
APPENDIX A

GREEN PAPER – A NEW DEAL FOR SOCIAL HOUSING CONSULTATION 
RESPONSE

Chapter 1 – Ensuring homes are safe and decent 

Summary – Residents should be given information and building safety and the right to 
access safety information such as fire risk assessments.  Landlords should have a 
resident engagement strategy which sets out how they will share information and 
engage with residents on safety and residents should have an important role to play in 
identifying safety issues.

The Government also wants to review the decent homes standard.

There is a drive to ensure that social homes meet the same standards as those in the 
private rented sector such as installing smoke alarms on every storey and electrical 
installations inspected every five years.  In addition, they will consider whether social 
homes should be upgraded to EPC band C by 2030.

1. How can residents best be supported in this important role of working with 
landlords to ensure homes are safe? 

The Council agrees that residents have an important role in ensuring that homes are 
safe and to better engage with their landlords. 
The Council also thinks that it is a good idea to establish a pilot with a small group of 
social landlords which will help to identify existing best practice.  The Council has an 
established working group of tenants, officers and councillors to identify any issues 
that arise and a tenants’ forum where members act as representatives for all areas of 
the housing service.  Tenants are also represented on interview panels for contractors.

2. Should new safety measures in the private rented sector also apply to social 
housing? 

Yes, however, there is likely to be substantial cost in ensuring that all social rented 
homes are fitted with smoke alarms on each floor and carbon monoxide alarms and 5-
year inspection/testing of electrical installations. Achievement on EPC band C is also 
likely to be costly and these costs need to be reflected in government grant or similar.  

3. Are there any changes to what constitutes a Decent Home that we should 
consider?

 Yes, particularly in relation to energy efficiency. Targets that improve the energy 
performance and efficiency of social housing and help reduce tenant’s expenditure on 
energy would be beneficial. This also has the added benefits of improving both health 
and education outcomes for tenants.

4. Do we need additional measures to make sure social homes are safe and 
decent?

The Decent Homes Standard should include explicit requirements in relation to fire 
safety both in dwellings and in relation to common parts. 

Chapter 2 – Effective resolution of complaints 



Summary – Residents should have a stronger voice to influence decisions and 
challenge their landlord to improve performance and to have access to a good 
complaints process.

The Paper highlights that the current ‘designated person’ (democratic filter) 
arrangement does not work well in some cases and that the wait between this stage 
and accessing the Housing Ombudsman may take too long.

Government are considering how to speed up landlord’s complaints processes with 
one option being for the Regulator to set out more specific timescales in a Code of 
Practice.

5. Are there ways of strengthening the mediation opportunities available for 
landlords and residents to resolve disputes locally? 

Mediation could be integrated into local complaints processes but it may be better 
suited for resolving some kinds of complaints than others.   The Council uses 
mediation to help resolve cases involving neighbour disputes or anti-social behaviour 
etc. 

6. Should we reduce the eight week waiting period to four weeks, or should we 
remove the requirement for the “democratic filter” stage altogether?

The Council believes residents should be able to seek independent help of a 
designated person, in pursuing a complaint against their landlord.  
However, the “democratic filter” stage may be seen by some as a “waiting period” 
before an approach can be made to the Housing Ombudsman, in which case, a four 
week period may be a better option. 
 

7. What can we do to ensure that the “designated persons” are better able to 
promote local resolutions? 

The role of a “designated person” is to advise a complainant on how to navigate the 
complaints process and, when requested and where appropriate, to act as the 
complainant’s advocate.   Training could be provided to designated persons to ensure 
that they are able to deal with complaints effectively.  

8. How can we ensure that residents understand how best to escalate a 
complaint and seek redress? 

The Council ensures that all new tenants are provided with information on making a 
complaint and the process is easily accessible on the website. 

9. How can we ensure that residents can access the right advice and support 
when making a complaint? 

The Government could advertise these services as part of a national awareness 
campaign.

10. How can we best ensure that landlords’ processes for dealing with 
complaints are fast and effective?



The Council has strict procedures and timescales for dealing with complaints and aims 
to respond to all complaints within these timescales, however it’s important to note that 
the more complex complaints involving more than one team or department can take 
longer to resolve to the complainant’s satisfaction.

11. How can we best ensure safety concerns are handled swiftly and effectively 
within the existing redress framework?

As above.

