concerns to prevent any 
recurrence and to improve overall building safety.

For any safety issues or concerns, please do not hesitate to contact us. 

MAKING A BUILDING SAFETY COMPLAINT
We accept complaints in all formats and they can be made in a number of ways, including:
  

Visiting our website at: Making a complaint - Southwark Council  
Emailing us at: complaints@southwark.gov.uk  
Calling our Customer Service Centre on: 0207 525 0042  
Writing to us at: Customer Resolutions Team, PO Box 64529, London, SE1P 5LX  
In person at one of our o�ces  
Via social media (where we can identify the person making the complaint)  

Where we accept a complaint via social media, we will liaise with the complainant as to the 
most productive way of managing that complaint and look to take it o�-line, so that we can 
ensure confidentiality and privacy.
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What Happens 
After You Report?
Our Building Safety Team will review your concern and assess the risk. If your concern is 
urgent and poses a significant risk, we will act immediately to ensure your safety.

We will also submit a detailed report to the Building Safety Regulator for concerns that 
could lead to serious harm. This is known as a Mandatory Occurrence Report.

You'll be informed within 24 hours of your report being received and we'll keep you 
updated as we address the issue.



ESCALATING A COMPLAINT TO THE 
BUILDING SAFETY REGULATOR
If you feel your complaint about building safety or our engagement process has left you 
dissatisfied, you have the right to escalate your complaint to the Building Safety Regulator 
(BSR).

When referring your complaint, please include any information you have about actions we 
have told you we are going to take or have already taken.

You can escalate your complaint to the BSR by visiting: 
https://www.contact-building-safety-regulator.service.gov.uk/

Once you raise an issue, the BSR will review your complaint independently and decide if it 
is a relevant complaint. We will work closely with the Regulator by providing any necessary 
information to help resolve your concern.

You can find more guidance about escalating a complaint to the Regulator by visiting 
https://www.gov.uk/guidance/complain-about-a-building-safe-
ty-risk-in-a-high-rise-building#refer-complaint
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WHAT INFORMATION YOU’LL GET
Southwark Council is committed to keeping residents updated about building safety. We 
want to make sure you have clear and timely information so you feel informed, supported, 
and safe in your home. Below is a list of the types of information we will share with you. This 
list may change if new safety updates are needed.

What Information You Will Receive

1. Fire Safety Information
• How we prevent fires in your building.
• What to do if there is a fire.
• Any changes to fire safety rules or procedures.

2. Regular Building Safety Checks
• Advance notice of planned safety inspections, including dates and times.
• What the inspections will cover (e.g., fire doors, alarms, emergency lights).
• Updates on the results of these checks and any actions needed.



WHAT INFORMATION YOU’LL GET, CONT’D
3. Updates on Safety Work in Your Building

• Regular progress updates on safety improvements.
• Expected start and finish dates for building works.
• Information on any disruptions and how we will minimise inconvenience.

4. Emergency Contact Details
• Who to contact for building safety questions.
• Emergency numbers for reporting safety issues outside normal hours.
• Contact details for Building Safety Managers who can o�er support and advice.

5. Changes to Evacuation Plans
• Immediate updates if evacuation routes or procedures change.
• Why the changes are happening and how they a�ect you.
• Updated evacuation maps and instructions if needed.

6. Updates to Resident Engagement Strategy
• We will send letters and emails that explain how and when consultations on the 
   resident engagement strategy will take place.
• Written communications will include details of the consultation process, such as 
   dates, times and the formats (meetings, online forms, postal surveys etc.)
• We will also publish these updates on our Building Safety Microsite so that everyone 
   can easily find the information
• After the consultations, we will inform you in writing about any changes made to the 
   strategy and why these changes were decided.

Building safety rules may change over time, so we will review and update this list regularly.
We will always use simple language to make sure all residents can understand the 
information. If you need translations, large print, or audio versions, please let us know, and 
we will provide them upon request.
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BUILDING SAFETY DECISIONS
What Are Building Safety Decisions?

Building Safety Decisions are decisions made by Southwark Council, as the Principal 
Accountable Person, concerning the fire and structural safety of your building. These 
decisions are made to ensure compliance with our duties under Part 4 of the Building 
Safety Act 2022. They relate to the management of safety risks, maintenance, and 
improvements needed to keep your building safe and secure.

Building Safety Decisions We Will Consult On

We are committed to keeping residents informed and involved throughout all stages of any 
major building safety works. When building safety works are required, we will always 
consult with residents on:

Why the Work Is Happening: Explaining the reason for the work and how it addresses 
specific safety risks.

