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Welcome

Housekeeping Introductions What will we do today
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Working Group – what are we going 
to do

We are going to review our Housing Service Standards

Three workshops to follow, we will consider two areas of service each (for example Safety 
and Quality of Home and Services next week)

We will also be consulting with the Area Housing Panels and Coop Forum

We will have one additional feedback and follow up session. We will also have an online web 
and summarise these workshops.  

We will use your feedback to develop proposals which will be submitted to the Borough 
Residents Forum and Housing Committee Summer 2023 
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Why do we need service standards? 

Putting residents at the centre of our services

Meeting the requirements of the new regulatory and legal framework 

For residents to hold us to account

Performance reporting and transparency
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Working Group – what we will ask

Are you happy with what is in the service standards?

What are the most relevant standards to you? 

What are our key services you expect form us?

Are there too many standards? 

Is there anything missing? 

Are there any amendments needed?
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National/local context

Building safety

Stock condition and Decent Homes

Energy efficiency

Changes to regulation (Social Housing Regulation Bill)

Strengthened role of the Housing Ombudsman
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Social Housing Regulation Bill

The Social Housing White Paper sets out the Charter for social housing residents -

• To be safe in your home
• To know how your landlord is performing
• To have your complaints dealt with promptly and fairly
• To be treated with respect, backed by a strong consumer regulator for tenants
• To have your voice heard by your landlord
• To have a good quality home and neighbourhood to live in
• To be supported to take your first step to ownership

To make sure the Charter is met, the most important step taken is to create a strong, proactive 
consumer regulatory regime, strengthening the formal standards against which landlords are 
regulated.
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Reshaping Consumer Regulations

The current consumer regulation consultation aims to deliver the following 
outcomes
1. Social housing is well managed
2. Tenants’ complaints are dealt with efficiently and effectively.
3. Tenants are treated with fairness and respect and their diverse needs are taken 

into account.
4. Social housing stock meets the decent homes standard.
5. Landlords ensure social housing meets health and safety requirements and 

consider safety in the management of housing.
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Reshaping Consumer Regulations

Continued..
6. Landlords comply with tenancy law and regulations and avoid 

unnecessary evictions.
7. Tenants have access to information to hold their landlords to account.
8. Tenants have the opportunities to influence the decision and priorities of 

their landlords with respect to their housing 
9. Landlords take account of the views of tenants in the management of 

their homes.
10. Landlords work with other agencies to contribute to the safety and well-

being of the areas in which the homes they are responsible for are 
situated.
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Existing Service Standards

Tenancy – including rents, allocations and tenure

Neighbourhood & Community – including tackling ASB, local area cooperation and 
neighbourhood management 

Tenant Involvement & Empowerment – including customer services, complaints, resident 
involvement and understanding diverse needs

Home - including quality of accommodation and repairs & maintenance

Value for Money – providing cost effective and efficient services
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Reshaping Consumer Regulations: The 
New Themes

Safety

Quality

Neighbourhood

Transparency

Engagement and accountability

Tenancy
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Tenant Satisfaction Measures

The SHWP set an expectation that the Regulator of Social Housing would bring 
in a set of Tenant Satisfaction Measures on issues that matter to residents

We are collecting and publishing this information from April 2023– tracking 
these in 2023 and reporting them back in 2024

We are looking for Service Standards that can help achieve the aim of 
producing better satisfaction results
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How they fit together

Residents

Regulator, the law 

Regulatory standards, Tenant 
Satisfaction Measures 

Housing service standards, staff, key 
performance indicators, annual report
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Breakout session

What do service standards mean to you?

What are the most important measures?

Why have you taken part in this process?
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How the standards are reported

In the Annual Report - under the five 
housing service standards headings 
(tenancy, resident involvement, value for 
money, neighbourhood , the annual 
report), we set out our commitments which 
align with the current Regulatory 
Standards. We then use our Key 
Performance Indicators to report under it.

We will also monitor our Key Performance 
Indicators through our Area Housing Panels 
and Borough Residents Forum  
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Workshops what we will cover

7 Feb.

Session 2 – Safety and Quality.

1 Mar.

Session 3 – Neighbourhood and Tenancy.

7 Mar.

Session 4 – Transparency and Engagement.


	Resident’s working group to review Wandsworth’s Housing Service Standards
	Welcome
	Working Group – what are we going to do
	Why do we need service standards? 
	Working Group – what we will ask
	National/local context
	Social Housing Regulation Bill
	Reshaping Consumer Regulations
	Reshaping Consumer Regulations
	Existing Service Standards
	Reshaping Consumer Regulations: The New Themes
	Tenant Satisfaction Measures
	How they fit together
	Breakout session
	How the standards are reported
	Workshops what we will cover

