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Introduction

This template is based largely on discussions with 95 tenants taking part in 12 focus groups.

Participants included tenant representatives who were knowledgeable and experienced about

WHQS and the implications for their Council, as well as tenants who have never been involved

in tenant participation activities and who knew little or nothing about WHQS. This template

sets out the key areas of information that tenants themselves want to know about the process

of bringing their homes and communities up to standard and maintaining it afterwards. It is

part of a suite of What Tenants Want! resources that includes:

> resource 2: how to provide information

> resource 3: good practice in information for tenants

The focus groups resulted in a number of consistent messages for local authorities and tenant

organisations:

• the range of issues that tenants want good quality information on is very wide;

• tenants want to be able to compare ‘side-by-side’ what the consequences are for any

options they are being offered;

• there should be consistency and clarity in the terms used – as a consequence we have

opted to use the term RSL - registered social landlord throughout to describe housing

associations and community housing mutuals.

Because the process of providing information is on going we welcome feedback to help

improve current and future resources developed by the i2i project.

This is an updated version of an information template produced by the

Welsh Assembly Government i2i - inform to involve project. i2i has

been established to help ensure that tenants have access to clear,

accurate and appropriate information about how their landlord will

achieve WHQS – the Welsh Housing Quality Standard.
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how to use this template

The template can be used by local authorities and tenants organisations to engage tenants in

the WHQS process. It has the following sections:

Section 1: providing tenants with basic WHQS information

Section 2: dealing with any changes to tenants rights and conditions

Section 3: achieving WHQS if the proposal is that the council remains the landlord

Section 4: achieving WHQS if the proposal is to transfer to a new landlord

Each section follows the format:

• the information tenants want and therefore should have the right to know;

• the most frequently asked questions (FAQs) by tenants;

• a space for answers to FAQs by the landlord.

It is important to recognise that tenants also have statutory rights to information that they

might not have identified as a priority during this project. In addition, as the process of

achieving WHQS develops in different parts of Wales there will inevitably be new and equally

relevant questions. The template should therefore not be seen as the absolute final word on

the information needs of tenants but rather as a resource to be adapted and developed locally.

Although aimed at tenants we hope the template and guide will help develop thinking on the

information requirements of other key stakeholders such as staff and elected members.
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Section 1: basic WHQS information

This section responds to tenants’ desire for clear information on WHQS. It distinguishes

between the two major types of social landlord – local authorities and registered social

landlords (RSL). It also draws a distinction between the two major types of RSL – housing

associations and community housing mutuals. It should be noted that in practice housing

associations can also be set up with similar objectives and governance structures to mutual

organisations.

This section includes the basic information tenants want to know about:

• what the Welsh Housing Quality Standard is;

• the different options available to the council to achieve WHQS;

• the different types of social landlord;

• the different types of RSL;

• who RSLs are accountable to and how they are managed;

• who will work for a new landlord;

• how RSLs get the money to invest;

• how stable and secure RSLs are.
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Section 2: changes to my rights and conditions as a tenant

This section is based on the firm views of tenants that they want them to compare the

consequences for them if they remain council tenants or transfer to an RSL. i2i recommends

that all such information is considered ‘side by side’ so that tenants can clearly see any

differences between options. It includes information tenants want to know about:

• how the way they vote in a ballot will affect them;

• what will happen to rents;

• any changes to their rights;

• what will happen to the repairs service;

• what will happen to housing management services;

• any additional charges they may have to pay;

• the effects on any benefits they receive;

• how they will be consulted and have opportunities to participate;

• what will happen to community amenities and services.
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Section 3: achieving WHQS if I remain a council tenant

This section is based on the information tenants want if their landlord decides to retain its

housing stock or there is a ‘no’ vote in a ballot to transfer to a new RSL. It includes sections on:

• how the council will achieve WHQS;

• how this will be monitored;

• the type of work to be carried out;

• the timetable for carrying out the work;

• who will carry out the work;

• disruption or disturbance to tenants;

• compensation payments;

• tenant choices;

• a code of conduct for contractors;

• arrangements for liaison with tenants during the work;

• final inspection of the work;

• a complaints procedure.
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Section 4: achieving WHQS if my home is transferred to another landlord 

This section is based on the information tenants want if their landlord proposes to transfer its

housing stock to an RSL. It sets out what will happen if tenants either vote in favour or against

the proposal. It includes:

• how WHQS will be achieved and maintained;

• how this will be monitored;

• the type of work to  be carried out;

• the timetable for carrying out the work;

• who will carry out the work;

• disruption or disturbance to tenants;

• compensation payments;

• tenant choices;

• a code of conduct for contractors;

• arrangements for liaison with tenants during the work;

• final inspection of the work;

• a complaints procedure.

