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Report Purpose 
 
The Fire Safety Team would like to improve their Fire Risk Assessment (FRA) Templates. The Fire 
Risk Assessments will be shared with residents. The Fire Safety Team wanted to ask Resident 
Reviewers to give feedback on the current templates used. 
 

Consultation Themes 
 
The Fire Safety Team wanted to gain feedback on the following: 
 

• The look and feel of the FRA templates 

• The navigation of the templates and 

• The information contained within the template 

 

Consultation Methodology 
 
Resident Reviewers interested in Estate Inspections and/or the Estate Inspector role were asked to 
review the FRA templates. 
 
These residents were chosen due to their interest in the safety of the areas where they live and the 
methods of communication used to record and feedback information to them. 
 
Due to the size of the templates, the Covid-19 pandemic and the initial project taking place before 
and after Christmas, only residents with an email address were involved in this consultation. 
 
Two templates were shared with the resident reviewers; an FRA for Sheltered and Supported living 
and an FRA for high rise residential buildings. 
 
This report sets out the findings of the review undertaken by residents within the timeframe required 
for this report. Additional time will be provided to enable some residents to refer to a summarised 
hardcopy when post can be shared with residents.  
 
The hardcopy presented each section of the FRA template in addition to providing an example of an 
assessment of a buildings area, in addition to providing an overview of questions the assessors are 
asked to comment on. We provided an example from each set of questions in the document (such 
as Lighting) and concentrated on both questions that may contain industry terminology and 
questions with abbreviations, in addition to the key prompts assessors may be expected to answer. 
 
We have included feedback from previous projects that relate to communication, such as Resident 
Groups and the Reasonable Adjustment policy recommendations. 
 
In line with standard research practice, and due to the numbers of residents involved, the findings of 
this review group cannot be viewed as providing representative feedback on the views of all the 
Group’s residents. These results do provide an insight into the views and opinions of residents. 
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Respondent profile 
 
83 residents were invited to provide feedback based on their interest in both Estate Inspections and 
Reviewing documents. 
 
5 residents responded - 3 Male and 2 Female 
 
1 resident out of the 5 has responded to each section under ‘comments’ and ‘Any other feedback.’ 
 
4 residents responded by email 
 
1 resident discussed their responses after receiving a summarised version of the template by post. 
 
1 additional resident responded with general feedback to Fire Safety communications. This 
contribution has been included within ‘Any Feedback?’ 
 
 
Tenure: 
 
5 General needs  
 
 
Region: 
 
2 Kent 
1 Berkshire  
1 Hampshire 
1 Isle of Wight 
 

Consultation findings 
 

Residents were asked to score the following questions, ranking their responses between 1 and 5; 1 
being the lowest and 5 being the highest. 
 

1) What do you think about the look and feel of the document? 

 

Options 5 (Highest) 4 3 2 1 (Lowest) 

Number of 
residents 
responding 

1 2 0 1 0 

 
 

Comments 

 

• ‘Looks and feel of the document was clearly laid out and easy to look at, provided it's printed 

the correct way around, Unlike the calendar like rent statement. Always room for 

improvement hence my score of 4.’ 

• ‘It's long and not the easiest document to go through, feel it could be better’ 
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• ‘It looks exactly as I would expect a serious document to look.’ 

• White areas around the detail help you to focus on the detail 

• Section 3: It would help to have the menu at the top of each page to help follow the 

document 

• Section 3: It would help residents like me and how we view documents to have gridlines to 

help separate the columns and see where text starts and ends for each section 

• Sections 1 and 2: These sections sound as if they are for employees to read and not 

residents. The sections feel as though they have been copied and pasted from an FRA for 

buildings such as Fleet House, not residential properties. 

 

 

 

 

2) Is the information easy to understand? 

 

Options 5 (Highest) 4 3 2 1 (Lowest) 

Number of 
residents 

responding 

1 1 1 1 0 

 

 

Comments 

 

• ‘Layout is easy to understand and find the information you require, I gave my score of 3 as 

the images could of been presented in a dual aspect ratio, some are a bit close and it would 

be like finding a needle in a hay stack, if you have the original image as printed and another 

one of the same area taken further afar that would help distinguish the specific problem and 

add clarity to the issue.’ 

• ‘At times it's OK but feel it could be easier.’ 

• It is easy to understand and I can find information I need. 

• A ‘legend’ or ‘glossary’ for every section would help residents understand abbreviations such 

as AOV or, P1, No1 and  terms starting ‘BS.’ 

