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Background & 
Introduction

• Adam Spokes – Head of HRA Property & 
Development

• Medway's journey
• Profile
• Structure
• First LA in SE to go through planned 

inspection – Sept 24 (yr 1 q2)

• Looking at this from a Property and 
Asset service perspective.



Impact of 
Regulation

• The Regulator of Social Housing's new standards and inspection 
programme came into force on Monday 1 April 2024.

• In February 24, the regulator published its new set of consumer standards 
and regulatory approach to deliver a "well-governed social housing 
sector" that provides quality homes and services for tenants.

• After 1 April 24, the regulator will assess landlords against the 
new consumer standards and hold us to account by carrying out regular 
inspections and scrutinising data on tenant satisfaction and repairs.

• Tenant satisfaction measures (TSMs) were introduced in April 2023 as a 
measure to assess how well social landlords in England and Wales are 
doing at providing quality homes and services. Landlords with 1,000 or 
more homes were required to submit their first year of tenant 
satisfaction measures data this summer (June 2024). The TSMs were 
incorporated into the new ​Transparency, Influence and Accountability 
Standard in April 2024.

https://www.gov.uk/guidance/regulatory-standards#consumer-standards


Impact of Regulation

Parliament gave the regulator two main objectives:

1. Economic objective: to make sure that registered providers (landlords) are well-managed and financially 
stable

2. Consumer objective: to make sure that tenants get quality accommodation, have choice and protection, 
and can hold their landlords to account.

Aims to Improve
• Quality of housing services (prevent Grenfell and Awaab Ishak incidents)
• Improve and strengthen Landlord and tenant relationship 
• Professionalise the sector – competency and accreditation
• Transparency 



Consumer 
Standards

The four consumer standard areas are:

1. Neighbourhood and Community Standard – Outcomes 
landlords must deliver about engaging with other relevant 
parties so that tenants can live in safe and well-maintained 
neighbourhoods and feel safe in their homes

2. Safety and Quality Standard – Outcomes landlords must 
deliver about the safety and quality of tenants’ homes

3. Tenancy Standard – Outcomes social landlords must deliver 
about the fair allocation and letting of homes and how 
tenancies are managed and ended by landlords

4. Transparency, Influence and Accountability Standard –
Including the Tenant satisfaction measures, this covers the 
outcomes landlords must deliver about being open with 
tenants and treating them with fairness and respect so that 
tenants can access services, raise complaints, influence 
decision making and hold their landlord to account

https://assets.publishing.service.gov.uk/media/65fc3d30f1d3a0001d32acef/April_2024_-_Neighbourhood_and_Community_Standard_FINAL.pdf
https://assets.publishing.service.gov.uk/media/65f8250c78087a001a59ebac/April_2024_-_Safety_and_Quality_Standard_FINAL.pdf
https://assets.publishing.service.gov.uk/media/660c0ad967958c0011365a58/April_2024_-_Tenancy_Standard_FINAL.pdf
https://assets.publishing.service.gov.uk/media/65fc480ca6c0f70011ef91c7/April_2024_-_Transparency__Influence_and_Accountability_Standard_FINAL__1_.pdf


Required Outcomes
Safety and Quality Standard

• Know condition of homes 

• Meet decent homes standard

• Ensure the health and safety of tenants in their homes 

• Effective, efficient, timely repairs, maintenance, planned 
improvements for homes/communal areas

• Assist people to access adaptations

• Underpinned by specific expectations. 
https://www.gov.uk/government/publications/safety-and-quality-
standard

https://www.gov.uk/government/publications/safety-and-quality-standard
https://www.gov.uk/government/publications/safety-and-quality-standard


Inspection 
Preparation

• Planned inspection could come at any time –
can’t defer it!

• Allow enough time to prepare – pre and post 
notification

• Have a plan/strategy – advertise it

• Set up a working task force (inc all key 
stakeholders) – regular MINUTED meetings to 
review

• Make sure you have enough resource – prep + 
day to day

• Clear operational structures



Inspection Preparation
• Undertake GAP analysis against each consumer standard – 59 in total



Inspection Preparation – GAP ANALYSIS



Areas of concern

• Governance and scrutiny
• One or two papers per year into the public domain 

(HRA budget, Holding to Account) 

• Compliance and Asset data
• Nothing of note in particular areas, but always high 

risk
• Spreadsheet based 
• Stock condition data, improving but more physical 

inspections needed

• Complaints
• Low scores through TSM Survey
• More negative outcomes in survey compared to 

actual complaints received.

