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1 Summary
This is a statement of how Ashfield District Council’s (ADC) social landlord function fully complies with the policy requirements of the Regulator of Social Housing’s (RSH) Competence and Conduct Standard (C&CS), which comes into force in October 2026.
The C&CS requires that social landlords must:
a) secure that their relevant staff have the necessary skills, knowledge and experience, and exhibit the behaviours needed, for the landlord services to be of good quality; and
b) take appropriate steps to secure that the relevant staff of their services providers have the necessary skills, knowledge and experience, and exhibit the behaviours needed, for the landlord services to be of good quality.
The C&CS ensures that social housing staff have the necessary skills, knowledge, and behaviours to deliver a high-quality, professional service to tenants. Its core purpose is to embed a resident-focused culture across Registered Providers by mandating codes of conduct, clear workforce development policies, and professional qualifications for senior managers. Ultimately, it aims to guarantee that tenants are treated with empathy, respect, and fairness in safe, well-managed homes.


2  Background 
The introduction of the C&CS is a key element of the government’s wider reform of social housing regulation, driven by lessons learned from the Grenfell Tower tragedy in 2017. The subsequent Social Housing Green Paper and the 2020 Social Housing White Paper highlighted the need to rebalance the relationship between residents and landlords. A central finding from these reviews, and from the subsequent public consultation, was that residents too often experienced inconsistent service levels, poor communication, and a lack of professional respect from some housing providers. In response, parliament passed the Social Housing (Regulation) Act 2023, which expanded the powers of the Regulator of Social Housing and legally required the introduction of a standard to professionalise the sector’s workforce.
The C&CS is designed to ensure that all individuals managing or delivering social housing services possess the appropriate skills, knowledge, and behaviours to perform their roles effectively. By formalising these expectations, the standard aims to drive institutional culture change, bringing social housing management into line with other regulated professions. It mandates structured workforce development, clear codes of conduct, and professional qualifications for senior managers and executives. For local authority landlords, this regulatory framework provides a consistent baseline to measure workforce competency, ensure regulatory compliance, and uphold high standards of service, safety, and accountability for residents.
As the owner and manager of properties, ADC aims to provide an excellent service to our tenants. We recognise that the foundation of this is having staff who are competent and conduct themselves in a professional and respectful manner. Tenants frequently highlight this issue in our engagement activities, and it is also features in lessons learnt from complaints. To achieve the standards required, both through C&CS and through our own commitments to tenants, we need to ensure that our staff have the appropriate skills, knowledge and experience required to provide high quality and respectful services to all tenants.
This policy applies to:
· All relevant officers employed by ADC involved in the provision, oversight or assurance of landlord services where those roles directly deliver or influence landlord functions. The definition and identification of relevant officers is overseen and approved by the Executive Director – Place. 
· Agency workers, interim employees and apprentices in relevant roles.
· Service providers (such as contractors, consultants and partners) delivering landlord services to tenants and leaseholders relating to the occupations, management, maintenance, safety and improvement of homes and neighbourhoods on ADC’s behalf.


3 The Standard
The C&CS covers three principal elements.
Qualifications: The standard requires mandatory professional qualification standards for specific senior roles within the sector. Officers are categorised based on their "substantive role" in managing housing service delivery. Under this framework, Senior Housing Managers, those responsible for the day-to-day management of direct frontline services such as repairs, lettings, and tenancy management, must hold or be working towards a Level 4 qualification. Senior Housing Executives, who provide strategic direction and oversight for these functions at a director or assistant director level, are required to hold a relevant Level 5 qualification.
Existing officers must either hold a fully compliant qualification or be formally enrolled and working towards one. The statement provides permanent flexibility for individuals holding partially compliant qualifications, allowing them to complete specific top-up training modules to address missing elements rather than restarting entire courses. For any newly appointed or temporary personnel entering an in-scope role, they must be enrolled in an approved qualification pathway within 12 months of their start date. These rules ensure that all local authority housing management teams move toward a standard baseline of professional capability while maintaining service continuity.
Policies and code of conduct: The standard requires landlords to have a written policy which includes:
a) the approach to managing and developing the skills, knowledge, experience and behaviours of relevant staff and how the approach will be tailored, as appropriate, to the different roles of relevant staff within the organisation;
b) the approach to learning and development for relevant staff. This must include how it can be ensured that relevant staff maintain and demonstrate appropriate and up to date skills, knowledge, experience and behaviours in their roles;
c) the approach to appraising and regularly reviewing the performance of relevant staff, including the approach to managing poor performance; and
d) the appropriate steps that will be taken to secure that the relevant staff of service providers have the necessary skills, knowledge and experience, and exhibit the behaviours needed, for the landlord services to be of good quality.
Furthermore, landlords must develop or adopt an appropriate code of conduct for relevant staff and ensure that it is embedded within the organisation.
Tenant oversight: Landlords must ensure that the written policy and code of conduct are kept up to date, fit for purpose and are accessible to tenants. Tenants must be given meaningful opportunities to influence and scrutinise the development of the written policy and decisions relating to the adoption or development of the code of conduct.
This policy statement sets out how ADC complies with these requirements. 
An overarching theme in the policy statement is the interaction with existing Council policies. Social landlord functions are amongst the many services delivered by ADC.  Many of the requirements of the C&CS are covered to a significant extent by existing corporate policies. These policies and other relevant corporate processes and practices are shown in summary in the table in section 6.