• Section 3 provides an Action Summary but there is no information before this to let residents 

know the questions they may have will be answered at the end of the section. 

• If a ‘legend’ or glossary can be provided for residents, please can the page number be put in 

the contents so that residents reading the document know where to look. 

• The easier the information is to understand, the more likely the resident will be able to take 

action if they are responsible for the works. 
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3) Are the sections within the document easy to follow? 

Options 5 (Highest) 4 3 2 1 (Lowest) 

Number of 
residents 

responding 

1 2 0 1 0 

 

 

 

Comments 

 

• ‘Please see comments for Question 2’ 

• ‘I don't feel it's the easiest document to read and feel it could be better laid out’ 

• ‘I had no problem navigating through the sections.’  

• Section 2: The page has been formatted with bullet points for sentences that continue onto 

the next line 

• Section 3 page 7: Part of the paragraph has been missed off from the end 

 

4) Within each section of the document, were you able to find the information you would 

expect? 

Option 5 4 3 2 1 

Number of 
residents 

responding 

2 1 1 0 0 

 

 

 

Comments 

 

• ‘Please do not print the document like a calendar, important documents should be easy to 

read and follow, please also don't splatter it with childish graphics. Please also refer to 

response to Question 2.’ 

• ‘It raised most the questions I would expect.’ 

• ‘Yes I could find everything I wanted.’ 
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Any other feedback? 

 

• I am currently waiting for information from the Fire Safety team following concerns raised with 

the Group. I do not feel able to comment until these concerns have been responded to. 

 

• ‘I found it all very easy to read, follow, understand and within the sections I read I found the 

information I would expect, I will give a 4 for each.’ 

• ‘Feel checks should be done more often, staff visiting blocks should be checking for basic fire 
hazards yet they certainly don’t do this, our block for example had rubbish in the communal 
area for over a month, even a washing machine blocking an electric cupboard also for a 
month, leaving the tenants to keep reporting Our client is communal security door is open all 
the time due to tenant/tenants putting it on the latch, they then break it this way. Why would a 
communal security door have a latch mechanism anyway?  This is not good fire safety. 

After Grenfell you would think everyone would be more vigilant but unfortunately this is not 
the case. It's pointless having a fire safety policy on website if its not being adhered 
too. Shouldn't be up to worried tenants to keep calling it on. 

• ‘I like this document. I suppose in some way it is easier to write a serious factual document 
rather than a newsletter or a story. I think this document is the right style and tone for the 
subject matter.’ 

• When I visit my sons’ property in London, I can see the Grenfell Towers from a distance. Fire 

Safety and understanding Fire Safety is very important to me. Residents need to be able to 

understand the documents shared with them. 

• How will residents with vulnerabilities or communication needs be know to the fire brigade 

and to Southern Housing Groups’ teams? 

• What training will residents receive to understand the Fire Risk Assessments? 

• Considering sharing with residents how ‘Environmental Risks’ effect a blocks’ fire risk 

assessment – i.e. a warehouse next door with hazardous material. 

• There are many types of cladding - how can information be made clear in the FRA for 

residents to understand the differences? 

• I attended a course on legislation and found that buildings of different ages have different 

safety requirements. I would be interested to know how this is taken into account when an 

FRA is undertaken 

• Section 3 page 11: Flat fire doors are referred to, but it does not appear to mention if the 

space around the flat door is sufficient – you can have the right specification of door but the 

gaps may not make the entrance to the flat door sufficiently fire resistant. 
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A Building Safety Manager provided the following feedback: 

 

• First part of the Fire Risk Assessment up to Section 4 ‘Action Summary’ is easier to read than 

the rest of the document. 

• When you have action details, documents and notes flowing onto different pages it makes it 

harder to follow. If it was possible to format the page so any picture, detail and commentary 

were on the same sheet that would really help.  

• It may help to follow the risk summary if the question headers were added to the top of each 

page. 

 
 
Below we have included communication related feedback from residents during previous 
projects:  
 
We have referred to the following Customer Involvement projects: 
 
Reasonable Adjustment policy, Service Charge and Rent Booklet, Digital Survey, Resident Groups’ 
Survey (Including Mental Wellbeing and Older Persons), Exploring the role of Estate Inspectors and 
Estate Inspection Communication and the Newsletter survey. 
 
 

• Font size: The Resident Involvement Newsletter was increased to a minimum size of ‘12’ 

following feedback from residents on the readability of the publication. Font size ‘16’ was 

considered to be helpful to residents with sight impairments requiring larger print documents. 

