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THE CHARTER FOR SOCIAL HOUSING - WHITE PAPER 2021 – PROGRESS 
UPDATE 
 

 
1. Summary 

1.1. This report provides an update on the progress that the Housing Service is making in 

preparation for the proposals contained in the Government’s Charter for Social 

Housing - White Paper 2021 and recommends accordingly.  

2. RECOMMENDATIONS 
 

2.1.  That the Board notes the progress being made by the Housing Service on preparing          

for the proposals in the Government’s Charter for Social Housing - White Paper 2021. 

 
2.2. That the Board considers and comments on the draft Charter for Social Housing - 

White Paper 2021 Action Plan, at Appendix A to the report.  

 

2.3. That the full list of tenant satisfaction measures, as set out in Appendix B to the 

report, be noted. 

 
3. Background and Discussion 

 

3.1. On the 13 October 2021, the Board was updated on the proposals contained in 

the Government’s Social Housing White Paper – ‘The Charter for Social Housing 

Residents’ [Min No. 20 refers]. The White Paper was published on 17 November 

2020 and follows the Social Housing Green Paper (‘A new deal for social 

housing’), published on 14 August 2018. 

 

3.2. In summary, the White Paper “sets out what every social housing resident should 

be able to expect” under the following seven themes:  

 

 To be safe in their home.  

 To know how their landlord is performing, including on repairs, complaints and 

safety, and how it spends its money, so it can be held to account.  

 To have residents’ complaints dealt with promptly and fairly, with access to a 

strong ombudsman who will give residents swift and fair redress when needed.  

 To be treated with respect, backed by a strong consumer regulator and 

improved consumer standards for tenants.  

 To have residents’ voices heard by their landlord, for example through regular 

meetings, scrutiny panels or other body.   

 To have a good quality home and neighbourhood to live in, with your landlord 

keeping your home in good repair.  

 To be supported to take a first step to ownership, so it is a ladder to other 

opportunities; should circumstances allow.  
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3.3. This report presents an update on the progress that the Housing Service is making 

to prepare for the proposals in the White Paper. 

 

3.4. Draft Charter for Social Housing - White Paper 2021 Action Plan  

 

3.5. The Housing Service has developed a detailed draft Action Plan to address the 

actions emanating from the White Paper (Appendix A), for consideration and 

comment by the Board. The Board’s comments will inform the preparation of the 

Council’s proposals for the changes being proposed under the White Paper. 

 

3.6. The Action Plan follows the themes of the White Paper and is monitored by a 

working group of key officers, chaired by the Head of Housing. The working group 

meets regularly to discuss progress, providing assurance that important 

milestones are mapped and achieved in preparation for the changes being 

proposed under the White Paper. 

  

3.7. Some examples of key achievements already made under the Action Plan include: 

 

To be safe in your home 
 

 An initial HRA compliance review has been completed with a number of 
actions identified that will inform a compliance strategy on the safety of the 
housing stock (i.e. gas servicing, electrical testing, fire safety, lift safety. 
Asbestos, legionella and water systems). 

To know how your landlord is performing 
 

 A response is being drafted to the Regulator of Social Housing’s consultation 
on a proposed set of tenant satisfaction measures (see 3.14 to 3.19 for further 
information).   

To have your complaints dealt with promptly and fairly 
 

 A complaints page on the housing section of the Council’s website has been 
set up to raise awareness to residents of how to make a complaint and the 
role of the Housing Ombudsman 

 A new process for logging complaints has been set up for the Housing Service  

 A new process for measuring resident satisfaction with complaint handling 
has been set up 

To have your voice heard by your landlord 
 

 A resident engagement survey has been drafted to inform a future strategy 
on resident engagement (see 3.20 to 3.22 for further information). 

 A review of the ways the Housing Service can assist to address loneliness is 
nearing completion. 

 A review of the Vulnerable Adults’ Housing Policy, including a review of the 
support available for vulnerable residents, is nearing completion.  

To have a good quality home and neighbourhood to live in 
 

 A new Domestic Abuse Co-ordinator post is in the process of being recruited 
to who will, amongst other duties, be tasked with developing a Domestic 
Abuse Housing Policy. 
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To be supported to take your first step into ownership 
 

 A review has been undertaken to consider how the new Right to Buy receipt 
flexibilities will be used. 

 
3.8. Implementing the White Paper proposals 

 
3.9. The Regulator of Social Housing (RSH) regulates social housing landlords to 

promote a viable, efficient and well-governed social housing sector. Within the 

regulatory regime, social housing landlords are expected to meet regulatory 

standards, including the economic standard (rent standard only for local authority 

landlords) and consumer standards (home, tenancy, neighbourhood and 

community and tenant and empowerment standards). Currently the RSH operates 

a co-regulatory approach, which is based on seeking assurance from landlords as 

to compliance with the standards. In other words, the onus is on landlords to 

demonstrate their compliance to the RSH.  

