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INTRODUCTION

Message from our managing director

| am pleased to introduce our 2023-2025 Resident Engagement
Strategy. This will provide you, our Residents, with our vision & strategy
on engagement, but more importantly how we intend to improve and
measure our success. In developing the strategy, we have consulted
with external advisors, reviewed our current level of engagement and
processes, met with residents and discussed with our teams to gain
in-depth insights into where we stand today, and how we can improve
for the future. Canary Wharf Group remain committed to all our
residents and visitors, and recognise the importance of Building & Fire
Safety in our communities. This strategy will enable us to enhance our
resident engagement, set clear objectives, and measures for success.

Alastair Mullens
Managing Director, Canary Wharf Residential
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environments
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OUR STRATEGY

The strategy clearly sets out Canary Wharf Group’s  The strategy applies to all Residential Buildings %; \
commitment to engaging with our Residents and managed by Vertus Residential Management gg
putting their safety first. It supports the Canary Limited (VRML), Canary Wharf Residential §E |
Wharf Group Building Safety Strategy 2023 and Management Limited (CWRML) and any other -
associated Fire Safety Management Plan to deliver external management companies operating on
compliance with the Building Safety Act 2022. behalf of VRML & CWRML. A review of this strategy . Hih
The strategy is underpinned by four key principles will take place every year, or following a mandatory welomnrenmr B0 o, |
(understand resident needs, multi-channel occurrence report (MOR), or any other significant  f A unzaan sslll]
engagement, two-way comms, and measuring safety event, change in legislation or anything S || II !
success) relating to building safety for new and which requires the strategy to be reviewed -l e s R :.1: i ]
existing buildings and is our commitment towards or amended. | | -ﬂ:rtn N o= [ ’I' ’ J .
meaningful engagement with residents about the : _ f ! '
safety of their homes. _ S s e R f |
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OUR APPROACH

Our principles of engagement

With such diverse communities we
understand the value of utilising a range
of engagement methods We will be agile

and flexible and take the utmost care in
understanding everyone’s needs.

To maximize effectiveness of the strategy,
we have employed multiple formats of
communication, including the use of

technology, in addition to in-person activities.

Our strategy is a partnership, one that
can only be successful with two-way
communication. Our commitment is not
only sharing information, but also listening
and responding to concerns, questions or
suggestions raised by our community.

In order to evaluate the success of
our strategy we will set out how we will
measure its success in order to inform

future strategies.

G202Z-$20Z | A931VYLS INIWIVINT INTQISTY SNLYIA



- OUR APPROACH
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UNDERSTANDING
RESIDENT NEEDS

Safety awareness and subsequent positive resident behaviours
contribute to reducing fire risks in residential buildings. We recognise
that in order to minimise those risks, it is important to ensure residents
are aware of their duties

We do this by:
Setting out clear obligations Providing a resident’s
in tenancy agreements or handbook for all residents
lease documents when they move into our

buildings which provide
lots of useful guidance on
building & fire safety

Sharing information through

newsletters, digital screens,

residents apps and resident
meetings
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UNDERSTANDING
RESIDENT NEEDS

We have identified the demographic & accessibility needs of our Using this information, we will adjust or allow for the varying needs of
residents based on the following: the demographics identified, this may be, but is not limited to:

- Provision of Building Specific Resident

- Monthly demographic reporting for Vertus Handbooks

buildings

- Safety information in alternative languages
- Ad hoc demographic data from recent sales Y 9Uas
or purchases within CWRML buildings - Safety information in alternative formats,

. eg video
- Property value — how much it costs to rent J

or purchase the property and the qualifiers
required to meet this criteria, such as
employment status, salary & visa status

- Type of housing — eg private rented, for sale,
intermediate rent, affordable or build to rent

- Safety information in braille

- Access to in person advice
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MULTI-CHANNEL ENGAGEMENT

Engagement methods

All residents have access to a building specific residents app, this area will
become our dedicated area for providing information and documentation in
relation to fire safety. This will enable us to easily update, or upload documents
that are relevant to our residents. This will also act as a central place for residents
to keep up to date with announcements, events, and other procedures relevant
to them in relation to the safety in buildings.

All residents are provided access to the residents app upon occupation of their
homes and will act as our core engagement tool as part of our strategy.

To increase engagement we will also utilise these
other methods of communication:

- Building Specitic Resident handbooks

- Digital & traditional resident
notice boards

- Resident forums within the app
- Videos

- Email
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- Written communication
- Quarterly resident meetings
- Meet your Building Manager sessions

- Incident notifications



TWO0-WAY COMMUNICATION

Requests, complaints & consultations

In order to meet our engagement principle of two-way communication, Any other documentation may be provided upon
residents, visitors, contractors, staff and members of the public will be request in writing to buildingsafety@canarywharf.com
able to report anissue, raise a complaint in relation to building safety and will be acknowledged within 3 working days, and

or request information or documentation. All of which will be treated responded within 14 working days.
with priority, and responded to within a specified timeframe.

