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What are your organisation’s current 
repairing obligations?What is Awaab’s Law? 

• Introduced after the tragic death of Awaab Ishak- Section 42, Social Housing (Regulation) 
Act 2023, inserting s.10A into the Landlord and Tenant Act 1985.

• Brought into force by the Hazards in Social Housing (Prescribed Requirements) (England) 
Regulations 2025 on 27 Oct 25. Three phase implementation. 

• Implies a mandatory term into all social housing tenancy agreements requiring landlords to 
investigate and fix hazards within fixed statutory timescales.  

• Initially applies to emergency hazards and significant damp & mould hazards, expanding in 
phases (2026–2027) to wider HHSRS hazards. 



Awaab’s Law means Landlords MUST:

• Investigate any potential emergency hazards and, if confirmed, carry out all required safety work within 24 
hours of becoming aware of the hazard.

• Investigate any potential significant hazards ( only DMC at the minute) within 10 working days of becoming 
aware of them.

• Provide a written summary of the investigation findings to the tenant within 3 working days of the investigation 
concluding.

• If a significant hazard is identified, undertake required safety work within 5 working days of the investigation 
concluding.

• Begin, or take steps to begin, supplementary preventative work within 5 working days of the investigation 
concluding where a significant or emergency hazard is identified.

Le’arning ObjectivesLandlord Requirements 



What are your organisation’s current 
repairing obligations?Landlord Requirements cont. 

Awaab’s Law means Landlords MUST:

• If work cannot begin within 5 working days, it must begin as soon as possible, and must physically start within 
12 weeks.

• Complete supplementary preventative works within a reasonable time period.

• Secure suitable alternative accommodation for the household, at the landlord’s expense, if required safety 
work cannot be completed within the specified timeframes.

• Keep the tenant updated throughout and provide information on how to stay safe.



• Hazards in Social Housing (Prescribed Requirements) (England) Regulations 2025 - Meaning of 
“significant hazard” and “emergency hazard”

3.—(1) In these Regulations—

(a)“significant hazard” means, in relation to a social home, a relevant hazard that poses a significant risk 
of harm to the health or safety of an occupier of the social home;

(b)“significant risk of harm” means a risk of harm to the occupier’s health or safety that a reasonable 
lessor with the relevant knowledge would take steps to make safe as a matter of urgency (but not within 
24 hours);

Learning ObjectivesDefinitions – Emergency & Significant Hazards 



Section 2(1) of the Housing Act 2004 
Meaning of hazard
(1)In this Act—…….

“hazard” means any risk of harm to the health or safety of an actual or potential occupier of a dwelling or HMO 
which arises from a deficiency in the dwelling or HMO or in any building or land in the vicinity (whether the 
deficiency arises as a result of the construction of any building, an absence of maintenance or repair, or 
otherwise).

• Examples of emergency hazards: gas leaks, dangerous electrics, serious structural issues, unsecure external 
doors/windows, major leaks.

• Examples of significant hazards: damp and mould posing a serious health risk to vulnerable occupier in 
bedroom and living room

Learning ObjectivesDefinitions – Emergency & Significant Hazards cont.  



• Awaab’s Law creates statutory deadlines that operate alongside the PAP.

• The existence of a housing condition claim does not pause or override Awaab’s timescales.

When receiving a letter of claim mentioning damp/mould:

• Treat date of receipt as “Day 0” for Awaab’s timescales.

• Triage immediately to identify emergency or significant hazards.

• Investigate hazards within the required 10 working days / 24 hours.

• Provide written summary & evidence within 3 working days of investigation.

• Landlords must still access properties promptly – evidence preservation cannot delay emergency works.

• Emergency/safety works should be carried out even where:
o Pre-action protocol letters are served
o Expert inspections are planned

Learning ObjectivesHousing Condition Claims & Awaab’s Law 
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How to Pronounce Awaab

“Oh-waab Ish-aak”
Awaab: Pronounced "Oh-waab" — with the "Oh" like in "Oh 
my goodness", and "waab" rhyming with "job" but with a 
longer "a" sound.