 

3.10. The Government believes that the current regime of consumer regulation is not 

strong enough to ensure that social housing landlords deliver to the expectations 

set out in the White Paper. A new consumer regulation function will therefore be 

introduced that will be proactive and will hold all landlords to account for the 

services they deliver. This will include changing the RSH’s objectives to explicitly 

cover safety and transparency. This will be supported by, for example: 

 

 A system of routine inspections to obtain assurance from landlords that they are 

complying with the consumer standards;  

 A requirement on landlords to report on a number of tenant satisfaction 

measures (see 3.13 to 3.18 for further information on the proposed tenant 

satisfaction measures); and 

 A requirement to provide a clear breakdown of how income is being spent. 

 

3.11. The RSH will also require all landlords to identify a responsible person who will 

ensure that the organisation is complying with the consumer standards, and a 

nominated person responsible for compliance with health and safety requirements. 

 

3.12. It is imperative that social housing landlord’s decision-making bodies are 

responsible for ensuring that they implement the aims of the White Paper, including 

ensuring compliance with the new consumer regulations, for example: 

 

 Actively monitoring and scrutinising compliance and performance, including 

ensuring data accuracy for the tenant satisfaction measures. 

 Being alert to any issues of compliance that could expose risks that must be 

mitigated to acceptable levels.  

 

3.13. Consultation on the introduction of tenant satisfaction measures 
 

3.14. The White Paper sets out how social housing landlords will be required to report 
on a set of tenant satisfaction measures to the RSH as part of implementing the 
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changes to the consumer regulations. The measures would provide data about 
social housing landlords’ performance and the quality of their services to help 
tenants hold their landlord to account and help the RSH in its future consumer 
regulation role. On 9 December 2021, the RSH published its consultation on the 
proposed set of tenant satisfaction measures (TSMs), which it intends to come into 
effect in 2023.  
 

3.15. In the consultation, the RSH is proposing to introduce a new consumer standard 
(the TSM standard) which will set out clear expectations for social housing 
landlords regarding their obligations to submit and publish performance 
information in order to meet the White Paper underlying principle of providing 
transparency to tenants. The RSH is proposing to introduce 22 TSMs under the 
following themes, which reflect the themes and issues set out in the White Paper: 

 

 Keeping properties in good repair 
 Maintaining building safety 
 Effective handling of complaints 
 Respectful and helpful engagement 
 Responsible neighbourhood management, including measures on anti-social 

behaviour. 
 

3.16. The TSMs are intended to be a core set of comparable measures that all social 
housing landlords would have to report on and publish annually. The TSMs will be 
made up of 12 measures generated from tenant perception surveys, and 10 
measures generated from management information held by the landlord. 
 

3.17. The Housing Service is currently preparing a response to the RSH’s consultation 
to present to Cabinet on 24 February 2022 for submission to Government by the 
consultation closing date of 3 March 2022. 

 

3.18. A full list of TSMs can be found in Appendix B. 

 
3.19. Resident Engagement Survey 

 
3.20. A Resident Engagement Survey is planned to be undertaken in early 2022 to 

inform a new resident engagement strategy for the Housing Service.  The survey 
will aim to seek views from tenants and leaseholders to obtain a better 
understanding of the following: 
 

 Which aspects of the housing service are most important to residents 

 How residents prefer us to communicate with them about the services we 

provide  

 What residents think of our current engagement opportunities 

 Whether there are any barriers to engagement 

 Which residents not already involved would like to take part in engagement 

opportunities  

 How residents would like to take part that best suits their needs 

 The diversity of our residents so that we can better include everyone 
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3.21. The survey will assist the Housing Service to fulfil the current and future regulatory 

requirements, reflecting the requirements of the existing tenant empowerment and 

involvement consumer standard, whilst also looking forward to the future 

requirements from the White Paper. 

 

3.22. Senior officer post 

 

3.23. The proposals in the White Paper reflect some of the biggest changes that the 

social housing sector has experienced in recent years. To support the 

implementation of these changes, authorisation has been given to create a senior 

officer post within the Housing Policy and Development team whose role will be to 

co-ordinate the activity necessary for meeting the forthcoming regulatory 

requirements and to assist in the development and implementation of other policies 

and strategies.   

 

4. Relationship to the Corporate Plan 

 

4.6. To support the Council’s overall vision to make Dartford ‘the place of quality and 

choice, a place where people choose to live, work and enjoy their leisure time. 

 

4.7. To support the strategic aim to facilitate quality, choice and diversity in the housing 

market, assist in meeting housing need in Dartford and deliver high quality services 

to service users; and to create strong and self-reliant communities.  

5. Financial, legal, staffing and other implications and risk assessments 
 

Financial Implications None as a result of this report 

Legal Implications As detailed in this report 

Staffing Implications As detailed in section 3.22 of the report 

Administrative Implications None 

Risk Assessment N/A 

  
6. Details of Exempt Information Category 

 
Not applicable.   
 

7. Appendices 

Appendix A – Charter for Social Housing - White Paper 2021 Action Plan 
Appendix B – Tenant Satisfaction Measures 
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