Consumer standards
These standards apply to all registered providers. Providers’ boards and
councillors are responsible for ensuring their organisation meets the
consumer standards. The regulator’s role is limited to setting the consumer
standards and intervening only where failure of the standard could lead to risk
of serious harm to tenants (the ‘serious detriment test’) as described in
chapter five.

Tenant involvement and empowerment standard
Required outcomes
1

Customer service, choice and complaints
Registered providers shall:



2

provide choices, information and communication that is appropriate
to the diverse needs of their tenants in the delivery of all standards
have an approach to complaints that is clear, simple and accessible
that ensures that complaints are resolved promptly, politely and
fairly

Involvement and empowerment
Registered providers shall ensure that tenants are given a wide range
of opportunities to influence and be involved in:







3

the formulation of their landlord’s housing related policies and
strategic priorities
the making of decisions about how housing related services are
delivered, including the setting of service standards
the scrutiny of their landlord’s performance and the making of
recommendations to their landlord about how performance might be
improved
the management of their homes, where applicable
the management of repair and maintenance services, such as
commissioning and undertaking a range of repair tasks, as agreed
with landlords, and the sharing in savings made, and
agreeing local offers for service delivery

Understanding and responding to the diverse needs of tenants
Registered providers shall:



treat all tenants with fairness and respect
demonstrate that they understand the different needs of their
tenants, including in relation to the equality strands and tenants with
additional support needs

Specific expectations
1

Customer service, choice and complaints

1.1

Registered providers shall provide tenants with accessible, relevant
and timely information about:









how tenants can access services
the standards of housing services their tenants can expect
how they are performing against those standards
the service choices available to tenants, including any additional
costs that are relevant to specific choices
progress of any repairs work
how tenants can communicate with them and provide feedback
the responsibilities of the tenant and provider
arrangements for tenant involvement and scrutiny

1.2

Providers shall offer a range of ways for tenants to express a complaint
and set out clear service standards for responding to complaints,
including complaints about performance against the standards, and
details of what to do if they are unhappy with the outcome of a
complaint. Providers shall inform tenants how they use complaints to
improve their services. Registered providers shall publish information
about complaints each year, including their number and nature, and the
outcome of the complaints. Providers shall accept complaints made by
advocates authorised to act on a tenant’s/tenants’ behalf.

2

Involvement and empowerment

2.1

Registered providers shall support their tenants to develop and
implement opportunities for involvement and empowerment, including
by:






2.2

supporting their tenants to exercise their Right to Manage or
otherwise exercise housing management functions, where
appropriate
supporting the formation and activities of tenant panels or
equivalent groups and responding in a constructive and timely
manner to them
the provision of timely and relevant performance information to
support effective scrutiny by tenants of their landlord’s performance
in a form which registered providers seek to agree with their
tenants. Such provision must include the publication of an annual
report which should include information on repair and maintenance
budgets, and
providing support to tenants to build their capacity to be more
effectively involved

Registered providers shall consult with tenants on the scope of local
offers for service delivery. This shall include how performance will be

monitored, reported to and scrutinised by tenants and arrangements for
reviewing these on a periodic basis.
2.3

Registered providers shall consult with tenants, setting out clearly the
costs and benefits of relevant options, if they are proposing to change
their landlord or when proposing a significant change in their
management arrangements.

2.4

Registered providers shall consult tenants at least once every three
years on the best way of involving tenants in the governance and
scrutiny of the organisation’s housing management service.

3.

Understanding and responding to diverse needs

3.1

Registered providers shall demonstrate how they respond to tenants’
needs in the way they provide services and communicate with tenants.

Home standard
Required outcomes
1

Quality of accommodation
Registered providers shall:





2

ensure that tenants’ homes meet the standard set out in section five
of the Government’s Decent Homes Guidance 1 and continue to
maintain their homes to at least this standard
meet the standards of design and quality that applied when the
home was built, and were required as a condition of publicly funded
financial assistance 2 , if these standards are higher than the Decent
Homes Standard
in agreeing a local offer, ensure that it is set at a level not less than
these standards and have regard to section six of the Government’s
Decent Homes Guidance

Repairs and maintenance
Registered providers shall:




provide a cost-effective repairs and maintenance service to homes
and communal areas that responds to the needs of, and offers
choices to, tenants, and has the objective of completing repairs and
improvements right first time
meet all applicable statutory requirements that provide for the
health and safety of the occupants in their homes

Specific expectations
1

Quality of accommodation

1.1

Registered providers may agree with the regulator a period of noncompliance with the Decent Homes Standard, where this is
reasonable. Providers shall ensure their tenants are aware of the
reasons for any period of non-compliance, their plan to achieve
compliance and then report on progress delivering this plan.