4 Policy approach
4a Organisational development
The work of ADC is governed by a number of corporate documents. The “golden rope” starts from our Corporate Plan, the document which sets out the overall aims of the Council, and leads to individual objectives. Alongside this sits the organisational development framework which includes plans and policies which set out how officers will be supported to develop their skills, knowledge and behaviours to enable them to do their current and future roles effectively. 
The diagram immediately after this sentence shows how the organisational development framework sits alongside the golden rope.
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The Organisational Development Strategy outlines the needs of our workforce now and in the future:
· Attracting and retaining the right employees
· Providing the development needed to allow all our employees to grow and progress
· Developing, supporting and embedding the desired organisational culture
· Managing talent and planning a workforce for the future
The strategy sets out that the organisational culture will focused on innovation, engagement, empowerment, accountability, customer first and transformational change. 
Furthermore the strategy confirms ADS’s organisational values:
· People focussed - putting people at the heart of what we do
· Honest - being honest with people in an open and transparent way
· Proud - being proud that Ashfield is a positive place to live, work and visit
· Ambitious - we are ambitious about Ashfield's future

The strategy is underpinned by an Action Plan which sets out measurable milestones and targets which are regularly monitored by the Council’s Senior Leadership Team.
The objectives, culture and values of the Organisational Development Strategy align closely with the requirements for the C&CS.
4b Training plans and workforce planning
ADC’s corporate planning processes require all services (defined as those which are managed by an Assistant Director) to produce an annual service plan. This plan sets out how that service will deliver the priorities of the Corporate Plan in the coming 12 months. It lists the required actions to be completed and the performance indicators which will be used to monitor the plan’s implementation.
In producing the service plan, the Assistant Director is able to identify the training requirements for their service. This includes training for all officers within that service, or for individual officers. It covers the legislative, organisational and professional requirements, along with personal development to support workforce development and succession planning. Corporate training budgets are allocated using service training plans. This will include any requirements arising from C&CS.
Additionally, each directorate within the Council produces a Workforce Plan. This plan analyses the current workforce, and then extends that analysis to identify future workforce requirements, skills and competencies which will be needed to deliver new, different or improved services. Strategic workforce planning is dynamic and requires ongoing review and update as requirements change.
An Insights Dashboard has been developed which provides information about the current workforce, including equalities characteristics and roles which rely on one person and therefore there is risk if they were to exit employment with ADC. The dashboard can be broken down into directorate and service-level data to help inform the analysis.
The Council delivers both in-house and external training and learning via the Learning Together portal. Each member of staff has a personal training record, through which gaps in their learning can be identified and relevant training (either online or in person) can be undertaken. The Learning Together portal can support Council-wide or department-wide training initiatives, such as data protection and information security. Specialist training is also provided by external organisations where appropriate, such as HQN and legal consultants. Examples of topics covered by training for housing staff include:
· Housing law
· Anti-social behaviour
· Tenancy fraud
· Equalities and diversity
· Damp and mould
· Customer care
4c Personal Development Review (PDR) and competencies
The Council’s Personal Development Review (PDR) is performed annually between the employee and line manager. The PDR provides an opportunity to discuss performance within the role, aims and targets for the year ahead, and any concerns from the employee or manager. It is facilitated through the iTrent online system.
The PDR process allows training and development needs to be identified and fed into the service-level training plans. 
The Council monitors the delivery of the PDR process through regular updates to senior management, so there should be no housing staff who are not receiving appraisals. 
The learning and development aspects of the C&CS are not limited to the requirements for certain staff to hold qualifications. The requirement to embed the Code of Conduct (see below) will also be integrated into the PDR process for ADC staff. Any learning needs in terms of required behaviours, customer interaction and service delivery will be identified to ensure the principles of the C&CS are fully understood.
ADC already has competency frameworks for employees and leaders. The PDR sets out what officers need to achieve over the coming year and the competency framework sets out how it will be done.
For employees whose roles include leadership competencies, 360° feedback processes are also available and would generally be completed prior to the PDR.
Employee Competency Framework
1. Seeing the big picture 
Seeing the big picture is about putting customers at the heart of what we do. It’s  about having in-depth understanding and knowledge of how your job role fits within the team, how it supports the service plan and wider community needs. 
Your contribution focuses on activities which will meet the council’s priorities, whilst taking into account the diverse needs of our customers. 
2. Changing, learning and improving 
To be effective in this competency you will take initiative, show innovation, and continually look for opportunities to make effective changes to the way you work or how your team works. It’s about learning from what has worked well, what has not and being open to change and improvement, working in smarter and more focused ways. 
You will actively engage with new learning as well as keeping specialist knowledge and skills up to date. You will actively share your knowledge and support colleagues with their development. 
3. Communication 