When It Will Happen: Providing a clear schedule, including forecast start and 
completion dates.

How Long the Work Will Last: Sharing estimated timeframes to help you plan and 
prepare.

Areas of the Building That Will Be Impacted: Highlighting which parts of the building 
will be a�ected, such as communal areas or individual homes.

Who Will Be Carrying Out the Work: Introducing the contractors and their role in the 
project.

To support this process, we will use our Resident Board meetings to discuss major building 
safety works. These meetings will provide an opportunity to explain decisions, answer 
questions, and gather feedback from residents.
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HOW WE USE YOUR OPINIONS
We want residents to have a voice in building safety decisions. Here’s how we gather and 
use your feedback:

1. Sending Out Questionnaires (where necessary) – We will send a questionnaire to all 
residents to ask for your views on building safety.

2. Time to Respond – You will have at least three weeks to fill in the questionnaire and 
send it back.

3. Collecting Feedback – After the deadline, we will collect and review all the responses 
using Microsoft Forms. This will take about one to two weeks.

4. Writing a Report – The Building Safety Team will use your feedback to write a report 
showing common concerns, suggestions, and ideas from residents.

5. Making Decisions – Senior team members will read the report and decide how to use 
your feedback to make safety improvements.

6. Keeping You Informed – We will let you know about any changes through 
newsletters and a special website, so you can see how your feedback has made a 
di�erence. 

Consideration of Views

We have a system in place to ensure that all views are considered, even if not adopted. The 
senior members of the Building Safety Team will document all resident feedback and the 
rationale behind adopting or not adopting certain suggestions. This ensures that every 
view is carefully evaluated, and decisions are recorded transparently.

If a suggestion is not adopted, we will communicate the reasons clearly through follow-up 
newsletters or meetings, ensuring that all residents understand the considerations 
involved.

Building Safety Decisions We Will Not Consult On

While we are committed to engaging with residents on most building safety decisions, 
there are specific circumstances where consultation may not be possible. In such situations, 
the safety of all residents will always be our top priority. However, we will ensure timely 
communication to keep you informed and involved as much as possible.
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CHANGE OF
EVACUATION STRATEGY
In certain situations, such as when recommended by a fire safety or structural engineer, we 
may need to change a building’s evacuation strategy. This could happen due to:

Emergency works that temporarily alter access routes or building layouts.

Risks that cannot be quickly mitigated or remediated.

In these cases, we will not consult on the decision itself, as acting promptly is essential for 
the safety of all residents. However, we will:

Communicate the Change: Inform all residents about the new evacuation strategy and 
explain why the change is necessary.

Discuss Individual Needs: Engage with residents to identify any mobility, cognitive, or 
hearing challenges that may a�ect their ability to evacuate the building safely. We will 
work to address these needs through tailored support or alternative arrangements.
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EMERGENCY WORKS
In cases where a building safety risk or risk to life is identified, it may be necessary to carry 
out emergency works immediately. These works could include urgent repairs to structural 
elements, fire safety systems, or other critical components of your building.
While we may not be able to consult with you before the works begin, we will:

Inform Residents Before the Works Start: Provide clear information on what the 
emergency works involve and why they are necessary.

Consult on Timing: Discuss the days and times when the works will take place to 
minimise disruption where possible.

Communicate Progress and Completion: Keep you updated throughout the works and 
confirm when they are complete.

Sometimes when emergency works are needed, and are chargeable to leaseholders, the 
urgency of the work means we cannot fully comply with the statutory consultation 
requirements. In these instances we may submit a dispensation application for those 
requirements we cannot fully accommodate.

SCENARIO

1

SCENARIO

2



SCENARIO

3
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STATUTORY COMPLIANCE & 
EVERYDAY REPAIRS
Sometimes we have to carry out repairs of safety work because the law requires it, or 
because it is part of the regular upkeep of the building. For these types of work, there is 
limited scope for consultation before the works or repairs are carried out, since we must act 
quickly to keep everyone safe. However, we will always tell you what work is needed, why 
it is needed, and how it might a�ect you. You will get this information through letters, 
emails, and updates on our Building Safety microsite.

COMMUNICATING COSTS OF 
BUILDING SAFETY DECISIONS
We understand that building safety decisions can have financial implications for residents 
and homeowners, particularly leaseholders. To ensure transparency and clarity, we will 
communicate any costs arising from building safety decisions at the earliest opportunity, 
providing detailed information on what the costs cover, why they are necessary, and how 
they will be applied.