Ishak: Pronounced "Ish-ak" — "Ish" as in "fish", and "ak" as 
in “back”

Pronouncing Awaab’s name correctly ensures dignity, respect and retains the 
human impact of housing safety.



28,000 Surveyors (Sort Of)

So much so that our 28000 tenants act as “surveyors”, “housing 
professionals” and even “legal professionals”.

With the use of AI; tenants reports of DMC now include legal 
definitions like those in Louise’s slides.

We receive reports of DMC from stock condition surveys, our field 
workforce - landlord-led repairs, and tenant reports and complaints.

Being reactive is harder than ever and the whole organisation must 
be our eyes and ears.



People-led Reporting → Sensor-led Insight

Complaints and customer insights help us spot early 
warning signs.

Sensors then strengthen this by providing real-time 
behavioural data on properties.

Together they form a complete picture: lived experience + 
environmental evidence.

This helps ensure issues are addressed before they 
become hazards.



CIH Northern 
Housing Festival

Aico



Portfolio One View

- Roadshow 2024 



Property One View

- Roadshow 2024 



The Data

- Roadshow 2024 



Case Management

- Roadshow 2024 
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Reflection: From 
Empathy to Action

Professor Vikki McCall
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Routes to Reflection around you…

• Trauma-Informed Practice

• Personal Development Planning (PDP)

• Continuing Professional Development (CPD)

• Person-Centred Practice

• Reflexivity

• Professionalism

• Qualifications & Training (formal routes to 
embedding reflection)

• Ethics / Codes of Conduct (CIH, social work, 
health, education standards)

• Supervision & Mentoring (spaces where 
reflection already happens)

• Critical Incidents / Lessons Learned reviews 
(familiar in gov/engineering contexts)



“The capacity to reflect on action 
so as to engage in a process of 
continuous learning.”
Donald Schön, 1983



McCall, V., McKee, K., Theakstone, D., Gallagher McCulloch, C., & Taylor, H. (2025). The reflective housing practitioner: the role of qualifications for building empathy and person-centered 
approaches in the housing sector. Housing and Society, 1–22. https://doi.org/10.1080/08882746.2024.2448407

https://doi.org/10.1080/08882746.2024.2448407


Serious Play for Serious 
Change 

Ways of helping 
reflect

Socialudo’s 
serious game 
methodology was 
independently 
evaluation by the 
Social Care 
Institute for 
Excellence (SCIE), 
funded by the 
Dunhill Medical 
Trust (now of 
course Vivensa).



Our flagship game ‘Hopetown’ has:

▪ Generated the development of a network 
delivering a new strategy for older people’s 
housing in Southwark. 

▪ Supported the Ageing Well strategy in South 
Ayrshire. 

▪ Been cited as an effective methodology by the 
Creating a Britain that’s works and cares report 
by the Centre for Social Justice

▪ Reached the top 25% of worldwide research 
outputs and is cited in the UK Parliament 
Briefing notes on an Ageing Population. 



Serious Play for Serious Change 

The ‘Pathways Paradox,’ is a serious 
game designed to simulate the real-
world challenges faced by individuals 
experiencing homelessness.

Developed in partnership with Social 
Bite, it creates an interactive, thought-
provoking environment for 
participants to step into the shoes of 
those navigating the complex systems 
related to housing and employment.

Ending 
Homelessness with 
Serious Games



To see more on Socialudo visit: www.socialudo.org
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SUPPORTED HOUSING 
(REGULATORY 

OVERSIGHT) ACT 2023 
AND ITS IMPACT ON 

SUPPORTED HOUSING
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PURPOSE AND CONTEXT OF 
THE ACT

Act's Regulatory Objectives

The Act improves oversight and standardizes supported housing to protect 
vulnerable residents and ensure quality.

Addressing System Gaps

It targets gaps especially in exempt accommodation, increasing scrutiny on 
previously minimally regulated providers.

Resident Safety and Support

The Act ensures safe, well-regulated environments for vulnerable groups including 
homeless and disabled individuals.