W H A T  T E N A N T S  W A N T !  R E S O U R C E  1 : W H Q S  I N F O R M A T I O N  T E M P L A T E

27



achieving WHQS if my home is transferred to another landlord 

W H A T  T E N A N T S  W A N T !  R E S O U R C E  1 : W H Q S  I N F O R M A T I O N  T E M P L A T E

28

TH
E

R
IG

H
T

TO
K

N
O

W

H
ow

W
H

Q
S

w
ill

be
ac

hi
ev

ed

W
ha

t
w

ill
be

do
ne

to
m

o
ni

to
r

th
e

pr
og

re
ss

in
ac

hi
ev

in
g

W
H

Q
S

If
m

y
ho

m
e

is
tr

an
sf

er
re

d
to

an
R

SL

If
m

y
ho

m
e

is
re

ta
in

ed
by

th
e

C
o

un
ci

l

M
O

ST
FA

Q
s

BY
TE

N
A

N
TS

W
he

re
w

ill
th

e
m

on
ey

co
m

e
fr

om
to

ac
hi

ev
e

an
d

m
ai

nt
ai

n
W

H
Q

S?

Co
ul

d
th

e
la

nd
lo

rd
af

fo
rd

to
do

da
y

to
da

y
re

pa
irs

if
th

ey
w

er
e

sp
en

di
ng

al
lt

he
ir

m
on

ey
on

im
pr

ov
em

en
ts

?

W
ill

ot
he

r
se

rv
ic

es
be

cu
t

to
ac

hi
ev

e
W

H
Q

S?

W
ill

m
y

re
nt

go
up

to
pa

y
fo

r
th

e
im

pr
ov

em
en

ts
to

m
ee

t
th

e
st

an
da

rd
?

If
so

,h
ow

m
uc

h
w

ill
it

go
up

?

W
ill

Ig
et

a
vo

te
to

de
ci

de
w

ho
m

y
la

nd
lo

rd
w

ill
be

?

W
ill

th
er

e
be

in
de

pe
nd

en
t

m
on

it
or

in
g

of
th

e
pr

og
re

ss
to

m
ak

e
th

e
la

nd
lo

rd
w

ill
ac

hi
ev

e
W

H
Q

S
by

20
12

?

If
so

,w
ho

w
ill

ca
rr

y
ou

t
th

e
m

on
it

or
in

g?

W
ha

t
ac

ti
on

w
ill

be
ta

ke
n

by
th

e
A

ss
em

bl
y

if
th

e
la

nd
lo

rd
do

es
no

t
ac

hi
ev

e
W

H
Q

S?



achieving WHQS if my home is transferred to another landlord 

W H A T  T E N A N T S  W A N T !  R E S O U R C E  1 : W H Q S  I N F O R M A T I O N  T E M P L A T E

29

W
ha

t
w

ill
be

do
ne

to
m

ak
e

su
re

m
y

la
nd

lo
rd

m
ai

nt
ai

ns
W

H
Q

S
af

te
r

20
12

Th
e

w
o

rk
th

at
w

ill
be

ca
rr

ie
d

o
ut

to
m

y
ho

m
e

W
ill

th
er

e
be

in
de

pe
nd

en
t

m
on

it
or

in
g

to
m

ak
e

su
re

th
e

la
nd

lo
rd

m
ai

nt
ai

ns
m

y
ho

m
e

to
th

e
W

H
Q

S
af

te
r

20
12

?

If
so

w
ho

w
ill

ca
rr

y
ou

t
th

e
m

on
it

or
in

g?

W
ha

t
ac

ti
on

w
ill

be
ta

ke
n

by
th

e
A

ss
em

bl
y

if
m

y
la

nd
lo

rd
do

es
no

t
m

ai
nt

ai
n

m
y

ho
m

e
to

W
H

Q
S

af
te

r
20

12
?

W
ill

Ih
av

e:

•
ne

w
ki

tc
he

n
an

d
ba

th
ro

om
?

•
sh

ow
er

s
fit

te
d

as
st

an
da

rd
?

•
in

su
la

te
d

w
al

ls
?

•
do

w
ns

ta
irs

w
.c

.?

•
do

ub
le

gl
az

in
g?

•
do

ub
le

sk
in

ne
d

fr
on

t
do

or
?

•
re

-r
en

de
rin

g?

•
re

de
co

ra
ti

on
?

•
re

w
iri

ng
?

•
up

to
da

te
ce

nt
ra

lh
ea

ti
ng

?