Chapter 3 – Empowering residents and strengthening the Regulator 

Summary – The Government wants residents to be able to compare performance 
more easily and for information to be published in a clear, regular and consistent 
format.  This could be achieved by all landlords having a set of indicators which will be 
made publically available.  These indicators will cover repairs, complaint handling, 
building safety, engagement with residents, responsible neighbourhood management, 
tackling ASB and resident satisfaction with a service.

Government are also considering setting out a consistent approach on complaint 
handling outcomes e.g. number of complaints received, resolved and referred to the 
HO.

The Government considers that the Regulator is best placed to set indicators and 
publish landlord performance in the form of league tables but would like views on 
alternative options.

The Government suggests the use of financial incentives and penalties for landlords in 
relation to key indicators and to link performance to the Affordable Homes Programme 
bids assessments (the latter not applicable to Dartford as the Council does not reply 
on Government for funding under this programme).

The Paper considers stock transfer programmes to community based housing 
associations and what would be needed to make this work.  On a smaller scale, 
tenants could enter into an agreement with their landlord to take control of small scale 
services on a voluntary basis such as cleaning and gardening.

In terms of leaseholders, the Paper seeks views on how best to make the service 
charge system more transparent and to reform leaseholds including restricting ground 
rents and making buying a freehold or extending a lease easier, faster, fairer and 
cheaper.

In terms of service standards which are currently set out in the Annual Plan, the 
Government seeks views on whether these are sufficient and fit for purpose or 
whether a ‘Code of Practice’ should be issued by the Regulator which sets out what 
constitutes a ‘good’ Standard.

Existing enforcement measure in Box 3, page 42, show the difference in levels of 
enforcement between LAs and private providers.  The Paper suggests that LAs should 
be further scrutinised on performance.



12. Do the proposed key performance indicators cover the right areas? Are 
there any other areas that should be covered? 

We agree that the indicators should cover the areas identified in the Green Paper, 
namely: 

 Keeping property in good repair 
 Maintaining the safety of buildings 
 Effective handling of complaints 
 Respectful and helpful engagement with residents 
 Responsible neighbourhood management, including tackling anti-social 

behaviour. 
 Residents’ overall satisfaction 

13. Should landlords report performance against these key performance 
indicators every year? 

The Council has concerns regarding the proposal to publish league tables, which 
could misrepresent performance issues in individual authorities and lead to “gaming” 
performance indicators, diverting attention from the issues where services to tenants 
most need to be improved. 
The Council has no objection to performance information being made publicly 
available, both by individual authorities and by the Regulator, but publication in the 
form of a national ranking on any of the proposed indicators would be unhelpful.   
Benchmarking data is only meaningful if similar authorities are compared. The Council 
is also concerned that an overall score for an individual authority should not be used 
to rank the authority in a league table.   

14. Should landlords report performance against these key performance 
indicators to the Regulator? 

The Council has no strong view on this either way.

15. What more can be done to encourage landlords to be more transparent with 
their residents? 

The Council publishes an Annual Report for Tenants which includes key performance 
indicators. The Council includes up to date performance statistics in each of its 
quarterly tenant newsletters.

16. Do you think that there should be a better way of reporting the outcomes of 
landlords’ complaint handling? How can this be made as clear and accessible 
as possible for residents? 

No comment.

17. Is the Regulator best placed to prepare key performance indicators in 
consultation with residents and landlords?

It is accepted that Regulator may need to be given the statutory responsibility to 
specify the relevant indicators, but because it currently has no significant expertise in 
this area, it is important that residents and landlords are fully involved in this approach 
if implemented. 



18. What would be the best approach to publishing key performance indicators 
that would allow residents to make the most effective comparison of 
performance?

The Council, although in agreement that performance indicators should be published, 
considers it is important to also ensure that residents understand the context 
surrounding performance. For example, just measuring how quickly repairs are carried 
out misses the fact that resident satisfaction with repairs may be higher where 
landlords offer flexible appointments at times convenient to the tenant etc. 
Performance in such areas is best captured by a variety of indicators. Performance 
against the proposed indicators is also likely to be heavily affected by environmental 
and social factors outside the landlord’s control.   

19. Should we introduce a new criterion to the Affordable Homes Programme 
that reflects residents’ experience of their landlord? What other ways could we 
incentivise best practice and deter the worst, including for those providers that 
do not use Government funding to build? 

This could be difficult to measure as customer satisfaction is subject to a number of 
factors.  The focus should be on allocating funding to areas of housing need where 
providers are competent to build it.   

20. Are current resident engagement and scrutiny measures effective? What 
more can be done to make residents aware of existing ways to engage with 
landlords and influence how services are delivered? 