• Tenancy
• Lack of accurate tenant profile data
• ASB management and processes



Inspection Preparation – GAP ANALYSIS
• Be honest and transparent 

• Review as a group and inc all key stakeholders early

• Identify areas of risk

• Identify areas not at risk – evidence it!

• Consider self referral!

Self-referral
RPs 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.



Inspection Preparation – Self referral
• Inspection will be planned or initiated by self referral

• Be honest and transparent 

• Do it ASAP!

• Worse reputational damage not self referring

• Communicate with all key stakeholders timely & effectively

• ‘Potentially’ a more favourable grading when self referring

• Judgements can be found on Gov website –

https://www.gov.uk/government/publications/regulatory-judgements-
and-regulatory-notices

https://www.gov.uk/government/publications/regulatory-judgements-and-regulatory-notices
https://www.gov.uk/government/publications/regulatory-judgements-and-regulatory-notices


Inspection 
Process -
planned

• A call/email will come out of the blue….

• First phone call - 30/5/24 

• Contextual information – Due 5pm 13/6/24 – 5 working days to 
provide/upload to NROSH

• Document Request List – Due 5pm 2/7/24 - 10 working days to 
provide/upload to NROSH – ALLOW TIME AND RESOURCE!

• Notice of formal inspection  - 24/7/24

• On site Inspection 4-5/9/24

• Meetings with Key Staff – CEO, Directors, HOS’s, Officers of all 
levels

• Meetings with tenants/scrutiny panels

• Meetings with Members and Leader



Inspection process

• Lead Inspector + 3-4 Support Inspectors

• Be hospitable and provide refreshments!

• Complete in a comfortable and spacious location

• Make sure all relevant Senior Key Stakeholders 
attend

• Check teams annual leave and availability 



Onsite Inspection

• Spans over 2 days

• Interview CEO, Leader, Portfolio Holder and 
Directors individually

• You can decide who attends which meetings (inc 
tenants)

• Hour sessions on specific areas

• Safety and quality

• Landlord Health & Safety

• Repairs, maintenance, planned 
improvements and damp & mould

• Performance Information

• De-brief session at the end



Post Inspection
• Inspector will draft a judgement which will be internally audited

• Inspector will arrange a call with Lead Officers to discuss proposed 
judgement – can’t be challenged or changed

• Proposed judgement is embargoed 

• Draft judgement wording will be sent for you to confirm its accuracy

• Judgement is quite short…

• Judgement Published 

• Initial comms to be cleared with the regulator. 

• LINK TO LINKEDIN INSPECTION RESULT ANNOUCEMENT

https://www.linkedin.com/posts/medway-council_news-we-are-pleased-to-announce-that-our-activity-7267496684107051008-QFT-/?utm_medium=ios_app&utm_source=social_share_video_v2&utm_campaign=copy_link


Inspection outcome 
• C1 Our judgement is that overall the landlord is 

delivering the outcomes of the consumer standards. The 
landlord has demonstrated that it identifies when issues 
occur and puts plans in place to remedy and minimise 
recurrence.

• C2 Our judgement is that there are some weaknesses 
in the landlord delivering the outcomes of the consumer 
standards and improvement is needed.

• C3 Our judgement is that there are serious failings in 
the landlord delivering the outcomes of the consumer 
standards and significant improvement is needed.

• C4 Our judgement is that there are very serious failings 
in the landlord delivering the outcomes of the consumer 
standards. The landlord must make fundamental 
changes so that improved outcomes are delivered.



