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Response to Independent Review of

Council Landlord Service

in the context of Social Housing Regulation
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Regulatory Inspection Support – HCC Response / Plan 

Completed (All) Remaining 
Minor Actions (All)

Remaining
Major Actions (All)

14

59 13

21 High Priority Recommendations 11 High Priority Recommendations

Low impact on resources / duration required (est. 
<3 months)

High impact on resources / duration required (est. 
>6 months)

• Initial meetings have taken place with service improvement leads to have initial review of 

all recommendations.

• Minor actions (not already in service improvement plans) have been reviewed and ‘quick 

wins’ completed; others are now in Service Improvement Plans.

• Additional meetings scheduled to prepare details project plans for recommendations 

requiring (project) management of resources and/or project duration (Major actions).
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Regulatory Inspection Support – HCC Response / Plan 

Safety & Quality

Recommendations 18

Completed Planned / In Progress High Priority

Minor Actions 3 10 7

Major Actions 1 4 4

• Project planning required for Major Actions (4 recommendations)

o Accelerate programme for completing SCSs where feasible 

o Review procedures and develop strict 'no access' protocols with appropriate escalation routes

o Additional transparent assurance reporting from main Contractor (KWL)

o Detailed plans for remediation works (Decency / HHSRS) with completion timescales and costs



OFFICIAL

OFFICIAL

Regulatory Inspection Support – HCC Response / Plan 

Transparency, Influence & Accountability

Total Recommendations 27*

Completed Planned / In Progress High Priority

Minor Actions 6 18 4

Major Actions 0 3 3

• Project planning required for Major Actions (4 recommendations)

o Expand analysis of TSM results to include other sources of tenant feedback

o Strategic approach to collecting, verifying and storing tenant/household data

o Proactive and structured approach to utilising data to determine fair and equitable services

• Twelve outstanding (minor) actions relate to changes to revising Website content and 

format. All now incorporated within the Strategic Website Design Review (due to start 

webpage rebuilding early 2026) 

*21 relate directly to the TIA standard and 6 are items suggested to be tracked in this workstream
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Regulatory Inspection Support – HCC Response / Plan 

Governance, Assurance & Performance

Recommendations 25

Completed Planned / In Progress High Priority

Minor Actions 1 18 10

Major Actions 0 6 5

• Many of the recommendations (minor and major) fall into two project categories requiring 

Project Management, which have started:

o Establishing a formal Performance Management and Reporting Framework (14 recommendations)

o Review Governance and Assurance reporting structure (8 recommendations)
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Regulatory Inspection Support – HCC Response / Plan 

• Other outstanding actions relate to:

o Pre / Post Inspection visit preparations (12 minor actions)

o Project Management/General (4 minor actions)

o Neighbourhoods & Community Standards Improvement Plan (3 minor actions*)

o Tenancy Standards Improvement Plan (5 minor actions*)

(* these actions are being covered by the new Governance, Assurance and Performance workstream)

 

• Service Improvement subgroup meetings are scheduled regularly to monitor progress and 

update project plans to be reported to the Service Improvement Board.

  

• Project Plans of major actions will determine project resources, cost and expected 

duration.  
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Regulatory Inspection Support – Service Improvement Plans

TRANSPARENCY, 

INFLUENCE & 

ACCOUNTABILITY

TENANCY

SAFETY

& QUALITY

GOVERNANCE 

ASSURANCE & 

PERFORMANCE

NEIGHBOURHOODS

& COMMUNITY

• Completing SCS Programme

• Reducing Non-Access

• Managing Remedial Works

• Data Analysis• Reducing Non-Decent Homes

• Reducing HHSRS Failures

• Tenant Collection and Verification

• Data Utilisation / Vulnerability

• TSM / Customer Feedback Analysis 

• Housing Website Redesign 

• Housing Standards Annual Report
• Complaints Policy and Process

• Complaints Analysis

• Internal Assurance Reporting 

Structure

• Risk Oversight and Responsibilities

• Performance Reporting 

Framework 

Meeting required standards

Workstream close to completion

Meeting required standards

Workstream Closed

WORKSTREAM KEY IMPROVEMENTS

Governance & Assurance Performance Oversight

Customer Data Complaints Customer Communication

Stock Condition Statutory Compliance Asset Management

Minor recommendations for expanding performance reporting moved to 

Governance, Assurance & Performance workstream

One minor action to be completed (Safety of Shared Spaces) to be reviewed on 

26/11/2025. Minor recommendations for expanding performance reporting moved 

to Governance, Assurance & Performance workstream
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