When We Will Communicate Costs

We will notify residents and homeowners about costs in the following situations:

• Before Works Begin: We will provide an estimate of the costs associated with 
planned works, detailing what the works involve and how they contribute to building 
safety. For leaseholders, this will include any charges they are responsible for, 
in compliance with Section 20 consultation requirements.

• During Works: If there are any changes to the scope of the project that impact costs, 
we will update residents and homeowners as soon as possible. This will include an 
explanation of why the changes were made and how they a�ect the overall budget.

• After Works Are Completed: We will provide a final breakdown of costs once the 
works are completed. For leaseholders, this will include a clear summary of their 
contributions, any adjustments made during the project, and payment options 
available to them.



How We Will Communicate Costs

We will use a variety of methods to ensure residents and homeowners receive the 
information they need:

• Section 20 Notices: For chargeable works, leaseholders will receive formal notices in 
accordance with legal requirements.

• Letters and Emails: We will send detailed cost breakdowns and updates to a�ected 
residents and homeowners.

• Building Safety Microsite: Information on costs and Section 20 consultations will be 
made available on our Building Safety Microsite for easy access.

Our aim is to provide clear, timely, and accessible information about costs, ensuring that 
residents and homeowners are well-informed and have the opportunity to ask questions 
and provide feedback.
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ENGAGING WITH RESIDENTS DURING 
BUILDING SAFETY WORKS
Consulting Leaseholders

Where works are chargeable to leaseholders, we will consult with residents in line with 
Section 20 legislation. This ensures transparency and gives leaseholders the opportunity to 
raise concerns and provide feedback on planned works.

How We Will Communicate Building Safety Decisions

To ensure all residents are kept informed and can contribute their views, we will use a range 
of communication methods, including:

• Letters: Providing detailed information about the works and their impact.

• Emails: Sending updates directly to your inbox for quick and accessible information.

• Resident Meetings: Discussing safety decisions and gathering input during in-person 
or virtual meetings.

By consulting with you on building safety decisions, we aim to maintain transparency, 
address your concerns, and ensure the safety and well-being of everyone in your building.



Feedback

Concers
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HOW WE WILL USE YOUR FEEDBACK
Your feedback is essential to improving building safety across Southwark’s high-rise 
buildings. Here’s how we plan to use it:

1. Gathering and Reviewing Feedback: We will collect your feedback through surveys, 
meetings, and one-to-one discussions with Building Safety Managers. This feedback 
will be reviewed by our Building Safety Team to identify key concerns, suggestions, and 
areas for improvement.

2. Making Decisions Based on Feedback: Our senior team will review your feedback 
and consider it when making decisions about building safety. We will explain any 
decisions or actions we take based on what we have heard from residents.

3. Reporting Back to You: We will let you know how your feedback has made a 
di�erence. This will be done through newsletters, updates on our microsite, and in 
resident meetings. We aim to be transparent and to show how resident input is being 
used.

4. Addressing Concerns: If any feedback raises urgent safety concerns, we will act 
quickly to investigate and resolve these issues. Building Safety Managers will be 
available to discuss any safety issues you want to bring to our attention.

5. Recording Reasons for Decisions: If we are unable to act on certain suggestions, we 
will explain the reasons why in our communications. This will help keep residents 
informed about how decisions are made.

We will maintain detailed records of all resident consultations, feedback received, and 
engagement reviews. These records will be kept for audit purposes and shared with 
residents upon request.
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CONSULTING WITH RESIDENTS ON
URGENT MATTERS
In critical situations, it is essential that residents are kept informed and consulted in a timely 
and e�ective manner. Southwark Council has developed clearly defined arrangements to 
ensure communication is swift, accessible, and inclusive during urgent building safety 
matters.

When and How We Consult on Urgent Matters

Urgent matters include any building safety issues requiring immediate attention, such as 
changes to fire evacuation strategies, emergency repair works, or updates on new safety 
risks. In these situations, we prioritise rapid consultation and communication to keep all 
residents informed and involved in the decision-making process.

To achieve this, we use multiple communication channels to ensure that no resident is left 
out of the loop. These include:

• Hand-Delivered Letters: For urgent updates, letters are delivered directly to 
residents’ doors to ensure they are promptly received.

• Emails: Residents who have provided their email addresses will receive updates 
directly to their inboxes for quick and easy access to information.