2.

Repairs and maintenance

2.1

Registered providers shall ensure a prudent, planned approach to
repairs and maintenance of homes and communal areas. This should
demonstrate an appropriate balance of planned and responsive
repairs, and value for money. The approach should include: responsive
and cyclical repairs, planned and capital work, work on empty
properties, and adaptations.

1

‘Decent Homes Guidance’ means A Decent Home: Definition and Guidance for Implementation,
published by the Department for Communities and Local Government in June 2006, and any guidance
issued by the department or its successors, in relation to that document.
2
‘Financial assistance’ is assistance given by the Homes and Communities Agency (HCA) under
section 19(3) of the Housing and Regeneration Act, 2008; and (with effect from 1 April 2012) given by
the Greater London Authority (GLA). For the purpose of this standard, it includes financial assistance
provided by predecessor bodies to the HCA.

2.2

Registered providers shall co-operate with relevant organisations to
provide an adaptations service that meets tenants’ needs.

Tenancy standard
Required outcomes
1

Allocations and mutual exchange

1.1

Registered providers shall let their homes in a fair, transparent and
efficient way. They shall take into account the housing needs and
aspirations of tenants and potential tenants. They shall demonstrate
how their lettings:




make the best use of available housing
are compatible with the purpose of the housing
contribute to local authorities’ strategic housing function and
sustainable communities

There should be clear application, decision-making and appeals
processes.
1.2

Registered providers shall enable their tenants to gain access to
opportunities to exchange their tenancy with that of another tenant, by
way of internet-based mutual exchange services.

2

Tenure

2.1

Registered providers shall offer tenancies or terms of occupation which
are compatible with the purpose of the accommodation, the needs of
individual households, the sustainability of the community, and the
efficient use of their housing stock.

2.2

They shall meet all applicable statutory and legal requirements in
relation to the form and use of tenancy agreements or terms of
occupation.

Specific expectations
1

Allocations and mutual exchange

1.1

Registered providers shall co-operate with local authorities’ strategic
housing function, and their duties to meet identified local housing
needs. This includes assistance with local authorities’ homelessness
duties, and through meeting obligations in nominations agreements.

1.2

Registered providers shall develop and deliver services to address
under-occupation and overcrowding in their homes, within the
resources available to them. These services should be focused on the
needs of their tenants, and will offer choices to them.

1.3

Registered providers’ published policies shall include how they have
made use of common housing registers, common allocations policies

and local letting policies. Registered providers shall clearly set out, and
be able to give reasons for, the criteria they use for excluding actual
and potential tenants from consideration for allocations, mobility or
mutual exchange schemes.
1.4

Registered providers shall develop and deliver allocations processes in
a way which supports their effective use by the full range of actual and
potential tenants, including those with support needs, those who do not
speak English as a first language and others who have difficulties with
written English.

1.5

Registered providers shall minimise the time that properties are empty
between each letting. When doing this, they shall take into account the
circumstances of the tenants who have been offered the properties.

1.6

Registered providers shall record all lettings and sales as required by
the Continuous Recording of Lettings (CORE) system.

1.7

Registered providers shall provide tenants wishing to move with access
to clear and relevant advice about their housing options.

1.8

Registered providers shall subscribe to an internet based mutual
exchange service (or pay the subscriptions of individual tenants who
wish to exchange), allowing:


a tenant to register an interest in arranging a mutual exchange
through the mutual exchange service without payment of a fee
 the tenant to enter their current property details and the tenant’s
requirements for the mutual exchange property they hope to obtain
 the tenant to be provided with the property details of those
properties where a match occurs
1.9

Registered providers shall ensure the provider of the internet based
mutual exchange service to which they subscribe is a signatory to an
agreement, such as HomeSwap Direct, under which tenants can
access matches across all (or the greatest practicable number of)
internet based mutual exchange services.

1.10

Registered providers shall take reasonable steps to publicise the
availability of any mutual exchange service(s) to which it subscribes to
its tenants.

1.11

Registered providers shall provide reasonable support in using the
service to tenants who do not have access to the internet.

