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W H I T E  P A P E R  A C T I O N  P L A N I N G   

The Government launched the Social Housing White Paper in November 2020. ARK has broadly welcomed the paper and the ambition it 
sets out including “a commitment to raise standards, increase transparency, give social housing tenants a voice and ensure that it is 
listened to”. 

You can find the White Paper link here. In addition there are a number of very good summary documents and we think the “at a glance” 
briefing by our friends at Trowers and Hamlins is one of the best.  

Our own thinking relating to the White Paper has evolved into this Action Plan. The plan, freely available in Word upon request so you 
can shape it to suit your needs, is designed to assist the sector to respond positively to the White Paper. Our scoping of the plan may not 
exactly fit the needs of your organisation, but we hope that it will provide your executive team, board and committee members with an 
aide memoir and guide. We would be very pleased to work with your organisation as a critical friend or in project or interim arrangements 
to assist your organisation to meet the expectations described in the White Paper. 

The seven chapters of the White Paper are demonstrated below: 

 

https://www.gov.uk/government/publications/the-charter-for-social-housing-residents-social-housing-white-paper
https://www.trowers.com/insights/2020/november/the-charter-for-social-housing-residents-social-housing-white-paper-at-first-glance
https://www.trowers.com/insights/2020/november/the-charter-for-social-housing-residents-social-housing-white-paper-at-first-glance
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The priority for most landlords and the most pressing deadline is the requirement to self-assess against the Housing Ombudsman’s 
Complaint Handling Code by 31st December 2020. See Chapter 3. ARK’s Action Plan is set out below: 

REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

CHAPTER 1 – TO BE SAFE IN YOUR HOME 
ARK’s FitNess Tests provide advice relating to Regulatory Assurance and Protecting Tenants – to find out more please click here 
Do you understand the implications of the Building Safety Bill? 
 

   

Have you been briefed on the emerging best practice from the 
Social Sector (Building Safety) Engagement Best Practice Group? 
 

   

Have you consulted with residents regarding your proposed 
changes and the ways in which the residents, particularly in high-
rise buildings, can help ensure safer homes? 
 

   

Have you reviewed the Fire Safety Bill? Does your Board or 
Committee and Executive understand the implications for your 
organisation and residents? 
 

Have you scoped and commenced the implementation of a Fire 
Safety Action plan? 
 

   

Consider – who will perform the role of Accountable Person and 
Building Safety Manager(s). Have you put training in place to 
support those roles? 
 

   

Have you scoped the range of information likely to be required by 
the HSE/Building Safety Regulator and the Regulator of Social 
Housing and started assembling that information? 
 

   

https://www.housing-ombudsman.org.uk/landlords/complaint-handling-code/
https://www.housing-ombudsman.org.uk/landlords/complaint-handling-code/
https://www.arkconsultancy.co.uk/wp-content/uploads/ARK_FITness-brochure_AW.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/906737/Draft_Building_Safety_Bill_Web_Accessible.pdf
https://www.gov.uk/government/groups/social-sector-building-safety-engagement-best-practice-group
https://bills.parliament.uk/bills/2730
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REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

Do you know what percentage of your homes have suitable 
smoke and carbon monoxide alarms? 
 

   

Do you need an Action Plan to fit and replace smoke and carbon 
monoxide alarms? 
 

   

Have you put in place a robust and complete electrical testing 
regime? Can you provide evidence that the regime is successful? 
 

   

NOTE – the electrical installation in a domestic tenanted 
property should be inspected and tested at least every 5 years, 
and at change of occupancy (including voids and mutual 
exchanges). This frequency should be increased if risk levels are 
deemed to be higher (see the work of the Social Housing ESR).  
 

   

Have you consulted with residents on your approach to 
communication on safety matters and how residents can 
contribute to help keep themselves and their neighbours safe? 
 

   

Can you demonstrate timely and open communication to residents 
on safety issues (annually, at first let etc.)? 
 

   

  

http://www.electricalsafetyroundtable.co.uk/social-housing.aspx
http://www.electricalsafetyroundtable.co.uk/social-housing.aspx
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REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

CHAPTER 2 – TO KNOW HOW YOUR LANDLORD IS PERFORMING 
ARK’s FitNess tests provide guides to Managing & Improving Value for Money and Managing Risks and Performance. Find out more here 
Have you consulted with your residents regarding the satisfaction 
measures described in the White Paper (Section 18) for instance 
tenant satisfaction with the health and safety of their home, 
fairness and respect in complaints handling satisfaction and 
satisfaction with communal spaces?  
 