 

• Colour: Darker text is easier to read when the font is smaller. 

 

• Abbreviations and terminology: Where abbreviations or industry-standard terminologies 

are used, a glossary was recommended by residents to help them understand the 

information being presented. 

 

• Hardcopies: Hardcopies can help residents to understand the text in front of them. 

 

• Less words: Less words enable residents to read documents either due to time they have 

available to read a document or for their learning and understanding. Some residents ask 

staff or their support network to help them read documents. 

 

• Estate Inspectors: Training residents that are interested in being Estate Inspectors, in basic 

Health and Safety/Fire Safety as part of their monitoring of standards was identified as a 

need. 

 

• Estate Inspections: Updating the current Estate Inspection form to include specific items to 

be inspected as a requirement. 
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Report summary  
 
The key outcomes have been summarised and reflect majority opinion from the qualitative and 

quantitative data: 

 

The readability and understanding of the information provided in the Fire Risk Assessment (FRA) 

template gained a mixed response from the residents that were able to provide feedback in the 

timeframe provided. 

 

During the Customer Involvement Teams’ consultations with residents in 2019 and 2020, Project 

Teams learned more from residents about the importance of the look and feel and readability of 

communications from the Group. We have shared this as part of our Consultation Findings. 

 

The current font of the FRA is size 10. Some of the questions within the document contain 

abbreviations or industry standard terminology.  

 

The Customer Involvement Team are being supported by wider teams visiting offices in order to 

send post copies to residents if the timeframe of a project enables post to be sent and reviewed. 

 

For this project, the Project Team will be able to receive further feedback over the next couple of 

months. The initial report is needed to help the Project Team discuss how to progress the template 

for the fire risk assessment. 

 

Residents have shared the need for them to receive feedback from reports they make about Fire 

Safety outside of the Fire Risk Assessment being carried out. 

 

Residents told us they could find the information they were looking for, but at times the information 

was difficult to understand. There was a mixed response to the overall look and feel of the 

document.  

 

Residents have a mixture of building safety and fire safety knowledge based on their interest, 

background and personal needs. Some areas of the FRA were identified to need further 

explanation.  

 

Residents told us that the easier it is for them to be able to understand the information, the more 

likely actions they are responsible for will be undertaken. 
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Recommendations 
 

These recommendations have been summarised and reflect majority opinion from the qualitative 

and quantitative data: 

 

 

• Consider increasing the font size to 12 from 10 or consider providing larger print where 

requested by residents. Larger print for residents with sight impairments would require font 

size 16. 

Feedback from the Project Team: 
 
The font size will now be size 12 or larger. 
 
We are reviewing how Fire Risk Assessments can be shared as part of the Building and Fire Safety 
involvement strategy. We are currently looking at how our processes for high rise properties are 
working and will review the success of these before discussing what service will be possible in other 
locations. 
 
For larger print requests, reasonable adjustments will be provided where possible.  
 
Some words are not transferable between languages. The meaning of the words when trying to 
transfer to another language may be lost. We will consider how best to assist residents on a case by 
case basis. 
 

• Consider the readability of the colours within the FRA Template – using darker colours when 

using smaller text helps residents be able to see the text. 

 
 
Feedback from the Project Team: 
 
Text colours have been changed to a more readable format – black text on blue background. 

 

• Consider the formatting where bullet points are used to help with the readability of the FRA 

and where parts of text sentences have been left out when copied from a spreadsheet (or 

other) 

 
Feedback from the Project Team: 
 
We have reduced the number of columns and bullet points from the FRA template. Any mistakes in 
sentences have been checked and rectified. 
 

 

• Consider using menu headings and gridlines for Section 3 on each page – this will help 

residents follow the areas of the building and tasks required. 
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Feedback from the Project Team: 
 
Each new action will now be placed on a separate page to avoid them overlapping and a header 
has been added to each page denoting where in the risk assessment the reader is.   

 

• Consider providing a glossary for abbreviations or terms that are industry standard. The 

easier it is for residents to understand the document, the more likely they will be able to 

respond to tasks they are responsible for. 

 
Feedback from the Project Team: 
 
This is a great suggestion. We have now included a glossary under section 4 of the FRA this 
includes relevant fire legislation and fire related terms. 
 

• Consider the frequency of inspections and providing timeframes for responses to residents 

when fire safety concerns are raised. 

 
Feedback from the Project Team: 
 
We are reviewing the processes as part of the ‘Golden Thread’ communication to residents to help 
improve the communication with residents following the raising of fire safety concerns. 
 