•
an

yt
hi

ng
el

se
?



achieving WHQS if my home is transferred to another landlord 

W H A T  T E N A N T S  W A N T !  R E S O U R C E  1 : W H Q S  I N F O R M A T I O N  T E M P L A T E

30

Th
e

w
o

rk
th

at
w

ill
be

ca
rr

ie
d

o
ut

o
ut

si
de

m
y

ho
m

e

Th
e

w
o

rk
th

at
w

ill
be

ca
rr

ie
d

o
ut

in
m

y
lo

ca
l

co
m

m
un

it
y

W
ha

t
w

ill
ha

pp
en

to
no

n-
tr

ad
it

io
na

lh
o

m
es

W
ill

w
or

k
be

do
ne

to
im

pr
ov

e:

•
pa

th
w

ay
s?

•
fe

nc
in

g/
w

al
ls

?

•
ga

rd
en

s?

•
ou

ts
id

e
lig

ht
in

g?

•
ou

ts
id

e
se

at
s?

•
C

C
TV

?

•
an

yt
hi

ng
el

se
?

W
ill

w
or

k
be

do
ne

to
im

pr
ov

e:

•
ro

ad
s,

pa
ve

m
en

ts
an

d
al

le
yw

ay
s?

•
sp

ee
d

bu
m

ps
?

•
co

m
m

un
it

y
ga

rd
en

s?

•
ot

he
r

co
m

m
un

it
y

fa
ci

lit
ie

s?

•
an

yt
hi

ng
el

se
?

H
ow

w
ill

st
ee

lf
ra

m
e

ho
us

es
be

br
ou

gh
t

up
to

th
e

st
an

da
rd

if
th

ey
ha

ve
su

b
st

an
da

rd
si

ze
d

ki
tc

he
ns

an
d

po
or

st
or

ag
e

fa
ci

lit
ie

s?

W
ill

no
n-

tr
ad

it
io

na
lh

om
es

ha
ve

to
be

de
m

ol
is

he
d?

If
m

y
ho

m
e

is
de

m
ol

is
he

d
w

ha
t

co
m

pe
ns

at
io

n
w

ill
I

ge
t?



achieving WHQS if my home is transferred to another landlord 

W H A T  T E N A N T S  W A N T !  R E S O U R C E  1 : W H Q S  I N F O R M A T I O N  T E M P L A T E

31

W
ha

t
th

e
ti

m
es

ca
le

s
fo

r
ca

rr
yi

ng
o

ut
th

e
w

o
rk

w
ill

be H
ow

th
e

w
o

rk
to

be
ca

rr
ie

d
o

ut
w

ill
af

fe
ct

m
e

an
d

th
e

pe
o

pl
e

w
ho

liv
e

w
it

h
m

e

W
ill

ea
ch

ar
ea

be
gi

ve
n

a
ti

m
es

ca
le

ex
pl

ai
ni

ng
:

•
w

ha
t

w
or

k
w

ill
be

ca
rr

ie
d

ou
t?

•
w

he
n

th
e

w
or

k
w

ill
be

ca
rr

ie
d

ou
t?

•
ho

w
lo

ng
th

e
w

or
k

w
ill

ta
ke

to
co

m
pl

et
e?

W
ill

Ib
e

gi
ve

n
pr

op
er

no
ti

ce
of

w
ha

t
is

go
in

g
to

be
do

ne
an

d
w

he
n?

W
ill

th
e

ar
ea

s
w

he
re

ho
m

es
ar

e
in

w
or

st
co

nd
it

io
n

ge
t

do
ne

fir
st

?

H
ow

m
uc

h
di

st
ur

ba
nc

e
w

ill
th

er
e

be
to

m
y

ho
m

e
w

hi
le

th
e

w
or

k
is

be
in

g
do

ne
?

W
ill

In
ee

d
to

m
ov

e
ou

t
w

hi
le

th
e

w
or

k
is

be
in

g
do

ne
?

W
ha

t
w

ill
Ib

e
ex

pe
ct

ed
to

do
be

fo
re

m
ov

in
g

ou
t?

W
ill

Ib
e

of
fe

re
d

a
te

m
po

ra
ry

ho
m

e
in

th
e

sa
m

e
ar

ea

W
ha

t
he

lp
w

ill
Ig

et
m

ov
in

g?
H

ow
lo

ng
w

ill
Ih

av
e

to
m

ov
e

ou
t

fo
r?

W
ha

t
is

th
e

w
or

k
go

in
g

to
in

vo
lv

e
an

d
ho

w
w

ill
it

af
fe

ct
m

e?