We recognise that tenant satisfaction with opportunities for engagement and scrutiny 
will vary.  Efforts should be concentrated on ensuring that the services provided are 
“right first time” and that suitably-trained and professional staff and contractors are 
engaged in delivery.   

21. Is there a need for a stronger representation for residents at a national level? 
If so, how should this best be achieved? 

Yes. The Government should implement in full Recommendation 4.4 of the Hackett 
Review of building regulations and fire safety. 

22. Would there be interest in a programme to promote the transfer of local 
authority housing, particularly to community-based housing associations? What 
would it need to make it work? 

No, having previously consulted with its tenants  on this issue the Council would not 
be interested in any transfer of its stock.

23. Could a programme of trailblazers help to develop and promote options for 
greater resident-leadership within the sector? 
No comment.

24. Are Tenant Management Organisations delivering positive outcomes for 
tenants and landlords? Are current arrangements for setting up and disbanding 
TMOs suitable? Do they achieve the right balance between residents’ control 
and local accountability? 

No comment



25. Are there any other innovative ways of giving social housing residents more 
choice and control over the services they receive from landlords? 

See 27.

26. Do you think there are benefits to models that support residents to take on 
some of their own services? If so, what is needed to make this work? 

No comment.

27. How can landlords ensure residents have more choice over contractor 
services, while retaining oversight over quality and value for money? 

The Council involves tenant representatives in the selection of contractors, consults its 
tenants and leaseholders during the procurement process and involves them in 
monitoring all services provided, whether by itself or a contractor . 

28. What more could we do to help leaseholders of a social housing landlord? 
The Council believes that lease extensions should be made easier for leaseholders to 
purchase.  However, clarification is required in respect of the reference to the ‘service 
charge system’ as it is not clear whether this includes S20’s and major works as well 
as day to day general service charges. 

29. Does the Regulator have the right objective on consumer regulation? Should 
any of the consumer standards change to ensure that landlords provide a better 
service for residents in line with the new key performance indicators proposed, 
and if so how? 

A more pro-active role for the Regulator in monitoring and enforcing consumer 
standards is appropriate, given the tragedy at Grenfell.

30. Should the Regulator be given powers to produce other documents, such as 
a Code of Practice, to provide further clarity about what is expected from the 
consumer standards? 
Yes – a Code of Practice would assist in ensuring consistency of standards across the 
sector.  

31. Is “serious detriment” the appropriate threshold for intervention by the 
Regulator for a breach of consumer standards? If not, what would be an 
appropriate threshold for intervention? 

Precise specification of a new threshold should await development of the new 
performance indicator system and evolve from that system in consultation with social 
landlords and tenants. 

32. Should the Regulator adopt a more proactive approach to regulation of 
consumer standards? Should the Regulator use key performance indicators and 
phased interventions as a means to identify and tackle poor performance 
against these consumer standards? How should this be targeted? 

Yes, but a detailed answer on this should reflect conclusion to consideration of earlier 
questions on publication of performance, etc. 



33. Should the Regulator have greater ability to scrutinise the performance and 
arrangements of local authority landlords? If so, what measures would be 
appropriate? 

Publication of the proposed performance indicators will provide the Regulator with a 
great deal of additional information. Beyond that, the answer on this should reflect 
conclusion to consideration of earlier questions on publication of performance, etc. 

34. Are the existing enforcement measures set out in Box 3 adequate? If not, 
what additional enforcement powers should be considered? 

Tenants would expect as a minimum that the enforcement measures should be 
consistent between Private Registered Providers and Local Authority landlords. 
However, a detailed answer on this should reflect conclusion to consideration of earlier 
questions on publication of performance, etc. 

35. Is the current framework for local authorities to hold management 
organisations such as Tenant Management Organisations and Arm’s Length 
Management Organisations to account sufficiently robust? If not, what more is 
needed to provide effective oversight of these organisations? 

No comment.

36. What further steps, if any, should Government take to make the Regulator 
more accountable to Parliament? 

No comment,

37. How could we support or deliver a best neighbourhood competition? 

As this is proposed to be a national objective, it is felt that the detail and processes 
should be considered as part of a working group involving tenants and landlords.

38. In addition to sharing positive stories of social housing residents and their 
neighbourhoods, what more could be done to tackle stigma? 

