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Overview 
 
Newcastle City Council manages 39 high-rise buildings in the city which are 18 
metres or 7 floors or above and resident safety is our top priority. 
 
Buildings with at least two homes that are at least 18 metres in height or have at 
least seven storeys are known as Higher Risk Residential Buildings under the 
Building safety Act 2022. 
 
Newcastle City Council (NCC) is the principal accountable person (PAP), 
responsible for assessing and managing the risk of fire spread and structural 
collapse in these buildings, summarising this assessment in a safety case report, 
engaging with residents and ensuring safety occurrences can be reported effectively 
to the Building Safety Regulator (BSR). At the heart of our strategy is understanding 
who our residents are, making it easier for people to talk to us and ensuring our 
resident engagement activities are tailored to meet the specific needs of the 
residents of each block. 
 
This document sets out how all tenants, residents and leaseholders living in those 
buildings are: 

• aware of the measures we put in place to keep them safe from fire and other 
structural incidents 

• able to ask questions, raise concerns  
• included in decision-making about their building   

 
Newcastle City Council is accountable for implementing this strategy under the 
Building Safety Act 2022.  
 
If you think NCC isn’t handling safety concerns properly, you can escalate issues to 
the Building Safety Regulator. 
 

 

Principle Accountable Person  
Newcastle City Council  
 

Named person for high-rise buildings  
Vicky McDermott                          
Director Housing & Communities             

 
Responsible Officer  
Alan Robson  
Building Safety Manager 
buildingsafety@newcastle.gov.uk   
0191 278 8600 
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Our aims 
 
Engaging and empowering residents  

• Make it easy for residents to raise concerns and get involved in safety 
initiatives and building safety decisions. 

• Create opportunities for meaningful conversations and ensure residents’ 
voices are heard. 

Inform residents 

• Help all residents understand their role and the council’s role as the PAP in 
keeping buildings safe. 

• Provide clear guidance on safety procedures and evacuation plans. 
Clear and inclusive communication 

• Share clear and accessible safety information in plain language, using formats 
and channels that suit the needs of all residents. 

• Keep everyone informed and up to date with any changes. 
 

The information we provide to residents  
 
We want to make sure residents are aware of our key messages around 
building safety so that they feel included in our work and decision-making and 
have all the information they need to live safely in their homes.   
 

Our key messages 
 

• The housing stock we manage is safe and well-maintained.  
• NCC values the voices and experiences of residents and acts on the 

feedback they give us.  
• NCC takes steps to make it easy for residents to give us their views.   
• NCC provides clear, honest and accessible information so residents can 

easily access and understand the protections in place in their building.    
• Residents play a role in safety and NCC provides information and 

support to help residents do this.  
 

Topics of information 
 
We share our key messages by regularly providing information that informs 
people about:  

• the safety measures in place in the building  
• what to do if there is an emergency  
• what residents need to know about specific safety features including fire 

doors and smoke alarms  
• how and when residents should isolate their gas or electrical supply  
• how to report a repair or problem with a safety feature  
• the safe use, storage and charging of mobility scooters and e-bikes/e-

scooters within the building  
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• our overall building safety resident engagement strategy and each 
building’s individual strategy and how to access these  

• how they can contact us to ask questions, raise concerns or make a 
complaint  

• how to contact the Building Safety Regulator for independent advice.   
 

How we consult with residents  
 
We work with residents from each building to create a tailored engagement 
plan. Our consultation is a two-way process, and all high-rise residents should 
have the chance to share their views, influence decisions, and see real change 
because of their input. Residents are experts in their needs and the buildings  
they live in. While we can’t meet everyone's wishes, resident views are our first 
concern.  
 
We use a range of channels to ensure we consult with residents in a format 
that suits their needs and preferences. Our building user profile information 
helps us to tailor our activities to our residents. More information about the 
channels we use to ensure we meet the individual needs of residents can be 
found below 
 
 

What we ask residents about  
 
We send out regular surveys and questionnaires asking for feedback on the 
buildings and their safety features to ensure our residents have a voice to 
raise any concerns they have. Any feedback received is reviewed and acted 
upon accordingly with any changes that are implemented as a result fed back 
to residents.  We also carry out surveys and consultations to involve residents 
in how improvement works to their building will be carried out so that residents 
have a role in decision-making for their building.  
 