Do you need, as an outcome of your consultation, to widen your 
proposed satisfaction measures? 
 

Do your proposed measures include both objective quantitative 
measures and tenant perception measures? 
 

   

Can you report transparently on the Financial Measures set out in 
Section 19 of the White Paper? 
 

   

Do you know how well you are performing by way of surveys, 
focus groups and social media comments across the RSH’s draft 
satisfaction measures against which you will be expected to 
report? 
 

   

If your organisation is a “housing association”/PRP have you 
considered and consulted with residents and stakeholders 
regarding how they will access information? 
 

Do you know your resident’s expectations in terms of information 
being made available, timescales for responses etc.? Do you need 
to develop service standards in response to those expectations? 
 

   

https://www.arkconsultancy.co.uk/wp-content/uploads/ARK_FITness-brochure_AW.pdf
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REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

Have you considered any GDPR or other privacy impacts? For 
instance, how to protect commercial confidentiality in tenders? 
 

   

Have you consulted regarding the review process in the event the 
resident/stakeholder considers that information is being 
unreasonably withheld?   
 

   

Have you consulted with residents regarding the way in which you 
will make information about spending in readily understandable 
and readily accessible formats? 
 

   

Have you identified a Responsible Person (at a “suitably senior” 
level – S26 of the WP) who is responsible for ensuring compliance 
with the consumer standards set by the Regulator of Social 
Housing? 
 

   

Have you communicated changes in your approach to residents 
(complaints processes, neighbourhood safety, funding reports etc.) 
as soon as those changes are introduced and put reporting 
systems in place? 
 

   

Can you show a track record of using resident feedback to drive 
service improvement and of reporting successes? 
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REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

CHAPTER 3 – TO HAVE YOUR COMPLAINTS DEALT WITH PROMPTLY AND FAIRLY 
The Housing Ombudsman has published a new Complaint 
Handling Code and guidance on new orders that will be 
implemented from 1st January 2021. Are you aware of the 
changes required to complaints handling processes? 
 

   

Landlords have been asked to self-assess against the Code by 31st 
December 2020 and publish the results – what lessons have you 
learnt from this process? 
 

   

Do you have systems in place to track and implement good 
practice on complaints? 
 

   

The Housing Ombudsman’s new Complaint Handling Code states 
that landlord’s complaints policy should be widely publicised. How 
effectively have you done that through – for example, through 
social media channels, in leaflets, newsletters, online and as part of 
regular correspondence with residents?  
 

   

Are you supporting the awareness campaign, so your residents 
know their rights, are confident in navigating their routes to 
complain, and are aware of how to escalate to get redress where 
needed? 
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REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

CHAPTER 4 – TO BE TREATED WITH RESPECT 
Has your organisation developed a proactive, proportionate, 
outcome-focused and risk-based approach to consumer 
regulation? 
 

   

Is your organisation prepared for the first of the Regulators new 
Routine Inspections?  
 

   

Have you consulted with residents on the extent of the Code of 
Practice of Consumer Standards that the Regulator is being 
encouraged to publish and are you ahead of the code? 
 

   

Have you self-inspected your services against the consumer 
standards ahead of the introduction of routine inspections? What 
changes do you need to implement? 
 

   

The RSH encourages independent third-party reviews and ARK stands ready to undertake such reviews. 

Have you reviewed your engagement practices to empower your 
tenants to perform effectively within the new regulatory regime 
and access the new engagement programme?  
 

   

Have you set up “transparent” systems and processes to 
communicate clearly with residents? Can you evidence that? 
 

   

Have you planned how your organisation will engage with the 
RHS and a more proactive consumer regulation regime? 
 

   

If a Local Authority have you reviewed and considered your 
contract terms with your ALMO or TMO? What actions must you 
now take? 
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REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

If a PRP sub-contracting tenant management have you reviewed 
and considered your sub-contractor management contract terms? 
What actions must you now take? 
 

   

Under whatever arrangements has your organisation set up a 
protocol for identifying and advising the RHS of breaches of the 
consumer standards? 
 

