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July 2025  

 

Wards: All 
 

 

Briefing Paper of the Assistant Director of Neighbourhoods and Housing 
 

 
1. Purpose of the Paper and Summary 
 

1.1. This briefing informs readers about the regulatory regime affecting the Council as a 
provider of social housing with effect from 1st April 2024. 

 
1.2. The regulations have implications and risks associated with legal, reputational, and 

financial matters.   
 
2. Background 
 

2.1. In July 2023 the Social Housing (Regulation) Act passed.  The resultant changes took 
effect from April 2024. 

 
2.2. The Regulator of Social Housing (RSH) now has powers to issue performance 

improvement plans, issue unlimited fines, undertake management intervention, or enforce 
stock transfer.  Previously the RSH had lesser powers, such as undertaking emergency 
repairs and issuing information publicly about the performance of registered providers 
(RPs - landlords of social housing). 

 
2.3. The Regulator also now has an obligation to proactively inspect registered providers 

against a set of Consumer Standards.  This goes beyond desktop review of performance 
information – the inspection regime is more akin to Ofsted, whereby the registered 
provider gets notification of an impending visit and is obliged to provide a quantity of 
documentary evidence, alongside opening its doors and giving full access for interviews 
with stakeholders such as tenants, staff and senior leaders like corporate directors and 
elected members.  The RSH publicly issue gradings following such inspections, on a 
scale C1-4 with C1 and C2 being the pass grades and C3 and C4 indicating a failure to 
meet the required standards.   

 
2.4. The Rent Standard is applicable across all social housing.  This covers how social rent 

must be calculated, as dictated by central government.  The RSH oversees this, as it did 
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prior to the Social Housing (Regulation) Act 2023.  In practice, audit disciplines should 
pick up any errors in application of this standard. 

 
2.5. For housing associations only, the RSH also oversees Economic Standards which 

consider financial viability (rated V1-4) and overall organisational governance (rated G1-
4).  This does not apply to local authority registered providers, as these matters are 
overseen by other bodies.  However, as part of the Consumer Standards the RSH does 
consider whether governance of housing services is adequate to oversee performance 
and address any issues, and whether accountability is clear. 

 
2.6. The RSH considers whether landlords are meeting the standards at an organisational or 

systemic level. This means looking at the landlord’s performance in the round and making 
sure they have the appropriate systems and processes in place to meet the standards.  
The RSH does not look at individual complaints from tenants.  This is the role of the 
Housing Ombudsman Service (HOS).  However, the RSH works with the Housing 
Ombudsman as trends in complaints can signal more systemic problems. 

 
2.7. The RSH also works with the Building Safety Regulator to get an indication of any 

concerns around landlords who offer homes in high-rise buildings.  Additionally, the RSH 
will consider publicly available information (e.g. content from the registered providers’ 
website, published papers from committee meetings, press stories) both when making 
their judgements and when deciding on their programming of proactive inspections.  

 
2.8. For all registered providers, the RSH scrutinises a set of performance indicators called the 

Tenant Satisfaction Measures (TSMs).  There are 22 TSMs: 10 are objective (e.g. 
proportion of homes for which all required gas safety checks have been carried out) and 
12 are subjective and derived from the views of tenants (e.g. satisfaction that the landlord 
makes a positive contribution to neighbourhoods).  These must be measured in a 
prescribed way at least annually.  Achieving a good score in the TSMs alone is not 
sufficient to meet the Consumer Standards.  There are many requirements in the 
Consumer Standards that do not have a corresponding TSM.  However, the RSH will use 
the TSMs as a bellwether for how a registered provider is doing. 

 
2.9. The activity of the RSH is funded by registered providers and is calculated on number of 

homes provided.  The cost to Hull City Council in fees for 25-26 is around £185k. 
 

3. The Consumer Standards in General    
 

3.1. The content of the Consumer Standards falls into four themes: 

 Safety and Quality 

 Transparency, Influence and Accountability 

 Neighbourhood and Community 

 Tenancy  
 
There are 20 separate requirements and each of these is broken down into more specific 
expectations with greater detail offered in a Code of Practice. 

 
3.2. Briefly, the Tenancy standard covers how homes are allocated, security of tenure, and 

mutual exchange of homes. 
 



 

Author: Emma Warwick 
Status: Final 
Date:  16/07/2025                                                 Page 3 of 7 

OFFICIAL 

OFFICIAL 

3.3. The Neighbourhood and Community standard covers working in partnership to promote 
wellbeing in neighbourhoods, local safety (outside the home), tackling anti-social 
behaviour, and domestic abuse. 