Consultative Development

Government consultations involved sector feedback to balance improved standards 
and reasonable provider regulations.

3/19/2026 SHADIA HERNANDEZ, HOME GROUP & CIH NORTH EAST 30



CORE FUNCTIONS AND REGULATORY 
POWERS INTRODUCED

National Supported Housing Standards

Sets minimum quality expectations for accommodation, care, staffing, safeguarding, 
and person-centred practice across all supported housing.

Supported Housing Licensing

Mandates local authorities to license providers ensuring quality, local needs 
alignment, and governance for financial viability.

Strategic Planning Duty

Requires councils to analyze supply, forecast demand, and develop collaborative 
Local Supported Housing Strategies by 2027.

National Expert Advisory Panel

Establishes a panel to monitor sector developments and advise the Secretary of 
State ensuring consistent and evidence-based regulation.

3/19/2026 SHADIA HERNANDEZ, HOME GROUP & CIH NORTH EAST 31



LICENSING REQUIREMENTS AND 
COMPLIANCE EXPECTATIONS

Structured Licensing Mechanism

Licensing enables local authorities to scrutinize supported housing providers ensuring 
adherence to national standards and safety.

Compliance and Operational Necessity

Providers must meet staffing, safeguarding, governance, and local need criteria to 
maintain licenses and access funding.

Challenges and Market Stability

Licensing protects residents and market stability but presents challenges like 
administrative burden and cost, especially for smaller providers.

3/19/2026 SHADIA HERNANDEZ, HOME GROUP & CIH NORTH EAST 32



NATIONAL SUPPORTED HOUSING 
STANDARDS AND SECTOR OBLIGATIONS

Unified Quality Standards

The standards establish consistent benchmarks for housing quality, safety, and 
resident empowerment across the supported housing sector.

Verification and Alignment

Landlords must verify support service quality and ensure alignment between 
property management and support providers.

Service Model Review

Providers need to review or redefine service models, update documentation, and 
develop new monitoring systems to comply with standards.

Administrative Challenges and Support

While standards improve quality, providers face increased administrative workload 
but largely support the goal of better resident experiences.

3/19/2026 SHADIA HERNANDEZ, HOME GROUP & CIH NORTH EAST 33



LOCAL SUPPORTED HOUSING STRATEGIES 
AND CROSS-SECTOR COLLABORATION

Statutory Duty and Strategy Deadlines

Local authorities must develop Local Supported Housing Strategies by March 
2027, assessing supply and unmet needs.

Cross-Sector Engagement

Strategies require meaningful collaboration between housing, health, social care, 
local services, and residents for success.

Role of Supported Housing

Supported housing prevents homelessness, reduces social care pressure, and 
facilitates timely hospital discharge.

Integrated Planning and Funding

New Burdens funding supports strategy creation and review, promoting system-
wide coordination and aligned care priorities.

3/19/2026 SHADIA HERNANDEZ, HOME GROUP & CIH NORTH EAST 34



IMPLEMENTATION TIMELINE AND 
TRANSITIONAL ARRANGEMENTS

Phased Implementation Timeline

The Act's enforcement is phased over several years with full implementation 
expected by 2027.

Consultation and Feedback

Strong sector engagement with nearly 600 submissions during early 2025 
consultation on licensing and standards.

Regulatory Refinement

Government refines licensing framework before enacting regulations, with further 
consultations planned in 2026.

Transitional Period Guidance

Providers must monitor evolving guidance and adapt operational plans during the 
transitional phase.

3/19/2026 SHADIA HERNANDEZ, HOME GROUP & CIH NORTH EAST 35





IMPACTS ON PROVIDERS: BENEFITS AND 
CHALLENGES

Opportunities from Regulation

Higher standards and clearer regulations promote trustworthy, 
person-centred services and stronger partnerships for coordinated 
care.

Administrative Challenges

Providers face increased administrative burden from licensing 
evidence, compliance, and ongoing monitoring requirements.