Are your systems and processes open and transparent? 
 

   

All providers should take account of the content of Annex A of the 
White Paper (key measures for changing the regulatory regime for 
social housing). Has your Board or Committee been briefed 
regarding those changes? 
 

   

PRP’s who are not HA’s should address the “look through” power 
that the Regulator may introduce to “follow money paid outside of 
the regulated sector to ensure probity”. How will you meet that 
requirement? 
 

   

Can you evidence clear ownership of compliance? 
 

   

As an LA have you consulted with residents regarding the changes 
in regulation that will bring LA’s into the Regulator’s orbit for 
consumer regulation? 
 

   

 

 

 

https://www.gov.uk/government/publications/the-charter-for-social-housing-residents-social-housing-white-paper/the-charter-for-social-housing-residents-social-housing-white-paper
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REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

CHAPTER 5 – TO HAVE YOUR VOICE HEARD BY YOUR LANDLORD 
Have you consulted with residents to ensure your organisation 
informs and engages tenants in an effective way?  
 

   

Have you embedded a culture of continuous improvement in your 
approach to tenant engagement? Can you evidence that? 
 

   

Can you show how you have sought out and considered ways to 
improve tenant engagement?  
 

   

Are you able to show how residents influence your decisions, add 
value, and offer value for money, e.g. via surveys, focus groups, 
webinars, scrutiny panels, and board membership?  
 

Can you show the impact & outcomes of tenant participation & 
scrutiny? 
 

   

Are you supporting and developing your residents so that they 
shape services and scrutinise, influence and hold your organisation 
to account? 
 

   

When your residents interact with your organisation, they should 
expect and receive a professional service from competent and 
empathetic staff. Are you able to evidence this? 
 

   

Can you evidence that your contractors also act professionally, 
listen to residents and, at all times, treat them with courtesy and 
respect? 
 

   

ARK’s Academy provides support for employees, residents and contractors providing innovative training and personal development 
solutions tailored to meet their needs. To find out more please click here. 

https://www.arkconsultancy.co.uk/ark-academy/
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REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

CHAPTER 6 – TO HAVE A GOOD QUALITY HOME AND NEIGHBOURHOOD TO LIVE IN 
Does your Board or Committee have a real understanding of your homes and neighbourhoods – ARK’s ASAP process gives them and your 
leadership team the understanding they need – Please watch our short 30 second introductory video here or the 3 minute fuller 
explanation here 

Have you considered bidding for a slice of the Green Homes Grant 
for 2020/21, which social landlords are eligible to bid for? 
 

   

Have you considered bidding for a slice of the £50 million 
demonstrator project to support the decarbonisation of social 
housing over 2020/21? 
 

   

Have you developed a plan to finance and deliver the de-
carbonisation and increased energy efficiency of your homes and 
considered the implications for the development programme? 
 

   

Are you challenging your development team to ensure new 
developments are integrated with other tenures to avoid 
stigmatisation and improve access to green spaces for leisure, 
recreation, and play?  
 

   

ARK recently chaired an interesting debate about the Future of Affordable Housing at the Virtual Housing Festival in September to hear 
what ARK’s Ian Winslet and then panel thought please click here  

Are you considering the likely changes to the Decent Homes 
Standards? 
 

Are you consulting with your residents to understand what might 
be needed to ensure buildings and neighbourhoods are safe and 
about how to respond to climate change? 
 

   

https://www.youtube.com/watch?v=PLe7wcpsi9I&feature=youtu.be
https://www.youtube.com/watch?v=oHK1N0HpG9c&feature=youtu.be
https://www.gov.uk/guidance/apply-for-the-green-homes-grant-scheme
https://www.gov.uk/guidance/apply-for-the-green-homes-grant-scheme
https://www.gov.uk/government/publications/social-housing-decarbonisation-fund-demonstrator
https://www.gov.uk/government/publications/social-housing-decarbonisation-fund-demonstrator
https://www.youtube.com/watch?v=3c4rozvlJ4A&feature=youtu.be
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REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

Are you tackling anti-social behaviour and signposting tenants to 
those agencies who can give them the most appropriate support 
and assistance when faced with anti-social behaviour?  
 

Can you evidence resident engagement in your ASB processes? 
 