As part of the Building and Fire Safety involvement strategy, communication processes will be 
discussed and will form part of the teams’ procedures moving forward.  
 
 
 

• Consider reformatting the layout of the pictures and how the angle of the picture is taken or 

provide additional pictures – close up and further back. 

 
Feedback from the Project Team: 
 
A description will be provided with the photograph to state where the problem is located, providing 
the necessary context. 

 

• Consider sharing how strategies for the FRA Procurement and Building Safety will work 

together, with questions from residents overlapping both projects 

 
Feedback from the Project Team: 
 
 
The Customer Involvement Team and Building and Fire Safety teams will be meeting on a monthly 
basis to discuss the work being undertaken under the strategies. 
 
Residents will have the opportunity to join a Multi Storey Living Residents Group to discuss matters 
that affect residents living in properties of one storey or more. 
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Additional communication internally is also being discussed as to how best to keep other teams 
updated. As part of the strategy, the process for keeping residents and the Group updated will be 
discussed. 

 

• Consider advising residents how properties nearby with an ‘Environmental Risk’ (current or 

prior to building) affect a fire risk assessment for a residential building – i.e. a warehouse with 

hazardous material 

 

Feedback from the Project Team: 
 
At this time, standard industry Fire Risk Assessments focus on the block itself and what needs to be 
undertaken by the landlord. Where a shop is located below flats, for example, (‘shared premises’) 
these are taken into consideration.  
 
Fire Risk Assessors, and Groups’ staff (Including Housing and Maintenance) will be aware of other 
risks and will discuss other premises they have concerns about. The Fire Safety team have 
consulted with the Assessors and intend to include an additional question to capture this 
information. 
 

 

• Consider providing information to residents on the different types of cladding to help them 

understand what is a risk and what is safe 

 
 
Feedback from the Project Team: 
 
On the Southern Housing Group website, there is a webpage with information about Building 
Safety.  
 
Wherever there is an impact on residents, particularly for homeowners, we can consider the need 
for hard copies on a case by case basis. 
 
Click here to view the Building Safety web page: Building safety and government advice 
(shgroup.org.uk) 
 
With the imminent approval of the fire safety act we have introduced specific questions relating to 
balconies and cladding in our fire risk assessment template. The addition of the questions is only to 
highlight them as key structural features of the building and the risk posed, it won’t provide a 
detailed investigation into products used in the external wall systems or balcony attachments. 
Where highlighted as a risk, further intrusive investigations will be considered.  
 

 

• Consider sharing with residents how the differences in legislation between older buildings, 

protected buildings and newer developments are referred to when actions are needed 

following an FRA assessment being undertaken 

https://www.shgroup.org.uk/your-home/building-safety-and-government-advice/
https://www.shgroup.org.uk/your-home/building-safety-and-government-advice/
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Feedback from the Project Team: 
 
Relevant legislation at the time of the build will be discussed by Fire Risk Assessors where issues 
are identified by them. Not every legislative (legal guidance) building requirement would be possible 
to be provided in each FRA due to the amount of information involved.  
 
The legislation referred to in the FRA will be specific to the building inspected.  
 

 

• Consider the building quality to the entry of flat door as well as the flat door specifications in 

Section 3 of the FRA questions 

 
Feedback from the Project Team: 

 
Only required actions are included in an FRA. There are a larger number of compliances that are 
considered and checked against during an assessment of a building. The number of standards and 
compliances would be too large to be included in every FRA. 
 
The main compliances will be considered as an inclusion with the separate glossary to be provided. 
 
As a team, we have found the consultations so far very useful in helping to understand the 
information residents need from us. We would like to form a Question and Answer (Q and A) from 
the consultations undertaken. We are exploring how to develop our Building and Fire Safety web 
page as part of the strategy. 
 

What happens next? 
 

Thank you for reading this report.  This report is a summary of the feedback received from residents 

regarding the project and at this time has not been shared with them.   

 

The Customer Involvement Team are committed to giving feedback directly to the residents who 

took part in this consultation and to enable us to do this could you please ensure, as the project 

lead, the feedback covers the following: 

 

Feedback from the Project Team: 
  

All future fire risk assessments from August will include the agreed updates within this report. 

 

The existing fire risk assessments pre August will still be in the older format. For most properties this 

update to the format will occur once they reach their anniversary due date. 

 

Reasonable adjustments will be considered to support residents wherever possible as part of the 

Groups’ commitment to the Reasonable adjustment policy. 

 

 