The following documentation will also be available for all residents
via their Residents app:

- Resident engagement strategy - Minutes of the current year’s residents’

- meetings
- Key building information (KBI) J

- Summary letter detailing all findings

- Contact details of Accountable and L .
of fire risk assessments & actions

Principlal Accountable Persons
(APs & PAPs) and duty holders - Fire safety complaints procedure
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- Evacuation & fire strategies



mailto:buildingsafety%40canarywharf.com?subject=
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TWO-WAY COMMUNICATION

Requests, complaints & consultations

Should residents wish to raise a complaint regarding structural or

fire safety within their building they can do so by following the building
safety complaints procedure which can be found on your

Residents App.

This procedure should only be used for relevant complaints, definitions
of what is defined as relevant can be found in the procedure.

Any complaints that fall outside this definition will be handled in line
with our standard complaint’s procedure.

S day acknowledgement 14 working day response
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Where applicable residents will be consulted on the following
decisions relation to the management of the buildings.

FY YR
VYD

- Changes to building layout

. Structural changes =t oe fETeesin )
. Major works to fire life safety systems i i - .
: %I 23 - / 5 o = : I. i E
Consultations can relate to some or all of the below: : c =2 _— N B S
- Cost of works — where the cost is recovered < & e B T T L .
by a leaseholder through service charge s i
- Process - where works pose potential T :
disruption or reduction of service | o ’

Consultation may not take place where proposed works are classed
as an emergency, and consultation could result in a delay posing
further risk to residents.



MEASURING SUCCESS

What does good look like

UNDERSTANDING RESIDENT NEEDS

Regular reviews of demographic

PEEP Reviews

Annual surveys

MULTI-CHANNEL ENGAGEMENT

Resident App usage reports
OR scan statistics

Increased resident meeting attendance

TW0-WAY COMMUNICATION

Response times to complaints &
information requests

Evidencing consultations

Annual insights into complaints,
reporting and our response times
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USEFUL LINKS

VERTUS RESIDENT ENGAGEMENT STRATEGY | 2023-2025
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BUILDING SAFETY
ACT LEGISLATION

RAISE A BUILDING OR
FIRE SAFETY COMPLAINT

REQUEST
INFORMATION

FIRE SAFETY

RESIDENTS

VIDEO

PP

A

OR REPORT AN ISSUE

Vertus Home

GETITON

»’ Google Play
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GETITON

»’ Google Play

App Store

Download on the

30 Harbord Square

[ ¢

CW Residential

GETITON

»’ Google Play

App Store

Download on the

[ ¢


https://vimeo.com/928344992/2e559aa335?share=copy
https://vimeo.com/928344992/2e559aa335?share=copy
mailto:Residential.CustomerCare%40CanaryWharf.com?subject=
https://forms.canarywharf.com/Residents/Issue-Reporting.php
https://www.gov.uk/guidance/the-building-safety-act
https://apps.apple.com/gb/app/vertus-home/id6443892530
12. Content image_317 x 204
https://apps.apple.com/gb/app/cw-residential/id1591512647
https://play.google.com/store/apps/details?id=com.yardi.systems.rentcafe.resident.cw.vertus&hl=en&gl=US
https://play.google.com/store/apps/details?id=com.yardi.systems.rentcafe.resident.cw.harbord&pli=1
https://play.google.com/store/search?q=cw%20residential&c=apps
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USEFUL CONTACTS

10 GEORGE STREET

Polly Vegas
polly@thisisvertus.com

8 WATER STREET

Vanessa Campbell
vanessa@thisisvertus.com

NEWFOUNDLAND

Akiff Rahman
akiff@thisisvertus.com

30 HARBORD SQUARE

Adriana Rosiejka

Adriana.Rosiejka@CanaryWharf.com

ONE PARK DRIVE

Paul Richardson
Paul.Richardson@CanaryWharf.com

10 PARK DRIVE

Gabriel Romanescu
Gabriel.Romanescu@CanaryWharf.com

8 HARBORD SQUARE

Liam Whitburn
8HarbordSquare@CanaryWharf.com

90 HARBORD SQUARE

Sonia Alvarez - Pinnacle Group
WoodWhartf@PinnacleGroup.co.uk

65 HARBORD SQUARE

Sonia Alvarez - Pinnacle Group
WoodWhartf@PinnacleGroup.co.uk

9 BELVEDERE ROAD

Erika Sulcaite
Erika.Sulcaite@southbank-place.co.uk

ONE CASSON SQUARE

Erika Sulcaite
Erika.Sulcaite@southbank-place.co.uk

30 CASSON SQUARE

Erika Sulcaite
Erika.Sulcaite@southbank-place.co.uk
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buildingsafety@canarywharf.com

+44 (0)207 418 2000

Copyright © 2023 Canary Wharf Group plc. Misrepresentation Act 2001: Canary Wharf Group plc gives notice that:

the particulars are set out as general outline only; all descriptions, dimensions and other details are given in good faith
and are believed to be correct, but any prospective purchasers or tenants must not rely on them as statements of fact
or representations, but must satisfy themselves by inspection or otherwise as to their accuracy; Canary Wharf Group

plc will not be liable, in negligence or otherwise, for any loss arising from the use of the particulars.
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