W
ill

w
e

be
ab

le
to

us
e

ou
r

ki
tc

he
ns

/
ba

th
ro

om
s

w
hi

le
th

e
w

or
k

is
go

in
g

on
?

H
ow

w
ill

te
na

nt
s

in
sh

el
te

re
d

ho
us

in
g

m
an

ag
e?

H
ow

w
ill

te
na

nt
s

w
ith

ot
he

rn
ee

ds
/

di
sa

bi
lit

ie
s

m
an

ag
e?



achieving WHQS if my home is transferred to another landlord 

W H A T  T E N A N T S  W A N T !  R E S O U R C E  1 : W H Q S  I N F O R M A T I O N  T E M P L A T E

32

A
bo

ut
an

y
co

m
pe

ns
at

io
n

I
m

ay
be

en
ti

tl
ed

to

W
ha

t
ch

o
ic

es
Ih

av
e

ab
o

ut
th

e
w

o
rk

to
be

do
ne

W
ha

t
qu

al
it

y
th

e
w

o
rk

w
ill

be
do

ne
to

W
ill

Ir
ec

ei
ve

an
y

co
m

pe
ns

at
io

n
in

cl
ud

in
g:

•
ho

m
e

lo
ss

pa
ym

en
ts

?

•
di

st
ur

ba
nc

e
al

lo
w

an
ce

?

•
ot

he
r

pa
ym

en
ts

?

H
ow

m
uc

h
w

ill
an

y
co

m
pe

ns
at

io
n

be
an

d
ho

w
it

w
ill

be
ca

lc
ul

at
ed

?

W
he

n
w

ill
it

be
pa

id
?

W
ha

t
w

ill
Ib

e
ex

pe
ct

ed
to

pa
y

fo
r

m
ys

el
f?

W
ha

t
ca

n
Id

o
if

Ia
m

no
t

ha
pp

y
w

it
h

th
e

pa
ym

en
t/

s
th

at
Ia

m
of

fe
re

d?

D
o

Ih
av

e
th

e
rig

ht
to

re
fu

se
to

ha
ve

im
pr

ov
em

en
ts

ca
rr

ie
d

ou
t

to
m

y
ho

m
e?

If
Ih

av
e

pu
t

in
ne

w
ki

tc
he

ns
an

d
ba

th
ro

om
s

w
ill

th
es

e
ha

ve
to

be
ta

ke
n

ou
t?

W
ill

Ih
av

e
a

ch
oi

ce
of

ki
tc

he
n

un
it

s
an

d
of

ba
th

ro
om

fit
ti

ng
s?

W
ill

Ib
e

ab
le

to
ch

oo
se

co
lo

ur
s?

W
ill

Ih
av

e
an

y
ot

he
r

ch
oi

ce
s?

W
ill

th
e

w
or

k
be

ca
rr

ie
d

ou
t

to
a

go
od

qu
al

it
y

st
an

da
rd

?
Eg

de
ce

nt
qu

al
it

y
ki

tc
he

n
un

it
s,

fr
on

t
do

or
s

et
c.

?

W
ill

th
e

w
or

k
be

aw
ar

de
d

to
th

e
be

st
,n

ot
th

e
ch

ea
pe

st
co

nt
ra

ct
or

s?



achieving WHQS if my home is transferred to another landlord 

W H A T  T E N A N T S  W A N T !  R E S O U R C E  1 : W H Q S  I N F O R M A T I O N  T E M P L A T E

33

W
ho

w
ill

ca
rr

y
o

ut
th

e
w

o
rk

an
d

ho
w

th
ey

w
ill

be
ha

ve
W

ill
w

or
k

be
ca

rr
ie

d
ou

t
by

st
af

f
w

or
ki

ng
di

re
ct

ly
fo

r
m

y
la

nd
lo

rd
or

by
in

de
pe

nd
en

t
co

nt
ra

ct
or

s?

W
ill

an
y

co
nt

ac
to

rs
be

lo
ca

l?

W
ill

th
er

e
be

op
po

rt
un

it
ie

s
fo

r
lo

ca
lp

eo
pl

e
in

te
rm

s
of

:
•

jo
bs

?

•
ap

pr
en

ti
ce

sh
ip

s
/

tr
ai

ni
ng

?

W
ill

th
er

e
be

su
pp

or
t

fo
r

lo
ca

lp
eo

pl
e

to
se

t
up

:
•

sm
al

lb
us

in
es

se
s?

•
co

m
m

un
it

y
/

so
ci

al
en

te
rp

ris
es

?

W
ill

co
nt

ra
ct

or
s

be
al

lo
w

ed
to

su
b-

co
nt

ra
ct

?