Effectiveness in this area includes showing pride and passion for public service, communicating with other people with clarity, integrity, enthusiasm and positivity. It’s about appreciating other people’s points of view, supporting the principles of fairness of opportunity for all and being positive and enthusiastic in your approach. 
4. Team working 
Employees skilled in this area are good team players and are able to share information, ideas and knowledge to achieve team plans and council priorities. It requires you to build good relationships and work effectively with colleagues as well as a wide range of people and partner organisations outside the council.
5. Delivering value for money and quality services 
Delivering value for money involves the efficient, effective and economic use of taxpayers’ money in the services we deliver to the community. It’s about looking for and implementing new ways of working or solutions to issues that achieve the best mix of quality and cost effectiveness. Employees who do this challenge current processes that prevent delivering value for money or a quality service offering options or solutions to address this matter.
Leadership Competency Framework
The framework is made up of three themes and ten competencies. The three themes are: 
1. Strategic – Setting direction: 
· Seeing the big picture 
· Changing and improving 
· Making effective decisions 
2. People – Engaging people:
· Leading and communicating 
· Collaborating and partnering 
· Building capacity for all 
3. Performance – Delivering results:
· Achieving commercial outcomes 
· Delivering value for money 
· Managing a quality service 
· Delivering at pace
4d Managing poor performance
The Council is committed to delivering a high-quality service to the community and employees make a valuable contribution in achieving this. The Council is therefore committed to ensuring that all its employees perform their job to the best of their ability and ensure they achieve and maintain required standards of performance within their role.
The Performance Capability Policy is in place to ensure that situations where an employee’s performance falls below the required standard are managed in a fair and structured way and in a manner that supports the employee to improve.
This policy is used alongside other relevant policies and procedures including the Attendance Management Policy and Disciplinary Policy. Where an employee is still within their probationary period, the Probationary Policy applies.
The monitoring of an employee’s performance is part of day-to-day line management and managers are responsible for ensuring employees have adequate training, coaching, mentoring and receive instruction, support and guidance in order to fulfil their role. Regular guidance will be provided by managers to raise the standard of performance of both individuals and the team as a whole. This includes undertaking regular performance and development reviews and supervisory meetings. Where there are any areas of concern with respect to performance, these should be raised as early as possible and appropriate action taken to support the employee to improve. 
If the performance of the employee shows little or no improvement, and other interventions implemented have not succeeded in addressing the problem, the Performance Capability Policy is used. This involves two stages of potential intervention, including the setting of targets and milestones. Should these stages still prove unsuccessful, a review is held with a member of the Senior Leadership Team which could result in dismissal.
4e Qualifications
To ensure compliance with the requirements of the C&CS in relation to qualifications held by relevant officers, a list will be maintained by the Executive Director – Place, in conjunction with the Service Manager Housing Regulation and Improvement and the Learning and Development Manager. This list will include all relevant officers and state their current position against the requirements of the C&CS. This will enable the current position to be monitored on a quarterly basis.
Any issues arising from the quarterly review, such as relevant officers being identified as not holding the required qualifications and not having enrolled on a course to secure such qualifications, will be raised with the relevant officer’s line manager for action.
The required qualifications will be included within the job descriptions and person specifications of relevant officers. 
There is no requirement for managers to hold qualifications before being recruited but they must understand and agree that they to work towards obtaining the qualification. 
Officers already in post at the start of the transition must hold, or be working towards, an approved qualification by the end of the period. “Working towards” means enrolling on the relevant qualification programme within 12 months, engaging with learning and assessment activities as set out by the provider and making satisfactory progress, as evidenced by attendance, coursework, or milestones.
As such, it will be a contractual requirement for relevant officers to hold or be working towards the required qualifications. Any failure to comply with the requirements as stated in the job description will be dealt with through the Council’s disciplinary procedures.
Prior to the commencement of any recruitment for interim or agency roles, the Council must formally determine if the position is classified as a Senior Housing Manager or a Senior Housing Executive under the scope of this policy. All interim or agency roles must meet the training requirements that all staff are required to meet, as well as any specialist training relevant to their role.
4f Contract management
Contractors, consultants and service providers engaged by the council must be appointed and managed through arrangements that assess and monitor their competence and, where relevant, their organisational capability, in proportion to the nature, risk and complexity of the services provided. 
Competence requirements will be reflected in procurement, contract management and performance monitoring processes.
4g Landlord promise
Tenants have told us that they want us to be clear and open in our communication with them. To deliver this we are focusing our strategy on the delivery of series of promises in our draft Landlord Strategy. 
These promises are designed to be easily understood by everyone – tenants, staff and Councillors. The Landlord Strategy is due to be reviewed by Cabinet in November 2026.
Tenants Matter – Our Promise – We Will:
	1. Keep tenants safe
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	We will always put tenant safety first. 

