
Scrutiny Is Key 
Tenants role in 
scrutinising services 



2.2.1 Registered providers must give tenants a 
wide range of meaningful opportunities to 
influence and scrutinise their landlord’s 
strategies, policies and services. This includes 
in relation to the neighbourhood where 
applicable.



Registered providers must assist tenants who 
wish to implement tenant-led activities to 
influence and scrutinise their landlord’s 
strategies, policies and services. This includes 
in relation to the neighbourhood where 
applicable



Registered providers must provide tenants with accessible 
information about:

a) how they are performing in delivering landlord services and 
what actions they will take to improve performance where 
required

b) how they have taken tenants’ views into account to improve 
landlord services, information and communication

c) how income is being spent



Safety and Quality 
Standard

Presenter Notes
Presentation Notes
Replaces Home Standard
Covers
Stock Quality
Decency
Health and Safety
Repairs, maintenance and planned improvements
Adaptations




Stock Quality
• Accurate, up to date, evidenced

understanding…good quality, well maintained and 
safe homes for tenants

• Based on a physical assessment
• Use data to ensure

• Compliance with health and safety
• Compliance with Decent Homes
• Delivery of planned and responsive repairs
• Allocating adapted homes appropriately

• GONE - Local offers no longer a requirement

Presenter Notes
Presentation Notes
Much of this is new – we’re expecting there to be competition for the relevant skills
Emphasis on data is important – Code of Practice refers to individual property surveys as often as necessary to make sure records are up to date
Probably at least every 5 years, but more often if the property type requires it, or if there are specific issues like a large volume of repair requests
Code of practice talks about knowing both the properties and the occupants – a rounded view



Decency

• Government Directive on this
• Ensure that homes meet DHS standard unless 

exempted by the regulator
• DHS is in the process of being updated – there will 

be a separate consultation – it’s quite technical

Presenter Notes
Presentation Notes
The reference to ‘exemption’ here feels like an invitation to apply for one. Surely the place for this is enforcement policy? 
Some may feel this is more transparent though. 
Code of practice – if there’s an exemption, it should be communicated to affected tenants (the Standards have quite a bit to say about how communication should happen)

REMINDER that this is due to be updated and we’re expecting the consultation in the New Year – there will be a timescale for compliance




Health and Safety

• When acting as landlords, take all reasonable 
steps to ensure tenants’ health and safety in their 
homes and associated communal areas

• Meet all legal requirements
• Ensure all requirements arising from (legally 

required) assessments are carried out within 
appropriate timescales

• Consider tenants’ safety in designing services and 
make sure risks are mitigated

Presenter Notes
Presentation Notes
This standard is broader than the current requirement, which is only about statutory requirements, and only within the home
Code of practice talks about understanding ‘what the data is telling them about how safe tenants are…and how tenants’ needs are being met’. There’s a specific reference to prioritising repairs
‘when acting as landlords’ – makes things clearer (or less clear?) for LA landlords
Some landlords may have issues about the communal areas part (particularly if they don’t own them). But a home isn’t safe if you’re unsafe in communal areas
This is where the link to Awaab’s law comes in – Awaab’s law will set some specific timescales for certain types of repair – expected to be around damp and mould



Repairs, maintenance 
and planned improvements
• Must provide an effective, efficient and timely service 

for homes and communal areas
• Easy reporting
• Set timescales, clearly communicate them, take steps 

to deliver them
• Keep tenants informed in a clear and timely way
• Understand and fulfil responsibilities for communal 

areas
• Ensure that delivery is informed by tenants’ needs 

and provides VFM
• GONE - Reference to ‘choices’ and ‘right first time’

Presenter Notes
Presentation Notes
Compared to previous version – more emphasis on ‘know your tenants and understand their needs’. Emphasis on ‘choice’ is gone (who ever got that anyway?) and there’s less focus on cost (which is covered in other ways)
Nice to see the tenant focus – ease of access to reporting, communication, needs of tenants to inform service delivery
Code of guidance refers to (e.g.) fitting extra security locks/lights for tenants experiencing domestic abuse
On communal areas – Code is clear that LLs must hold 3rd party building managers to account




Adaptations

• Registered providers must assist tenants seeking 
housing adaptations to access appropriate 
services

• Must clearly communicate to tenants and 
stakeholders how they’ll do this

• Must cooperate with tenants, LA and others so 
that tenants get an adaptations service

• GONE? – provide a service that meets tenants’ 
needs

Presenter Notes
Presentation Notes
Previously this was slightly hidden within repairs and maintenance
Higher profile is good
The guidance on this talks about things like applying on tenants’ behalf; or having a service level agreement. It also says LLs must respond reasonably and consider alternatives
But previous version required LLs to co-operate to provide a service that meets tenants’ needs

Is this more realistic, or is it short on ambition?