 
3.4. The Transparency, Influence and Accountability standard covers treating tenants with 

fairness and respect, accommodating diverse needs, sharing information including 
performance information with tenants and offering meaningful opportunities for them to 
shape the service, and complaints-handling.  Additionally, this standard includes the duty 
to self-refer, described later. 

 
3.5. The Safety and Quality standard covers knowing the stock, providing quality ‘decent’ 

homes, ensuring health and safety within the home (e.g. gas and electric checks), 
providing an effective and well-communicated repairs and proactive maintenance service, 
and facilitating adaptations (e.g. for disabled people) where needed. 

 
3.6. The RSH publishes an annual report on learning around Consumer Standards.  (Versions 

of the Consumer Standards existed pre-April 2024, and covered broadly similar areas, but 
the RSH had considerably less power to inspect and enforce).  These reports are usually 
issued in late July, and as such there has not yet been a formal report from the RSH itself 
on trends from the first year of the altered regime.  However, a summary based on Hull 
CC’s own observations from published judgements and industry commentary is below. 

 
3.6.1. Local authorities have tended to fare worse in the gradings.  In year one (1st April 

2024 – 31st March 2025) the breakdown of the 74 judgements was as follows, 
revealing that at failing grades (C3 and C4) 84% were local authorities: 

 

Grade Total  LAs Private RPs 

C1 20 3 17 

C2 29 11 18 

C3 23 19 4 

C4 2 2 0 

 
3.6.2. Note that year 1 may not be indicative of the state of the sector as a whole.  The 

new regime brought a flurry of self-referrals whereby registered providers, some of 
whom had not previously collected the Tenant Satisfaction Measures, reflected on 
their own performance and pro-actively contacted the RSH.  Relatively low numbers 
of the C3s and C4s found (9 out of 25 failure grades) emerged from routine 
inspections, whereas around two-thirds came from those who self-referred.   

 
3.6.3. The RSH has tended thus far to issue judgement notices in which the tone and 

listed actions reflect the willingness of the registered provider to acknowledge and 
address issues.  Landlords which hide or deny problems have measures enforced 
upon them.  By contrast those who recognise issues, are transparent, and put in 
place credible plans to address them are usually given some headroom to progress.  
Notably the two C4 graded local authorities (Newham and Castle Point) did not self-
refer but were honed-in on by the RSH as a result of published information that made 
clear they should have self-referred, as it was very apparent standards were poor.  
Their published judgement notices were particularly harsh.   
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3.6.4. Almost all of the judgements at C3 and C4 have had a large dose of elements of 
the Safety and Quality standard featured.  It is hard to give an accurate measure, as 
the judgements are narratives, not statistical gradings.  But probably around three-
quarters of the content about failing parts of the standards in year 1 was on Safety 
and Quality.  There was next to nothing picked-up on Tenancy, and only occasional 
mentions of Neighbourhood and Community.  There were, however, several mentions 
of failure to provide meaningful ways for tenants to engage with the service under the 
Transparency, Influence and Accountability standard.  (This was usually alongside a 
Safety and Quality issue, rather than a reason for failure on its own.)  There were also 
several mentions in C3 and C4 judgements of inadequate governance: that 
performance failures had not been adequately recognised and dealt with through the 
structures in place. 

 
4. The Situation in Hull  

 
4.1. The TSMs (tenant satisfaction measures) for 24-25 are included at Appendix 1 and have 

been shared previously.  They are also published on the Council’s website.  These show 
broad improvement since 23-24, when a Service Improvement Programme was put in 
place.  The Council’s Housing’s regulatory activity is currently overseen by the Housing 
Service Improvement Board (SIB) which includes elected members, senior officers of the 
Council and its primary contractor KWL, and a tenant representative.  It is chaired by the 
Chief Executive of the Council.  This gives additional impetus and specialist focus to 
current improvement work.  However, it is not a permanent body recognised in the 
Council’s Constitution. 

 
4.2. Hull City Council did self-refer to the RSH in 23-24, largely due to concerns around the 

Safety and Quality Standard, in particular knowledge / performance of property condition 
surveys and decency, as defined by the Decent Homes Standard (DHS).  The RSH 
engaged with the authority on the issues raised and asked for various pieces of additional 
information, as well as meeting (remotely) with officers.  Following this engagement, an 
inspection was not triggered.  Rather, the RSH reviewed the improvement plans 
underway and agreed they were satisfied for the time being with progress, and HCC had 
demonstrated appropriate understanding of its services and clear intent for improvement, 
coupled with robust plans to improve staffing resource.  The RSH made it clear they 
intended to revisit the HCC when the actions had had sufficient time to take effect and 
deliver desired outcomes.  To give a specific example, HCC detailed plans to deliver 
4,600 stock condition surveys by October 2025.  This is well on track: over 85% complete 
as at early July.    