To develop our understanding of who lives in our buildings we also carry out 
regular engagement to ensure we have an up-to-date picture of any specific 
needs that may impact on a resident’s ability to live safely in their building.   We 
use our engagement sessions to ask residents about their ability to self-
evacuate in the event of an emergency and also carry out planned Person-
Centred Fire Risk Assessment (PCFRA) campaigns to keep our data up to 
date and ensure relevant information is shared with our local fire and rescue 
service and referrals made to our Housing Needs and Assessment team for 
rehousing advice where appropriate.   
 

Channels we use to inform and consult  
 
We use a range of channels and engagement methods to ensure residents 
receive information from us in a format that suits their needs and preferences 
and provide regular opportunities for residents to raise questions or concerns 
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with us, always using the resident and demographic insight we have to tailor 
our activities.  
   
At the centre of our resident engagement approach is our A4 safety card that is 
bespoke for each building and contains information about the safety features of 
that building, the emergency evacuation procedure and information about how 
residents can contact us with queries.  However, this is supported by many 
different channels including:  

• text message  
• email  
• online via our website and social media  
• hand-delivered newsletters, leaflets and flyers  
• posters and large format signage  
• digital noticeboards   
• door knocking  
• tenants’ meetings   
• planned engagement sessions and presentations  
• surveys and questionnaires  
• meetings of our high-rise residents’ building safety resident group.  

 
 

Alternative languages and formats 
 
We know that all of our residents have different communication needs and 
preferences, and we want to make sure all residents are able to understand 
the information we give them and can communicate with us fully.   We use the 
information we hold about our residents to identify which residents require 
additional support and actively promote the translation and interpreting 
services available to our residents.  
 
We can provide materials in alternative languages, braille, audio, and easy 
read versions and arrange British Sign Language interpreters where needed. 
We also have animations located on our website which share our key 
messages in clear, accessible language with subtitles. These are also 
available in seven alternative languages with an invitation to request any other 
language that is required and can be presented to residents on mobile devices 
where needed.  
 

Issues we don’t consult on (exclusions)  
 
There are no issues excluded from our Building Safety consultations. This will 
be reviewed regularly in line with strategy reviews, and residents will be 
informed if we plan to exclude an issue from consultation.  
 

How we consult and act upon urgent matters  
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When residents tell us something, we will review and consider their feedback 
and carry out necessary work urgently to comply with building safety 
regulations and keep all residents safe.  
 
In urgent situations, we’ll use direct methods like door-knocking or phone calls 
to share important safety information quickly and gather any resident feedback 
in a timely manner. 
 
While the usual consultation timeframes will not apply in these situations, 
residents will still be able to express their views and concerns before decisions 
are finalised 
 
We will always look for ways to minimise disruption (for example noise and 
access issues) to residents when urgent building safety action is required. For 
information about how to raise a complaint with us, please see below.  
 
When we consult with residents we will also: 

• collect and store data safely using our IT systems  

• keep track of what residents have told us  

• tell residents what we have done as a result of their feedback 

• share regular insight with our housing governance groups to evaluate 

participation methods and feed into decision-making. 

Any personal information we receive is collected and stored in line with the 
General Data Protection Regulation. There is more information about how we 
do this on our website at www.newcastle.gov.uk.   
 
 

Building Safety complaints 
 
All residents, and other users of the building, who want to raise an issue about 
structural failure and spread of fire in the building (building safety risks) or the 
performance of NCC as the PAP, can raise these concerns through our 
website (https://new.newcastle.gov.uk/complaints-compliments/housing-
complaints-compliments), by phone on 0191 278 8600 or in person to a 
member of staff. 
 
Any building safety-related complaints are specifically flagged on our system 
and forwarded to the Building Safety team for investigation and to action as 
needed. These are monitored in line with building safety requirements and our 
complaints processes. 
 