What Role For Scrutiny 

• Oversight of performance data 
• Work with tenant inspectors 
• Diversity in Scrutiny 
• Work on monitoring of Standards (DHS, etc)
• Comms monitoring (Data, Rights & 

Responsibilities)
• Risk Analysis (Qualit and Quant warnings)

Presenter Notes
Presentation Notes
Previously this was slightly hidden within repairs and maintenance
Higher profile is good
The guidance on this talks about things like applying on tenants’ behalf; or having a service level agreement. It also says LLs must respond reasonably and consider alternatives
But previous version required LLs to co-operate to provide a service that meets tenants’ needs

Is this more realistic, or is it short on ambition?



Transparency, Influence 
and Accountability 
Standard

Presenter Notes
Presentation Notes
Previously Tenant Involvement and Empowerment Standard
Transparency is a new element in the consumer regulation objective
The TIA Standard covers:
Fairness and respect
Diverse needs
Engagement with tenants
Information about landlord services
Performance information
Complaints
- All of this is intended to emphasise the requirement for tenants to be treated with respect
- Important part of how Government is attempting to tackle stigma
- preamble in the consultation document talks about the need to support a culture shift towards accountability and openness




Fairness

Presenter Notes
Presentation Notes
In (almost) every other component of the Standards, there’s a required outcome and a set of specific expectations

For fairness, this is all we’ve got

Code of Practice makes it clear that this doesn’t mean treating everyone the same – ‘providers should consider how they can adapt their services and communications to meet individual tenants’ needs’.

Should there be specific expectations? – maybe have this in mind as we look at the other components

There’s been a bit of push back on this, so keep an eye out for news of amendments



Diverse needs

• Take action to deliver fair access and equitable 
outcomes on housing and landlord services

• Use information and data to understand diverse 
needs (including protected characteristics, language 
and support needs)

• Assess whether access and outcomes are fair
• Ensure communication is clear, accessible appropriate 

etc.
• Same for landlord services – accessibility must be 

publicised and there must be support for using online 
services if needed

• Tenants and prospective tenants must be allowed to 
be supported by a representative or advocate

Presenter Notes
Presentation Notes
This is specifically about tenant households – information about local population isn’t sufficient
Far more detailed in terms of specific expectations, compared to the previous version
Emphasis on data, but also that it’s not just about protected characteristics
Diversity is described as affecting everything the landlord does, and there’s a clear expectation that staff and boards/councillors will have inclusion training, that landlords will collect info on protected characteristics and will use the data to judge their services
Publicising accessibility should be taken to include telling tenants how services are tailored to meet their needs – for example by telling them about choices in appointment times or offering comms in different formats




Engagement with Tenants

• ‘…must take tenants’ views into account in their 
decision-making about…landlord services…’

• Wide range of meaningful influence and scrutiny 
opportunities – strategies, policies and services

• Assist with tenant-led activities
• Accessible support for individuals to get involved
• Support for Right to Manage, Right to Transfer etc.
• With tenants, consider ways to improve services and 

engagement (and implement changes)
• Specific requirement for early involvement in any 

proposals involving a change of landlord
• GONE – local offers

Presenter Notes
Presentation Notes
There’s quite a bit of Ministerial Direction here – the bits in italics

Code of guidance says:

Genuine consideration of tenants’ views should be at the heart of registered providers’ different levels of decision-making about the delivery of landlord services 

Examples of the kind of support landlords could offer, the need for fair access to scrutiny

Plenty to say about consultation ref change of landlord

Local offers aren’t a requirement anymore. But there’s not much evidence that they were ever all that widespread – landlords that developed genuine local offers will still be able to have them




Information about 
landlord services
• Must provide info about:

• Available services, how to access, standards
• Safety and quality standards for homes
• Rents, service charges etc
• Landlord and tenant repair responsibilities

• Must communicate progress on service requests
• Policies must be fair, reasonable, transparent
• Must make information available about senior 

team roles and responsibilities including overall 
responsibility for consumer standards

Presenter Notes
Presentation Notes
There’s nothing very new here – it’s mostly about making things a bit clearer, and tidying up – for example to take account of the TSMs
Clarity and timeliness of communication about this is seen as part of building the culture of respect
Clarity is also a big part of accountability
Code says that Communication should be proactive throughout a service incident or episode – from when a repair is reported to when the final part of the work is done. Particularly important if there are going to be delays 