Our Judgement

• https://www.gov.uk/government/publica
tions/medway-council/medway-council-
00lc-regulatory-judgement-27-
november-2024

• Review and research other judgements

• Manage expectation

• Judgement won’t be changed until next 
inspection

• Can’t self-refer unless there’s an issue

https://www.gov.uk/government/publications/medway-council/medway-council-00lc-regulatory-judgement-27-november-2024
https://www.gov.uk/government/publications/medway-council/medway-council-00lc-regulatory-judgement-27-november-2024
https://www.gov.uk/government/publications/medway-council/medway-council-00lc-regulatory-judgement-27-november-2024
https://www.gov.uk/government/publications/medway-council/medway-council-00lc-regulatory-judgement-27-november-2024


Our Judgement

• Comms to be reviewed and signed 
off by the Regulator

• Comms to be communicated via a 
variety of methods – text, email, 
verbal, different languages…etc

• Communicate honestly and 
positively

• Address the issues head on and 
offer reassurance

• Create a comms video publishing 
your results.



Our Judgement

• Areas we needed to improve

• Valid SCS

• Scrutiny on compliance remedials

• ASB management

• Improving tenant profile data

• All areas we identified as part of our gap 
analysis

• Plans already in place and underway prior to 
inspection

• Timing……



Areas of concern - recapped 

• Governance and scrutiny

• One or two papers per year into the public domain (HRA budget, Holding to Account) 

• Compliance and Asset data

• Nothing of note in particular areas, but always high risk

• Spreadsheet based 

• Stock condition data, improving but more physical inspections needed

• Complaints

• Low scores through TSM Survey

• More negative outcomes in survey compared to actual complaints received.

• Tenancy

• Lack of accurate tenant profile data

• ASB management and processes



Post Judgement

• Regulator will set up meetings with the necessary staff – Medway 
initially monthly for 3 months then quarterly

• Regulator will want to see progress on improvement plan and against 
target milestones

• Continue to share key documents with Regulator post judgement - 
ACTION PLANS, REPORTS, INFO GOING OUT TO TENANTS VIA NROSH 
(EMAIL WHEN THINGS ARE BEING UPLOADED).

• ANY POTENITAL ISSUES AGAINST THE CONSUMER STANDARDS THEN 
LET REGULATOR KNOW.



Key considerations

Statements by the regulator during inspection process

1. DO YOU KNOW YOUR STOCK, DO YOU KNOW YOUR TENANTS AND HOW IS THAT DATA BEING USED TO INFORM 
DECISION MAKING AND SERVICE DELIVERY?

2. MINIMISE THE CHANCES OF ISSUES ARISING/RE-OCCURING – EG HIGH WIP, WHATS BEING DONE TO REDUCE IT 
BUT WHY DID IT HAPPEN IN THE FIRST PLACE?

3. IDENTIFY WEAKNESSES EARLY & UNDERTAKE DIAGNOSTIC WORK – ROUTE CAUSE ANALYSIS, GAP 
ASSESSMENTS…ETC

4. SERVICES NEED TO BE STRUCTURED AND ADEQUEATELY RESOURCED TO ENABLE THEM TO SUCCESFULLY 
DELIVER ALL THE CONSUMER STANDARDS.

5. LANDLORDS MUST HAVE A PLAN – PLANS NEED TO BE TAILORED TO THE  ORGANISTAION – ONE SIZE DOESN’T FIT 
ALL.

6. YOU CAN’T WING IT…BEING OPEN, HONEST AND TRANSPARENT IS KEY.



Things you 
can do to help

• Create a governance group – mechanisms to 
scrutinise performance

• Create a tenant panel with a chair

• Get Housing higher up the corporate agenda

• Do your GAP analysis ASAP and create a plan for 
each consumer standard.

• Create a consumer standards working group – 
create momentum

• Work with your contractors – reports, meetings, 
data…etc

• Self refer if you feel you have any material issues 
with meeting the consumer standards



Key points to take away

• If you haven’t started planning then you need to do so ASAP!

• Complete GAP analysis and start thinking about how you can 
evidence your conformity to each standard

• Long process which takes an awful lot of time – allocate time weekly 
to work on this.

• Get everyone onboard early and ensure senior key stakeholders are 
aware of the seriousness.

• Services need to be built around conforming to this now.

• Start compiling your evidence now.

• Be open, honest and transparent!



Q&A
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