This means meeting our responsibilities around gas, electrical and fire safety, tackling damp and mould effectively, and taking the needs of vulnerable households seriously. 

We will take robust, proportionate action to manage anti‑social behaviour, so tenants feel safe in their homes and communities.

	2. Provide safe, decent and well‑maintained homes and Estates
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	We will provide homes that are safe, decent and well maintained. 

We will look after the condition of our homes, address repairs properly and plan investment carefully, particularly in older properties. 

Our focus will be on homes that support health, comfort and quality of life, not just service processes.

	3. Listen to tenants and act on what we hear
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	We will listen to tenants and take what they tell us seriously. 

Listening will lead to action, not just acknowledgement. 

We will show how tenant feedback, consultation and scrutiny influence decisions, priorities and service improvements, and we will be clear about what has changed as a result.

	4. Communicate clearly, honestly and in plain English
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	We will communicate in a way that is clear, honest and easy to understand and will explain what is happening, why decisions are made, and what tenants can expect. 

We will manage expectations realistically, provide updates when things change, and ensure tenants know who to contact and how to get help.

We will work across teams and with partners to ensure communication is joined up and consistent.

	5. Treat people fairly, respectfully and with understanding
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	We will treat every tenant with respect, dignity and fairness. 

We will recognise individual circumstances, including age, health and vulnerability, and apply our policies consistently while using discretion where it is appropriate to do so. 

Our approach will be caring, professional and proportionate.

	6. Take firm, fair and consistent action when things go wrong
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	When problems arise, we will act. 

This includes dealing with anti‑social behaviour, repeated service failures or breaches of tenancy conditions. 

Our approach will be firm where needed, fair in how decisions are made, and consistent in how rules are applied, so tenants can trust us to do the right thing.

	7. Be accountable and learn when we make mistakes
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	We will be open and accountable when things go wrong. 

We will use feedback, complaints and scrutiny to learn, improve services and prevent issues from happening again. 

We will be honest about failures, explain what has been learnt, and show what has changed as a result.

	8. Provide services tenants can trust and rely on
	[image: Orange outline of two hands holding each other, as if shaking hands]
	We will provide services that tenants can rely on day‑to‑day. 

This means keeping our commitments, meeting agreed timescales wherever possible, and delivering consistent standards. 

Trust will be built through reliability, transparency and by doing what we say we will do.

We will provide services that tenants can rely on day-to-day, with accessible, visible and joined-up support.




5 Code of Conduct
Ashfield District Council has a Code of Conduct for officers which has been adopted as part of the Council’s Constitution. It applies to all staff in the Council, including those employed within social landlord functions. 
It is not possible for Housing Services to adopt a Code of Conduct separate from the Council. The ADC Code of Conduct does however include a number of principles which align with the requirements of the C&CS. 
The following shows how the ADC Code of Conduct for Employees aligns with the Competence and Conduct Standard, and how specific elements of it will translate into positive outcomes for residents:
	Paragraph
	Statement in ADC Code of Conduct for Employees
	What this means for residents