Performance Information

• Meet TSM requirements
• Publish performance on TSMs annually (including 

how they’ve complied with technical requirements)
• Publication must be easily accessed by tenants
• Submit accurate, timely and compliant info to RSH
• Provide tenants with info on:

• Performance (and improvement plans)
• How tenants’ views have influenced
• How income is spent
• Directors’ pay and management costs

Presenter Notes
Presentation Notes
- This is really just lifted straight from the current requirements about TSMs 
Again: this is all about transparency – clarity matters
- TSM requirements are pretty technical – the technical requirements have to be met in full
- code of practice suggests they consider providing data at a granular level to aid scrutiny – for example, performance under different maintenance contracts, or for different geographic areas
- there’s quite a bit in the code about protecting the integrity of the data. E.g if area A seems to be doing better than the landlord’s overall performance, it’s important for tenants to know that the data hasn’t been distorted or tampered with when they make that comparison – this is about sample size and so on
- This is where the stuff about directors’ pay has ended up – this was a white paper promise



Complaints

• Complaints must be addressed fairly, effectively 
and promptly

• Approach must be simple and accessible
• Approach must be publicised and tenants must be 

told what they can do if they’re dissatisfied
• Landlords must provide tenants with info about 

the volume, types, learning etc from complaints

Presenter Notes
Presentation Notes
Another area where we’re covering the same ground, but being clearer and therefore more accountable
Code of practice references Ombudsman and their expectations




What role for Scrutiny 

• Ensure understanding of Tenant Make Up
• Monitoring effectiveness of influence & accountability
• Engagement in TSMs process 
• Comms compliance on Standards (promotion and 

understanding)
• Work with Landlord on action plans arising from 

TSMs/Inspections 
• Monitoring and evaluation of Complaints 
• Scrutiny Referrals to Regulator or Ombudsman

Presenter Notes
Presentation Notes
Another area where we’re covering the same ground, but being clearer and therefore more accountable
Code of practice references Ombudsman and their expectations




Neighbourhood and 
Community Standard

Presenter Notes
Presentation Notes
Replaces old standard with the same name
Covers areas where boundaries may be a bit blurred between HRA and General Fund – but in some areas landlords are expected to play a part even if they’re nor directly responsible
Maintenance of shared spaces
Local cooperation
Safer neighbourhoods
Domestic abuse (new)
The main changes are in language and emphasis, so the slides will have the full text
Each one has a headline and then some specific expectations




Maintenance of shared spaces
NEW OLD

LLs must work co-operatively 
with tenants, other landlords 
and relevant organisations to 
contribute to the upkeep and 
safety of shared spaces 
associated with their homes.

LLs shall keep the neighbourhood and communal 
areas associated with the homes that they own 
clean and safe. They shall work in partnership with 
their tenants and other providers and public 
bodies where it is effective to do so.

providers must work co-
operatively to assist in 
resolving issues affecting the 
upkeep and safety of the 
shared spaces associated 
with their homes.

providers shall consult with tenants in developing 
a published policy for maintaining and improving 
the neighbourhoods associated with their homes. 
This applies where the registered provider has a 
responsibility (either exclusively or in part) for the 
condition of that neighbourhood. The policy shall 
include any communal areas associated with the 
registered provider’s homes.

Presenter Notes
Presentation Notes
Shared spaces are exactly that – areas where tenants have access and use the spaces, but landlord doesn’t have direct responsibility
Communal areas (where landlord is directly responsible) come under health and safety
Language in new version feels more direct and more focused on results
Old version maybe too much emphasis on having a policy and not enough on delivering?




Local cooperation
NEW OLD

LLs must co-operate with relevant partners to 
promote social, environmental and economic 
wellbeing in the areas where they provide social 
housing.

LLs shall co-operate with relevant 
partners to help promote social, 
environmental and economic wellbeing in 
the areas where they own properties.

LLs, having taken account of their strategic 
objectives, the views of tenants and their 
presence within the areas where they provide 
social housing, must:
a) identify and communicate to tenants the roles 
registered providers play in promoting social, 
environmental and economic wellbeing and how 
they will achieve them; and
b) co-operate with local partnership 
arrangements and the strategic housing function 
of local authorities where they are able to assist 
them in achieving their objectives

LLs, having taken account of their 
presence and impact within the areas 
where they own properties, shall:
(a) identify and publish the roles they are 
able to play within the areas where they 
have properties
(b) co-operate with local partnership 
arrangements and strategic housing 
functions of local authorities where they 
are able to assist them in achieving their 
objectives