2

Tenure

2.1

Registered providers shall publish clear and accessible policies which
outline their approach to tenancy management, including interventions

to sustain tenancies and prevent unnecessary evictions, and tackling
tenancy fraud, and set out:
2.1.1 The type of tenancies they will grant.
2.1.2 Where they grant tenancies for a fixed term, the length of those
terms.
2.1.3 The circumstances in which they will grant tenancies of a
particular type.
2.1.4 Any exceptional circumstances in which they will grant fixed
term tenancies for a term of less than five years in general
needs housing following any probationary period.
2.1.5 The circumstances in which they may or may not grant another
tenancy on the expiry of the fixed term, in the same property or
in a different property.
2.1.6 The way in which a tenant or prospective tenant may appeal
against or complain about the length of fixed term tenancy
offered and the type of tenancy offered, and against a decision
not to grant another tenancy on the expiry of the fixed term.
2.1.7 Their policy on taking into account the needs of those
households who are vulnerable by reason of age, disability or
illness, and households with children, including through the
provision of tenancies which provide a reasonable degree of
stability.
2.1.8 The advice and assistance they will give to tenants on finding
alternative accommodation in the event that they decide not to
grant another tenancy.
2.1.9 Their policy on granting discretionary succession rights, taking
account of the needs of vulnerable household members.
2.2

Registered providers must grant general needs tenants a periodic
secure or assured (excluding periodic assured shorthold) tenancy, or a
tenancy for a minimum fixed term of five years, or exceptionally, a
tenancy for a minimum fixed term of no less than two years, in addition
to any probationary tenancy period.

2.3

Before a fixed term tenancy ends, registered providers shall provide
notice in writing to the tenant stating either that they propose to grant
another tenancy on the expiry of the existing fixed term or that they
propose to end the tenancy.

2.4

Where registered providers use probationary tenancies, these shall be
for a maximum of 12 months, or a maximum of 18 months where
reasons for extending the probationary period have been given and
where the tenant has the opportunity to request a review.

2.5

Where registered providers choose to let homes on fixed term
tenancies (including under Affordable Rent terms), they shall offer
reasonable advice and assistance to those tenants where that tenancy
ends.

2.6

Registered providers shall make sure that the home continues to be
occupied by the tenant they let the home to in accordance with the
requirements of the relevant tenancy agreement, for the duration of the
tenancy, allowing for regulatory requirements about participation in
mutual exchange schemes.

2.7

Registered providers shall develop and provide services that will
support tenants to maintain their tenancy and prevent unnecessary
evictions.

2.8

Registered providers shall grant those who were social housing tenants
on the day on which section 154 of the Localism Act 2011 comes into
force, and have remained social housing tenants since that date, a
tenancy with no less security where they choose to move to another
social rented home, whether with the same or another landlord. (This
requirement does not apply where tenants choose to move to
accommodation let on Affordable Rent terms).

2.9

Registered providers shall grant tenants who have been moved into
alternative accommodation during any redevelopment or other works a
tenancy with no less security of tenure on their return to settled
accommodation.

Neighbourhood and community standard
Required outcomes
1

Neighbourhood management
Registered providers 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.

2

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

3

Anti-social behaviour
Registered providers shall work in partnership with other agencies to
prevent and tackle anti-social behaviour in the neighbourhoods where
they own homes.

Specific expectations
1

Neighbourhood management

1.1

Registered 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.

2

Local area co-operation

2.1

Registered providers, having taken account of their presence and
impact within the areas where they own properties, shall:



identify and publish the roles they are able to play within the areas
where they have properties
co-operate with local partnership arrangements and strategic
housing functions of local authorities where they are able to assist
them in achieving their objectives

3

Anti-social behaviour

3.1

Registered providers shall publish a policy on how they work with
relevant partners to prevent and tackle anti-social behaviour (ASB) in
areas where they own properties.

3.2

In their work to prevent and address ASB, registered providers shall
demonstrate:







that tenants are made aware of their responsibilities and rights in
relation to ASB
strong leadership, commitment and accountability on preventing
and tackling ASB that reflects a shared understanding of
responsibilities with other local agencies
a strong focus exists on preventative measures tailored towards the
needs of tenants and their families
prompt, appropriate and decisive action is taken to deal with ASB
before it escalates, which focuses on resolving the problem having
regard to the full range of tools and legal powers available
all tenants and residents can easily report ASB, are kept informed
about the status of their case where responsibility rests with the
organisation and are appropriately signposted where it does not
provision of support to victims and witnesses