The Paper does not address the role the media plays in the stigmatisation of tenants.  
The Government should address this and take action to ensure that the portrayal of 
tenants in social housing is not biased.  ARCH suggests that the Government has 
recently championed celebrations of the 50th anniversary of the National Health 
Service and that they would welcome its support in celebrating the 100th Anniversary 
of the 1919 “Addison Act” which launched council housing on a national scale.   This 
would be a good opportunity to show the positive impact that social housing has on 
tenants.

39. What is needed to further encourage the professionalisation of housing 
management to ensure all staff deliver a good quality of service? 
No comment.

40. What key performance indicator should be used to measure whether 
landlords are providing good neighbourhood management? 

Volume of complaints received; ASB incidences and any action taken to deal with 
these; Tenant satisfaction levels on estate management teams.



41. What evidence is there of the impact of the important role that many 
landlords are playing beyond their key responsibilities? Should landlords report 
on the social value they deliver? 

It is recognised that local authorities are no longer just providers of housing.  Their 
roles have become more social over time and this is reflected in the amount of time 
spent on issues such as debt management, anti-social behaviour, neighbourhood 
disputes and providing general support.  It would be difficult to report on social value 
as it is so varied.

42. How are landlords working with local partners to tackle anti-social 
behaviour? What key PI could be used to measure this work? 

Dartford’s housing team makes effective use of tools such as the Community 
Protection Warning/Notice and works closely with the Community Safety Unit 
attending daily meetings and working groups set up to look at key themes such as the 
vulnerability forum. The aim is to support the community and victims of ASB making 
use of the new powers under the ASB Crime and Policing Act 2014, and to provide a 
tailored response. It is difficult to confirm a key KPI with different partners using different 
systems and priorities. 

43. What other ways can planning guidance support good design in the sector? 

Planning Guidance sets out the approach to be taken to ensuring good design in all 
developments. It additionally considers design issues related to particular types of 
development including homes. The guidance highlights that ‘in well – designed places, 
affordable housing is not distinguishable from private housing by design or location 
within a site’. The existing approach appears to sufficiently support good design in the 
social sector alongside other sectors.   Taking account of National planning policy and 
guidance, Dartford’s Local Plan contains design policies that are applied to all housing 
sector developments. 

44. How can we encourage social housing residents to be involved in the 
planning and design of new developments? 

The Council runs consultation events for residents on all its new build developments to 
ensure that residents have an opportunity to contribute to the discussion prior to 
submission of planning.

45. Recognising the need for fiscal responsibility, this Green Paper seeks views 
on whether the Government’s current arrangements strike the right balance 
between providing grant funding for housing associations and Housing 
Revenue Account borrowing for local authorities. 

It is not believed that the question of “balance’ is particularly relevant at this time as 
maximising the growth in affordable housing output is the key concern. Nor do we 
accept the view that the economic impact of local authority borrowing to invest in 
social housing is significantly different from that of housing association borrowing; both 
will be repaid from rent income and not general taxation, except where rents are met 
from benefits, in which case the fiscal impact of local authority and housing 
association provision is broadly identical.
 



46. How can we boost community-led housing and overcome the barriers 
communities experience to developing new community-owned homes? 

No comment.

47. What level of additional affordable housing, over existing investment plans, 
could be delivered by social housing providers if they were given longer-term 
certainty over funding? 

This question seems primarily directed to housing associations in terms of grant 
funding.   

48. How can we best support providers to develop new shared ownership 
products that enable people to build up more equity in their homes? 

This may be a question of financial viability and should be looked at alongside the 
level of grant funding provided to ensure homes are affordable for customers.  It is 
also dependent on the area/house prices/local incomes etc.  The models in place 
already provide for a range of shares that enable people to staircase and build equity 
but only if they can afford it.





APPENDIX B

RENTS FOR SOCIAL HOUSING FROM  2020-21 CONSULTATION RESPONSE

Question 1: Do you agree that the rent standard should apply to local authority 
registered providers from 2020?

Yes as it will give a degree of security about income levels for the next five years.

Question 2: Do you agree that the same requirements should apply to both local 
authorities and private registered providers? 

Yes.

Question 3: Do you agree with the proposal to permit registered providers to 
increase rents by up to CPI+1% each year?

Yes as long as the starting point for 2020 rents is set at a reasonable level.

Question 4: Do you agree with the proposed direction as it relates to social rent 
properties?

Yes, we are agree with the proposals.

Question 5: Do you agree with the proposed direction as it relates to affordable 
rent properties, including the proposal relating to the re-setting of affordable 
rent?

Yes, we agree with the proposals.