   

Have you reviewed your relationships with other agencies to 
strengthen joint working to make neighbourhoods safer and foster 
social and environmental wellbeing? 

   

Do you allow the keeping of pets provided they are well looked 
after and do not adversely affect the lives of neighbours? 
 

If not, consult with residents regarding your arrangements – the 
White Paper encourages all social landlords to adopt pet friendly 
policies as part of resident mental health strategies. 
 

   

Are your front-line staff equipped to work with people with 
mental health needs?  
 

Are your contractors similarly equipped to understand and where 
necessary report their concerns? 
 

   

ARK’s Academy provides mental health awareness training and support. To find out more please click here. 

Has your organisation informed residents of their right to make a 
community trigger application?  
 

Have you worked out what role you will play when a Community 
Trigger sets up a multi-agency case review on ASB in an area?  
 

   

 

https://www.arkconsultancy.co.uk/the-post-pandemic-work-landscape-for-mental-health/
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REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

Have you made sure your allocations policy is fair by removing 
barriers to homeless people, that the process is easier to navigate 
for vulnerable people and better matches people with disabilities 
to adapted properties? 
 

   

Have you considered the ways in which you can improve access 
to your homes for the armed forces and veterans and their 
families? 
 

   

If you are an LA, are you, in advance of the Domestic Abuse Bill,  
already working with other bodies to develop a strategy for, and 
commission services to provide support for victims of domestic 
abuse and their children within safe accommodation? 
 

   

All landlords – do you have a policy setting out how your 
organisation tackles issues surrounding domestic abuse, working 
with other agencies as appropriate?  
 

Are you able to evidence that your policy works? 
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REQUIREMENT ACTIONS PROPOSED – or evidence if no 
action proposed 

BY 
WHOM 

BY 
WHEN 

CHAPTER 7 – TO BE SUPPORTED TO TAKE YOUR FIRST STEP TO OWNERSHIP 
Are you working through the likely impacts of the new model of 
Shared Ownership (SO)? 
 

   

Are you working through the Right to Shared Ownership as it 
applies to the 2021/26 rented programme? 
 

   

Have you considered the National Design Guide and the 
importance of building beautiful and well-designed social homes?  
 

Do you understand the impacts of adopting the elements of the 
guide that you are promoting? 
 

   

Service charges should be transparent and communicated 
effectively, and that there should be a route to challenge or 
redress if things go wrong for tenants and leaseholders. Has your 
organisation consulted and communicated transparently regarding 
service charges? 
 

   

 

We hope that this action plan, suitably amended for your organisation, is a helpful response to the challenges posed by the White Paper. 

 

 

 

 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/843468/National_Design_Guide.pdf
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TO FIND OUT MORE about our work, how best practice is evolving in response to the White Paper or to otherwise discuss the 
challenges your organisation faces, PLEASE CONTACT the authors of the Action Plan, our Director Chris Seeley or Senior Consultant 
Andy Sage: 

  

CHRIS SEELEY 
cseeley@arkconsultancy.co.uk 

07770 532571 

 
  

ANDY SAGE 
asage@arkconsultancy.co.uk 

07870 573533 

 
ALTERNATIVELY CONTACT ANY OF OUR DIRECTORS: 

  

JOHN FISHER 
jfisher@arkconsultancy.co.uk 

07702 230489 

 
  

HELEN SCURR 
hscurr@arkconsultancy.co.uk 

07531 607811 

     

mailto:cseeley@arkconsultancy.co.uk
mailto:asage@arkconsultancy.co.uk
mailto:jfisher@arkconsultancy.co.uk
mailto:hscurr@arkconsultancy.co.uk
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KIERAN COLGAN 
kcolgan@arkconsultancy.co.uk 

07584 322725 

 
  

IAN WINSLET 
iwinslet@arkconsultancy.co.uk 

07770 384141 

     

  

TIM FRONDIGOUN 
tfrondigoun@arkconsultancy.co.uk 

07837 397673 

 
  

 
 

  

 
This document is available in Word, just ask any one of our Directors to provide a copy in Word, if that will be of assistance to your 
organisation. 
 

ARK Consultancy Limited 
November 2020 

mailto:kcolgan@arkconsultancy.co.uk
mailto:iwinslet@arkconsultancy.co.uk
mailto:tfrondigoun@arkconsultancy.co.uk