• Drop-In Sessions: These informal sessions allow residents to ask questions, voice 
concerns, and seek clarity on urgent matters.

• Resident Meetings: Structured meetings provide an opportunity for us to explain the 
situation, outline proposed actions, and gather feedback from residents.

• Telephone Calls: In some instances, our team may contact residents directly by 
telephone

• Website and Microsite Updates: Information is posted on our website and dedicated 
building safety microsite to provide continuous access to updates.

• Door-Knocking: As part of our best e�ort to reach every resident, our Building Safety 
Managers will also go door-knocking to share updates and gather immediate feedback.

Our approach ensures that all residents, including those who may be harder to reach, are 
well-informed and have the opportunity to contribute during urgent situations. By using a 
combination of communication methods, we aim to maintain trust, transparency, and 
safety for everyone in our buildings.
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REVIEWING THE STRATEGY
To keep this strategy e�ective and relevant, we will review it regularly:

• Every two years, we will assess how well this strategy is working. Feedback from 
residents, as well as any changes in the law, will be considered during these reviews.

• We will also carry out a review after we submit a Mandatory Occurrence Report to the 
Building Safety Regulator.

• We will conduct a review after significant material changes to a building are 
completed

• We will consult residents on any major changes to the strategy. Consultation periods 
will last at least three weeks, with residents invited to give feedback via surveys, 
meetings, or online.

• If there are changes to the strategy, we will update residents via letters, emails, and 
our website, so you are always informed about our approach to building safety.

• Every review will be recorded in detail, including what was discussed, any decisions 
or changes made, and any lessons learned.

• These records will be kept securely for future reference and auditing purposes, even 
if no changes are made to the strategy.

Measuring Success

To make sure this strategy is achieving its goals, we will measure our performance in the 
following ways:

• Resident Feedback: We will gather feedback on how satisfied residents are with 
building safety information, communication, and overall engagement. Regular surveys 
and focus groups will help us track this.

• Safety Compliance: We will monitor safety compliance in all high-rise buildings, 
including regular inspections and audits.

• Complaint Resolution: We will track the number of building safety complaints and 
how quickly and e�ectively they are resolved.

• Resident Involvement Levels: We will measure the level of resident involvement in 
safety discussions and decisions, with a goal of increasing participation each year.



Checking Our Participation Methods

We will look at basic numbers like how many residents answer surveys, attend meetings, or 
click on our microsite and email links. If fewer than 8% of residents respond to the surveys, 
we will check our methods to see what can be improved.

We will also look at the numbers for di�erent groups, such as by age, language, and special 
needs, to find out if any group is not getting involved.

We will talk with residents in small groups or informal meetings to understand if anyone has 
problems joining the conversations.

By tracking these measures, we aim to continuously improve our approach to building 
safety and resident engagement.
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PROTECTING YOUR DATA
We take your privacy seriously and will handle your information in line with data protection 
rules (GDPR). Your data will be collected and stored securely.

We want to hear from you, and your voice matters. Together, we can make our buildings 
safer and more comfortable for everyone.



To find out information on reporting repairs, damp & mould,  
leaks from above and information about fire safety scan the
QR code. You can always call us on 0207 525 2600

22  |  LBS Building Safety Resident Engagement Strategy V2.0

KEY CONTACTS
Report Crime and Antisocial Behaviour (ASB)

Report crime to the police. If someone is in immediate danger, call 999

If it’s not an emergency, call 101 or report online at

www.met.police.uk/report/anti-social-behaviour

Report crime without having to give your name at crimestoppers-uk.org 
or call  0800 555 111

Report ASB, noise nuisance and threatening behaviour to Southwark Council. 
Call us on 020 7525 5777

To find out information on anti-social behaviour, your
local policing team, tenants associations in your area
and how you can get involved scan the QR code.
You can always call us on 0207 525 5000

t’s now quick and easy to report all street, estate, road 
and open space issues. Just use the weblink below or 
scan the QR code! Report.southwark.gov.uk

You should notice us cleaning your estate every day. If you spot anything that needs 
doing, please let us know on 0207 525 5000

For matters relating to Building Safety, please contact the Building Safety Team on 
0207 525 1177 or email buildingsafetyteam@southwark.gov.uk

Visit the Building Safety Microsite by scanning the  
QR code or using the weblink below
https://engage.southwark.gov.uk/en-GB/folders/building-safety



www.southwark.gov.uk