 

Building Safety Engagement Sessions  
 
Face to face engagement is one of the main engagement methods which we 
deliver through our programme of building safety engagement sessions. Our 
Building Safety and Customer Insight and Engagement teams visit each block 

mailto:buildingsafety@newcastle.gov.uk
http://www.newcastle.gov.uk/
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to knock on doors to provide a safety card and have discussions with 
residents.  
 
The safety card provides important information while also acting as a prompt 
for our discussions where we offer residents an overall view of the safety card 
and the main features of their home to check these are functioning correctly 
with any issues identified or raised by the customer reported to the correct 
departments for follow up work. Residents who do not answer have a card 
posted through their door.  
 
Contact details for the Building Safety team are also provided should a 
resident wish to consult with the team for further clarity if they were not 
available at the time of the engagement session.  
 
We will also carry out engagement sessions with residents in blocks to suit the 
needs of the residents who live there.  Previously this has included telephone 
engagement, meetings within the building and meetings in community venues.  
 
Any new residents receive a safety card from the relevant Housing Officer 
upon signing for their new tenancy with key information on how to stay safe in 
the building also communicated to the resident by the Housing Officer.  
 

How we record, measure and review participation  
 
We keep a detailed record of all communications, engagement activities, and 
feedback received through our engagement sessions. This enables us to track 
participation over time and supports ongoing review and evaluation of our 
engagement approach. 
 
Resident views are carefully considered and used to inform both building-
specific actions and broader strategic decisions. While not all feedback will 
directly shape this strategy, they are still valuable and may inform other areas 
of service planning. 
 
We use a range of methods to measure how effective our engagement 
sessions are: 

• Engagement tracking, including monitoring attendance, response rates, 
and feedback quality across different engagement formats (e.g. surveys, 
meetings, drop-ins). 

• Reviewing qualitative feedback to understand resident concerns, 
priorities, and satisfaction. 

• Engagement impact reviews, including assessing how resident input has 
influenced decisions or led to changes in service delivery.  

 
This data feeds into our Building Safety Engagement approach assessment, 
which determines our engagement approach for each building. We commit to 
visiting each building every two years.  
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In addition to these scheduled visits, we also share regular updates through 
our usual communication channels and carry out ad hoc engagement in 
response to specific events—such as a fire, a customer complaint, or emerging 
resident feedback. 
 
We are committed to reviewing each individualised engagement strategy at 
least every two years, or sooner if significant changes occur in the building or 
resident profile. This ensures our engagement remains relevant, inclusive, and 
responsive to evolving needs. 
 

How we involved residents in developing this strategy  
 
We used our experience and local knowledge gained through our initial 
programme of building safety engagement activities to draft previous versions 
of this strategy which we then shared with our Building Safety Resident Group 
to get their initial feedback on the content and presentation of the information.  
 
This is a group of residents who live in high rise buildings and meet with our 
Customer Insight and Engagement and Building Safety teams to share their 
experiences of living in our buildings and scrutinise and provide feedback on 
our approaches.   
 

Please note - We will update this section of the strategy following 
on from our consultation phase. 

 
Strategy consultation results  
 

Please note - We will update this section of the strategy following 
on from our consultation phase. 

 
 
This strategy will be reviewed annually, or earlier if necessary due to:  
  

• Legislative changes  
• Structural or role changes  
• Operational or technical changes  

 
 

Further Information 
 

For more information about building safety or this strategy, or to 
request another copy for someone else that lives with you, visit 
www.newcastle.gov.uk/news/building-safety-resident-
engagement-strategy or contact us by emailing 
buildingsafety@newcastle.gov.uk or calling 0191 278 8600.  
 

 
Contact the Building Safety Regulator  

mailto:buildingsafety@newcastle.gov.uk
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Telephone: 0300 790 6787  

• Monday, Tuesday, Thursday and Friday, 8:30am to 5pm 

• Wednesday, 10am to 5pm 

• Saturday, Sunday and UK bank holidays, closed 
If you would prefer to speak on the phone in a language other than English, a 
translation service is available.  

How you can contact the Principle Accountable Person 
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