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Introduction
F&HDC Housing Landlord Service Journey

“To create a world-class housing service - one that is digitally 
enabled, easy to do business with, and where tenants 
(customers) are at the heart of everything we do.”

3,400 council managed homes, large 
geographical area, diverse tenant base, 
18% of stock Independent Living 
(Sheltered Housing)

October 2020 housing service came 
back in-house from East Kent Housing 
ALMO - Regulatory notice for H&S non-
compliance

Focus on performance, building a 
new landlord service, investing in 
improving our stock - the Vision: -

Folkestone & Hythe district 

council, Kent - was renamed from 

Shepway in April 2018. We have a 

population of around 100,000 most 

living in the coastal towns, 

Folkestone and Hythe, with the 

north of the district rural and 

woodland villages, lying along the 

Kent Downs. The south features a 

coastal expanse of reclaimed 

villages across the Romney Marsh. 

Folkestone itself has excellent 

transport links to London with the 

high-speed rail, the district sits next 

to the M20 and we have the 

Channel Tunnel on our doorstep.



Our journey to compliance
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monthly 
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procedures 

    

           

           

  
Development of new H&S 
Policies and Procedures 

       

 



Tenant Satisfaction - using the new Tenant Satisfaction Measures

*Extract from Tenant Feedback Bulletin October 2022

• June 2022 – F&HDC Tenant-wide satisfaction survey 
using the draft Tenant Satisfaction Measures (TSMs)

• Developed Action Plan in partnership with tenants, to 
commit to improvements 2022/23 and 2023/24.



New consumer regulation regime

• Charter for Social Housing Residents  - Social Housing Regulation Bill  

• Tenant Satisfaction Measures Standard will come into effect on                
1 April 2023 – the Regulator of Social Housing (RSH) will start inspections 
of local authority housing providers April 2024 

• 22 new Tenant Satisfaction Measures (TSMs) - 10 management 
information measures / 12 perception measures

• Building Safety Act / Decent Homes Standard - Health & Safety 
Compliance remains a high priority for everyone

F&HDC Tenant Engagement Strategy - Hearing our Tenants’ Voice

• Tenant perception - more subjective TSMs e.g. Satisfaction that the 
landlord makes a positive contribution to neighbourhoods - is this a 
challenge for local authorities?

• Working with the RSH to ensure we can demonstrate lasting service 
outcomes and accountability, to those living in council owned and 
managed homes and communities.



F&HDC’s approach to the new consumer regulation regime

Challenges:
• Tenancy sustainment /Rising rent arrears - maximising income to the Housing Revenue Account
• Tackling climate change – Net Zero Carbon / Retrofitting old stock / rising supply chain and 

materials costs.

Additional challenges faced by local authority social housing landlords: 
• Elected Members – F&HDC’s ambitious affordable homes New Build programme 
• Wider council remit and performance can impact on tenant satisfaction.

Conclusion:
• Co-regulation - supports local authorities to deliver better landlord services for their tenants
• Mutual respect and trust! 
• Embrace benchmarking / sharing sector good practice - openness and transparency with 

tenants, Members, staff and RSH
• Involve tenants in your journey….. they live in our homes, so are the true ‘experts’.
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