Support Needs for Smaller Providers

Smaller organizations may struggle to meet new standards without 
additional support and resources.

Funding and Licensing Complexity

Licensing requirements create complexities and funding uncertainties 
during the transition period for providers and landlords.
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RESIDENT EXPERIENCE AND 
SYSTEM-WIDE OUTCOMES

Improved Resident Safety

Clear standards and oversight ensure residents live in safer homes with better-
quality support and enhanced safeguarding.

Prevention and System Support

Supported housing helps prevent homelessness, reduces social care pressure, and 
facilitates quicker hospital discharge.

Capacity Expansion Needs

A 33% increase in supported housing units by 2040 demands significant capital 
investment and sector growth.

Collaborative Success

Effective collaboration among providers, commissioners, and government is key to 
delivering quality, person-centered services.

3/19/2026 SHADIA HERNANDEZ, HOME GROUP & CIH NORTH EAST 38



THE RIVERSIDE GROUP

Riverside is one of the Uk’s largest Registered Providers 
of Social Housing, managing over 75,000 homes, 
operating in England and Scotland and offering a wide 
range of services for people who need more than just a 
home. 

We are the largest provider of supported housing 
nationally which covers a broad range of 
accommodation, non-accommodation and street-based 
services, including services for veterans, homelessness 
services, Ofsted registered young people services, 
Mental Health and learning disability services, older 
people’s services, CQC registered care and extra care, 
and managed agents, across 136 LA areas. 

This covers circa 15,000 customers, 12,500 units of 
accommodation, 1,700 colleagues, and an annual 
turnover of £191m. 

3/19/2026 SAMPLE FOOTER TEXT 39



1. WHAT HAS CHANGED ALREADY?

2.WHAT ARE YOU DOING TO 
PREPARE?

3. WHAT CONCERNS DO YOU HAVE?

3/19/2026 SHADIA HERNANDEZ, HOME GROUP & CIH NORTH EAST 40



Learning From the Latest 
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Dr Eve Blezard Asset, Safety and Culture Policy Lead

Breakout One: THE ROUNDTABLE

Learning from the TSMs
Turning satisfaction data into 

actionable insight 



YEAR TWO: HEADLINE RESULTS



interpretation mattersWhy

• Perception data reflects experience, not just outcomes

• Context, method and place shape responses

• Numbers without explanation can mislead



VS INSIGHTData

data sorted arranged

presented story telling actionable

VS INSIGHTData



DISCUSSIONBut.....DATA IS NOT LEGO



PERFORMANCE TO IMPACTFrom

• Some things that matter most to residents 

aren’t routinely measured

• Culture shapes decisions, behaviour and 

outcomes

• Without better measures, the same patterns 

repeat



WHAT MATTERSMeasuring



1. What have you learned from your TSM results so far?

2. Which measure has prompted the most discussion internally?

3. How are organisations combining TSMs with other insight 

(complaints, engagement, operational data)?

4. What would help organisations use TSMs more effectively?

5. What should CIH do next in this space?

ABOUT EFFECTIVE INSIGHTThinking



https://housingacademy.cih.org/training-courses/a-holistic-approach-to-understanding-and-improving-resident-experiences/

@drblez.bsky.social
@cihpolicy.bsky.social
policyandpractice@cih.org
https://www.cih.org/policy/our-policy-team/

THANK YOU

https://housingacademy.cih.org/training-courses/a-holistic-approach-to-understanding-and-improving-resident-experiences/
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Learning From The Latest 
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Measures (TSMs)
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Our Results
Satisfactio

n
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Our Results
Net Promoter Score

54

76%

78%
80%

12% 12% 11%
11% 10% 8%0%

20%

40%

60%

80%

100%

2020/21 2022/23 2025/26

70%

10% 7% 4% 3% 2% 0% 1% 0% 0% 1%

10 - Very likely9 8 7 6 5 4 3 2 10 - Not very likely at all

Promoters Passives Detractors

80% 11% 8%

NPS

+72
4↑
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Our Results
A Deeper Dive
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Thank You
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