	1.1
	The Council exists for the benefit of the local community and so employees are expected to provide the highest possible standards to ensure public confidence in its activities.  Employees of the Council are therefore required to conduct themselves appropriately whilst undertaking Council business.
	· Staff serve residents showing honesty and integrity
· Staff follow procedures, leading to high quality services and fair outcomes for residents

	6.1 
	Employees should always be aware of their responsibilities to the local community and should treat all members of the public, service users, partners and colleagues with respect and courtesy at all times.
	· Residents are listened to
· Staff are responsive to residents’ requests
· Staff invite and respond to feedback from residents
· Services are delivered effectively, eg repairs carried out promptly and satisfactorily
· Residents and their homes are treated with respect
· Complaints are dealt with effectively

	7.4
	Employees have a duty to maintain confidentiality and must not disclose any information gained in the course of their employment to any third party for any unauthorised reason.
	· Residents’ personal data is kept secure and their circumstances are kept confidential at all times

	16.1
	The Council is committed to high standards of openness and accountability.  
	· Staff serve residents showing honesty and integrity
· Staff follow procedures, leading to high quality services and fair outcomes for residents

	17.1
	Employees should ensure that they demonstrate a commitment to the Council’s equality and diversity policies and treat all members of the local community, Elected Members, service users and colleagues with fairness and equity.  
	· Residents are treated with respect
· Appointments are always offered to suit residents’ needs
· Services as far as practical meet individual needs
· Residents are treated fairly





6 Summary of evidence
The table below shows how specific Ashfield District Council policies, processes, and corporate practices support Housing Services in meeting the Competence and Conduct Standard:
	Requirement
	ADC evidence

	Code of Conduct
	· ADC Code of Conduct for Employees


	Staff have the relevant skills, knowledge and experience 
	· Job descriptions and person specifications
· Job families grading process
· Recruitment Policy and processes
· Induction process
· Probationary Policy
· Personal Development Reviews
· One to One meetings with line manager
· Organisational Development Strategy
· Learning Together platform


	Staff exhibit the right behaviours 
	· Personal Development Reviews
· One to One meetings with line manager
· Code of Conduct for Employees
· Probationary Policy
· Landlord Promise


	Dealing with poor performance
	· One to One meetings with manager
· Performance Capability Policy


	The approach to learning and development of staff 
	· Organisational Development Strategy
· Training Plans
· Workforce Planning
· Learning Together Platform






7 Tenant Voice
Tenants lie at the heart of all we do as a landlord. There has been significant tenant involvement in the development of the Landlord Strategy, which includes the Landlord Promise. This promise shapes what we do and how we do it.
Tenants have been consulted on the approach to assuring compliance with the C&CS. Engaged tenants have been asked to respond to a short questionnaire seeking their views on the approach and when this policy should be reviewed. This questionnaire asked:
1. Do you agree with the Council’s proposal to create an overarching policy and to publish this along with the Code of Conduct on the Council’s website? 
1. Do you think the Council should consider publishing any additional policies or procedures referred to within overarching policy? 
1. How quickly do you think the Council should review the overarching policy and Code of Conduct with engaged tenants? 
1. Do you have any other comments in relation to the Council’s proposed approach to the Competence and Conduct Standard? 
This document will also be considered by the Tenant Gateway. The gateway is a high-level body comprising of engaged tenants at which there is an opportunity to scrutinise and make comment in the presence of senior Housing Services managers upon major policy decisions on council housing being proposed by the Council.


8 Review and accessibiltiy
Overall ownership of this policy statement is with the Executive Director – Place. 
This policy statement will be kept under regular review to ensure that it is still meeting the requirements of the C&CS and responds to changes in legislation and regulation. The Code of Conduct is reviewed on an annual basis and the review of this policy statement will be conducted alongside this.
It will be made accessible to all tenants through the ADC website.
All managers need to be responsible for the learning and development, conduct and performance of staff working in their area. Housing Leadership Team (HLT) will monitor the application of this policy. Monitoring of compliance will be carried out by regular reporting to HLT on sections of this policy e.g. training, learning and development, core qualifications, appraisals etc. This will include data and reports from the council’s Learning and Development team. 
Evidence of compliance will be stored on different systems and in different ways depending on the purpose: 
· Learning and Development: Managers have access to their staff’s e-learning records and have alerts on the council’s e-learning platform, Learning Together. Where staff undertake external training they should their certificates with managers who will record the information on their personal file. 
· PDRs: These are recorded on the iTrent system by managers and includes conduct. Reports are produced on directorate and service compliance and reported to senior managers within ADC.  
· Performance Management: Any poor performance management issues are recorded on the officer’s personal file.
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