Presenter Notes
Presentation Notes

There’s not much change here, but the new language sets a clearer expectation about tenant engagement, which is good
it’s worth looking closely at the highlighted area
You could tweak this language a bit, to set an expectation that landlords would have a clear approach in each area where they have social housing



Safer neighbourhoods
NEW OLD (Heading was ASB)

• Have a policy on working 
with partners

• Set out their approach on 
tackling and deterring hate 
incidents

• Enable ASB to be reported 
easily and keep tenants 
informed about progress

• Provide prompt and 
appropriate action on ASB, 
have regard to full range of 
tools and powers

• Must support affected 
tenants, including 
signposting

• Publish a policy on working with others
• In the ASB work, LLs shall demonstrate:

• Tenants know about responsibilities and 
rights

• Strong leadership, commitment, 
accountability based on shared 
understanding

• Strong focus on prevention, tailored to 
tenants’ needs

• Prompt, early action with regard to full 
powers available

• Easy reporting and updates about the 
status of their case where LL is 
responsible, and signposting where not

• Support to victims and witnesses

Presenter Notes
Presentation Notes
In terms of the headline (not on slide), the old version talked about ‘prevent and tackle’. The new one talks about ‘deter and tackle’ – more realistic
Registered providers must work in partnership with appropriate local authority departments, the police and other relevant organisations to deter and tackle anti-social behaviour (ASB) in the neighbourhoods where they provide social housing.

On the detail: 
I’ve summarised to get it all on one slide
The new version seems clearer and shorter, but it does more or less the same thing
The slight tweaks make it more deliverable for landlords. But at the expense of tenants’ ease of mind?
The guidance talks about things like funding mediation services, ‘diversionary activities’, environmental improvements and so on. This is the regulatory home for community development





What role for Scrutiny 

• Role in locality working (community and statutory 
forums)

• Scrutiny group working arrangements with other 
community partners (Police, NHS, 3rd Sector)

• Scrutinising Community Agreements/Plans
• Working with Estate Champions 
• Ensuring and Monitoring effective Comms 

Presenter Notes
Presentation Notes
Another area where we’re covering the same ground, but being clearer and therefore more accountable
Code of practice references Ombudsman and their expectations




Tenancy Standard

Presenter Notes
Presentation Notes
Previous version was also called the Tenancy Standard
Quite a lot of this standard is covered by a ministerial Direction (RSH doesn’t get to change it)
Required Outcomes in these areas:
Allocations and lettings
Tenancy Sustainment and evictions
Tenure
Mutual Exchange



Allocations and lettings
• Must allocate and let homes in a fair and transparent way, 

taking account of the needs of current and prospective tenants
• Cooperate with LAs’ strategic housing functions, including 

homelessness and nominations
• Aim to allocate specialist housing (e.g. wheelchair standard or 

adapted) appropriately
• Have tenant-focused services to tackle under-occupation and 

overcrowding
• Prevent and tackle tenancy fraud
• Have a fair, reasonable and simple and accessible appeals 

process for allocations
• GONE

• requirement to minimise void periods
• specific requirement to support those with support needs, people 

who don’t have English as first language and those who struggle 
with written English

Presenter Notes
Presentation Notes
REMINDER – THIS IS ABOUT ALLOCATIONS OF COUNCIL/ALMO STOCK ONLY
Old version also required LLs to be efficient – could argue that put unhelpful pressure on void periods
The specific requirements around support and inclusion appear elsewhere now



Tenancy Sustainment 
and evictions
• Landlords must support tenants to maintain their 

tenancy or licence and prevent unnecessary 
evictions

• If landlord ends the tenancy/licence, they must 
offer tenants timely advice and assistance before 
the agreement ends

• NEW – previously, similar requirements were 
hidden within Tenure

Presenter Notes
Presentation Notes
The support requirements include signposting, as per Code of Practice



What role for Scrutiny 

• Monitoring tenancy issues (allocations, 
sustainment)

• Communications Assessments 
• Diversity awareness and compliance
• Role in strategic focus on tenant priorities and 

strategic need (may be different)
• Ensuring understanding of tenants rights and 

responsibilities  

Presenter Notes
Presentation Notes
Another area where we’re covering the same ground, but being clearer and therefore more accountable
Code of practice references Ombudsman and their expectations




Key Points for Scrutiny

• Embedded into the governance structure 
• Access to data with formalised parameters
• Regular data provided 
• Clear channels for Scrutiny to link with other 

engagement and tenant body.
• A pivotal role in Comms 
• Independence ! 

Presenter Notes
Presentation Notes
Another area where we’re covering the same ground, but being clearer and therefore more accountable
Code of practice references Ombudsman and their expectations




Thank you!
Any questions?
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