 
4.3. The Decent Homes Standard, another area of concern, has also shown positive progress.  

Non-decency was at 14.4% in the 23-24 outturn, but had reduced to 10.6% in the 24-25 
outturn.  The DHS is complex.  “Non-decency” does not mean the home is unfit for 
habitation.  A hugely simplified summary is that to meet the standard homes must: 

• “meet the current statutory minimum standard for housing”, being free of category 1 
hazards under the Housing Health and Safety Ratings System (HHSRS).  
Examples of hazards include poor ventilation, excess cold, mould growth and lack 
of sanitary facilities. 

• be in a “reasonable state of repair” 
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• offer “reasonably modern facilities”.  This includes both basic things like having an 
appropriately located WC and a suitable kitchen layout, and also more detailed 
stipulations about the age of facilities. 

• provide a “reasonable degree of thermal comfort” 
This means that a home might register as non-decent if its kitchen was 21 years old, but 
when a stock condition takes place, it could discover that the kitchen has been carefully 
maintained by tenants and is in fact decent. 

 
4.4. Notwithstanding this, addressing quality issues in our homes remains a major priority, and 

a considerable programme of investment, backed by additional capital investment and 
additional contractor capacity, is underway to continue the trend of improvement.  In 
2024/25 Neighbourhoods & Housing spent a record of £72.8m on capital works from the 
HRA, compared to £34.7m in 2021/22.  

 
5. Next steps 
 

5.1. The Service Improvement Programme across the housing service continues, overseen by 
the Service Improvement Board.  In addition to the Portfolio Holder’s oversight, it remains 
a permanent function of Communities Scrutiny to regularly review the performance of the 
service.  Communities Scrutiny receives quarterly reports from officers, and also – 
independently – six-monthly reports from representatives of the Tenants’ Forum, giving 
their view based on lived experience of the service.  These bodies should provide 
challenge and help remove barriers to improvement. 

 
5.2. At 2.6.1 of the Consumer Standards is the duty to self-refer.  This is worded: “registered 

providers must communicate in a timely manner with the regulator on all material issues 
that relate to non-compliance or potential non-compliance with the consumer standards.”  
Officers will draw attention to any areas where they feel there are material issues that 
may trigger a need to self-refer.  At present there are no new issues of this nature, and 
there is no proposal to self-refer based on this year’s TSMs results, nor other matters in 
the Consumer Standards not covered by the TSMs.   

 
5.3. There also exists a whistle-blowing process, clearly marked on the RSH website under 

“make a referral or complaint”.  Anyone can use this at any time.  If this is used, the RSH 
will review evidence and determine whether an inspection is needed. 

 
5.4. An independent consultancy has been commissioned to give an objective view of how 

Hull City Council is performing against the Consumer Standards, and how well-evidenced 
this is.  This is with a view to helping shape any further improvement plans that may be 
needed, whether on specific elements of the Consumer Standards or on oversight 
arrangements.  This will assist in preparation for inspection.  No notification of inspection 
has been received at the present time.  When inspection is announced, typically six 
weeks’ notice is given.  HCC’s inspection may occur at any time in the next three years.  
The independent consultants estimate they will conclude their work in the early autumn.  
The intention is to share their findings with the SIB and the Communities Scrutiny 
Commission. 

 
Assistant Director for Neighbourhoods and Housing 

 
Contact Officer : Emma Warwick    Telephone No. :  01482 612203 
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Officer Interests: None  
 
Glossary 
 

DHS Decent Homes Standard 

HOS Housing Ombudsman Service (deals with individual complaints from tenants 
usually after they have been through the registered provider’s own complaints 
process first) 

RP Registered provider - social landlord e.g., local authority with housing stock, 
housing association 

RSH Regulator of Social Housing 

SIB Service Improvement Board 

TSMs Tenant Satisfaction Measures: 10 objective measures and 12 perception 
measures 

 
 

Background Documents: -  
  
The Consumer Standards can be found here: 
https://www.gov.uk/government/collections/regulatory-standards-for-landlords#consumer-standards 
 
The Decent Homes Standard can be found here: 
https://www.gov.uk/government/publications/a-decent-home-definition-and-guidance 
 
The referral process for anyone wishing to raise a concern about a social landlord, including Hull City 
Council, can be found here: 
https://www.gov.uk/government/collections/make-a-referral-or-complaint 
 

https://www.gov.uk/government/collections/regulatory-standards-for-landlords#consumer-standards
https://www.gov.uk/government/publications/a-decent-home-definition-and-guidance
https://www.gov.uk/government/collections/make-a-referral-or-complaint
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Appendix 1 – Hull City Council Tenant Satisfaction Measures 24-25 
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