Is
th

er
e

th
e

ca
pa

ci
ty

lo
ca

lly
to

ca
rr

y
ou

t
th

e
w

or
k

an
d

st
ill

do
da

y
to

da
y

re
pa

irs
?



achieving WHQS if my home is transferred to another landlord 

W H A T  T E N A N T S  W A N T !  R E S O U R C E  1 : W H Q S  I N F O R M A T I O N  T E M P L A T E

34

A
C

o
de

o
f

C
o

nd
uc

t
fo

r
an

yo
ne

w
o

rk
in

g
in

m
y

ho
m

e?

W
ill

a
Co

de
of

Co
nd

uc
t

be
ag

re
ed

w
it

h
te

na
nt

s
fo

r
al

lp
eo

pl
e

w
or

ki
ng

in
m

y
ho

m
e?

W
ha

t
w

ill
be

do
ne

to
en

su
re

th
at

w
ho

ev
er

do
es

th
e

w
or

k
w

ill
:

•
be

cl
ea

n
an

d
ti

dy
?

•
be

po
lit

e
an

d
co

ur
te

ou
s?

•
pr

ot
ec

t
ca

rp
et

s?

•
ha

ve
re

sp
ec

t
fo

r
te

na
nt

s’
po

ss
es

si
on

s?

•
be

pu
nc

tu
al

an
d

ke
ep

to
ag

re
ed

ti
m

es
?

•
gi

ve
pr

op
er

w
ar

ni
ng

be
fo

re
?

•
tu

rn
in

g
of

f
w

at
er

or
el

ec
tr

ic
it

y?

•
tu

rn
w

at
er

or
el

ec
tr

ic
it

y
on

ag
ai

n
be

fo
re

th
ey

le
av

e
fo

r
th

e
da

y?

•
cl

ea
n

up
af

te
r

th
em

at
th

e
en

d
of

ea
ch

da
y?

•
ha

ve
re

sp
ec

t
fo

r
pr

iv
ac

y?

•
ha

ve
re

sp
ec

t
fo

r
in

di
vi

du
al

s
cu

lt
ur

e
an

d
re

lig
io

us
be

lie
fs

?

an
d

w
ill

no
t:

•
us

e
th

e
to

ile
t

in
m

y
ho

m
e?

•
sm

ok
e

in
th

e
ho

us
e?

•
w

al
k

in
th

e
ho

us
e

in
di

rt
y

bo
ot

s?

•
sh

ou
t

or
si

ng
lo

ud
ly

or
pl

ay
lo

ud
m

us
ic

in
th

e
ho

us
e?

•
us

e
ba

d
la

ng
ua

ge
in

th
e

ho
us

e?

•
di

sc
us

s
pe

rs
on

al
or

lif
es

ty
le

is
su

es
w

it
h

•
ot

he
rs

?



achieving WHQS if my home is transferred to another landlord 

W H A T  T E N A N T S  W A N T !  R E S O U R C E  1 : W H Q S  I N F O R M A T I O N  T E M P L A T E

35

H
ow

to
ge

t
in

to
uc

h
if

so
m

et
hi

ng
go

es
w

ro
ng

W
ill

th
e

w
o

rk
be

in
sp

ec
te

d
to

m
ak

e
su

re
it

is
o

f
go

o
d

qu
al

it
y?

H
ow

do
Ic

om
pl

ai
n

if
I’m

no
t

ha
pp

y?

W
ha

t
w

ill
be

do
ne

to
pu

t
rig

ht
an

y
co

m
pl

ai
nt

I
m

ak
e?

W
ho

do
Ic

om
pl

ai
n

to
if

Ir
em

ai
n

un
ha

pp
y?

W
ho

ca
n

te
na

nt
s

ge
t

in
to

uc
h

w
it

h
if

so
m

et
hi

ng
go

es
w

ro
ng

du
rin

g
th

e
w

or
k?

W
ill

th
er

e
be

a
cl

er
k

of
w

or
ks

/
si

te
su

pe
rv

is
or

fo
r

ea
ch

ar
ea

?

W
ill

th
er

e
be

a
lo

ca
lt

en
an

t
lia

is
on

of
fic

er
?

W
ill

th
er

e
be

in
sp

ec
to

rs
to

ch
ec

k
th

e
qu

al
it

y
an

d
pr

og
re

ss
of

th
e

w
or

k?

W
ill

th
es

e
in

cl
ud

e
te

na
nt

in
sp

ec
to

rs
?



Notes

W H A T  T E N A N T S  W A N T !  R E S O U R C E  1 : W H Q S  I N F O R M A T I O N  T E M P L A T E

36


