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Scope - June to September 2025

Phase 1 activity comprised the following elements:

* Desktop review of Hull City Council’s (HCC) self-assessed
compliance with the RSH Consumer Standards

* Desktop review of HCC’s Service Improvement Plans

* Desktop review of arrangements for performance reporting
* Desktop review of RSH inspection preparations

* Desktop review of HCC’s website

Separate reports provided for each element (Consumer Standard
and Service Improvement Plans combined)
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RSH Inspection Outcomes

Consumer gradings by provider type (25.11.25)

M Private Registered
Provider

B Local Authority
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RSH Inspection Outcomes - Themes

Safety and Quality - Stock Condition/Decency

C1 - Physical surveys completed, process for keeping updated.
Evidence of using data to understand homes and prioritise
investment

C2 - Some gaps in data, but robust process in place to improve
and evidence of using data appropriately. Low tolerance on
decency, realistic plans to remedy

C3 - Significant lack of reliable up-to-date information on homes
(e.g. limited up to date stock condition data) and limited
assurance on decency
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RSH Inspection Outcomes - Themes

Safety and Quality - Repairs, Maintenance and Planned
Improvements

C1 - No reference to damp and mould in C1 judgements

C2 - Some issues, provider is seen to understand the issue and
have a planned, resourced and prioritised approach in place,
large number of repairs outside of target timescales

C3 - Significant number of damp and mould cases, backlogs of
repairs, insufficient performance reporting/ oversight
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RSH Inspection Outcomes - Themes

Safety and Quality - Health and Safety

C1 - Systems in place, risk-based approach, external
independent assurance on the process, good performance.
Robust oversight of remedial works

C2 - Some C2 RPs doing well. Where H&S compliance is an issue,
systems are in place but there is a level of weakness in oversight
and approach that are being worked on

C3 - Significant poor performance i.e. significantly high number
of outstanding safety checks or remedial works or issues across
multiple areas
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Consumer Standards Review

Review included consideration of HCC completed self-
assessments and associated evidence

Supported by interviews with key colleagues

Reviewed HCC’s approach to the collation and publication of
its Tenants Satisfaction Measures (TSMs)

Crucially - consider whether the information provided
supports HCC’s ability to demonstrate the outcomes of the
Consumer Standards

On Consumer Standards, 52 recommendations made,
along with a further 17 observations (advisory only) - much
mirrors what HCC already knew (as based on self-
assessments)
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Consumer Standards Review

Findings summary by Standard:

Neighbourhood and Community Standard - currently
meeting with several areas of strengthening identified

Tenancy Standard - currently meeting with minimal areas of
strengthening identified

Transparency, Influence and Accountability Standard -
partially meeting with robust strengthening of evidence around
the collection and use of diverse needs data and its
Complaints processes needed

Safety and Quality Standard — not meeting due to the lack of
stock condition data available and links to assessment of
compliance with Decent Homes Standard
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Consumer Standards General Findings

* Many positives and good practice in the findings - much in line
with HCC’s own self-assessment, with actions in place to
address

* Provision of assurance to HCC’s Councillors around
compliance with the Consumer Standards needs to be
strengthened

* Improvements recommended in assurance framework,
making clearer and documenting which bodies hold which
roles and what performance information they should see to
facilitate their roles
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Consumer Standards General Findings

* Imperative that senior members of HCC receive robust
performance reporting in relation to the performance of
contractors (e.g. repairs and maintenance service)

* Evidence should include more on outcomes for tenants

*  Opportunity to demonstrate how tenant voice (Tenant
Satisfaction Measures, Complaints, Engagement outputs)
shapes landlord decisions and drives improvements
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Consumer Standards General Findings

* Priority needs to be given to ensuring full compliance with the
Safety and Quality and Transparency, Influence and
Accountability Standards

* Atotal of 39 recommendations across the two areas - some of
which identified within the website review

« 22 of these are identified as ‘high priority’ recommendations
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Findings Summary

Safety and Quality Standard - 18 recommendations, including:

Completing the Stock Condition Survey (SCS) programme -
getting to 100% as soon as is practically possible

Ensuring data is robust and accurate - Quality Assurance
checks on works/surveys

Utilising data coming out of SCS to inform ‘decency’ and
documenting the approach for assessing decency

Managing ‘no-access’ effectively
Improving performance reporting around property H&S
Improved performance monitoring of repairs and

maintenance service
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Findings Summary

Transparency, Influence and Accountability Standard - 21
recommendations including:

* Collection, storage and use of tenant data (including diverse
needs)

* Reporting of complaints

*  Writing a specific complaints policy (HCC as landlord)
* Documenting governance process for referral to RSH
* Various improvements to performance reporting

--------
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Findings Summary

Neighbourhood and Community Standard - 4 recommendations, 1
is high priority (improvements to Service Improvement Plan around
Safety of Shared Spaces)

Tenancy Standard - 5 recommendations - none are high priority.
Include documenting approach for allocations, reporting and
oversight of outcomes in relation to allocations, tenancy fraud,
tenancy sustainment, evictions, mutual exchanges, assignments
and successions
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Consumer Standards Conclusions

* Priority needs to be given to ensuring full compliance with the
Safety and Quality Standard, including Stock Condition
Surveys and Decent Homes

* Priority also towards Transparency, Influence and
Accountability Standard, including the clarifying the
Assurance Framework that comprises performance reporting,
risk management and accountabilities
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Performance Reporting Review

Findings summary:
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Links to findings relating to performance arising from Consumer
Standards review

Requires a documented process for Neighbourhood and Housing
performance monitoring and reporting arrangements - roles and
responsibilities and associated reporting (Assurance Framework)

Governance structure needs to be clear and robust, with detailed
performance information (including service delivery by HCC
contractors) shared and scrutinised at a senior level. Leader,
Portfolio Holder, Director for Housing should have full oversight of
contractor delivery

--------
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Performance Reporting Review

Findings summary:
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Service Improvement Board (SIB) is key to monitoring
performance as well as agreeing and monitoring a programme
of continuous service improvement, aligned to RSH regulatory
requirements

Communities Overview and Scrutiny Commission (COSC) also
have a role in providing member challenge

Improvements in ‘customer insight’ reporting required higher in
the governance structure

Financial reporting to synchronise with other performance
reporting

--------
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Service Improvement Plans

* In place and quite comprehensive from a high-level overview
*  Will require updating/re-prioritising as a result of DTP review

* Improved monitoring and reporting recommended
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Inspection Preparation Review
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An assessment of the intended arrangements HCC has in
place for the RSH’s inspection process - based on good
practice examples from elsewhere in the sector

Many elements in place including ‘countdown’ action
plan/preparation for inspection (Pre-Inspection Plan),
notification of inspection action plan, communications plan
for inspection

Practical recommendations made for strengthening current
approach

OFFICIAL ' ?;::::::. [Illssese



OFFICIAL

Partners in Progress

O dtp
Website Review (July 2025)

Findings summary:

* Overall look and feel of the website - quite old-fashioned and
transactional

* Web-pages densely worded and not customer friendly in tone

* Information about landlord services requires improvement - more
accessible, clear and transparent

* Improve information to explain tenant engagement opportunities
and how views have influenced services/service delivery

* Develop an annual report for tenants - performance, engagement,
influence

* |Improve performance information on the website - expanding TSM
analysis '
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Findings Summary -

Total of 86 recommendations made across all areas of the
review - some overlap, especially recommendations around
performance reporting

14 are considerable pieces of work (e.g., completion of Stock
Condition Surveys), many are minor/quick wins (for example
publish x on the website, include y in your performance
reporting)

38 are ‘general recommendations’ including website
improvements, governance oversight and performance
reporting, inspection preparation, defining the remit of SIB,
evidencing outcomes of the standards, using TSM data to drive
service improvements

* 25% of all recommendations relate to performance in some way

--------
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David Tolson Partnership Ltd
Richard House

9 Winckley Square

Preston PR1 3HP
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