Four Million

What’s changing in social housing —
and what’s changed for you?

STAIRs and Competence & Conduct

What if landlord say they don’t hold it?
STAIRs doesn't require landlords to create new records. But if it's information you think they shoul
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What is changing from October 2026?

From 1 October 2026, there are two important changes to the consumer
standards for social housing:

More access to information — Social Tenants Access to Information
Requirements (STAIRs)

New requirements for Private Registered Providers to make information
available to tenants and, from April 2027, respond to individual information
requests.

Competence and Ci uc

A new standard about the sk\lls knowledge, experience and behaviours
expected of people delivering housing services, with qualification requirements
for some senior staff.

Both are intended to strengthen the service tenants receive and
landlords' accountability to tenants.

What could you uk for?
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The starting point is disclosure

What is the new Competence and Conduct Standard?

From 1 October 2026, landlords must ensure that people delivering
housing services have the right:

« Skills

* Knowledge

« Experience

» Behaviours

to deliver good-quality services to tenants.
It is about more than qualifications.

Four Milion Homes | wwwfourmilionorg | @fourmillonhomes
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Some of these boundaries will only become clearer as landlords apply STAIRs and the

What will landlords have to do?

« Have a written policy setting out how they will ensure staff are competent
= Provide appropriate learning and development

« Appraise staff and regularly review performance

« Have arrangements for managing poor performance

+ Adopt and embed an appropriate code of conduct

« Give tenants meaningful opportunities to influence and scrutinise the policy
and code of conduct

« Make the policy and code of conduct accessible to tenants and keep them
up to date

Four Mikon Homes | wwwfourmillonorg | @lourmikonhomes
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Not everyone needs to be qualified by October 2026
3 years for landlords with 1,000 homes or more
4 h fewer than 1,000 homes

Individual problem or
poor service?

Landlord's complaints
process — Housing
Ombudsman

Evidence of a wider
failure to meet the
Standard?

This may be a matter for
the Regulator of Social
Housing



https://www.housing-ombudsman.org.uk/centre-for-learning/support-guides/stairs/
https://www.housing-ombudsman.org.uk/centre-for-learning/support-guides/stairs/
https://www.housing-ombudsman.org.uk/centre-for-learning/support-guides/stairs/
https://www.gov.uk/government/consultations/social-tenant-access-to-information-requirements-consultation/outcome/social-tenant-access-to-information-requirements-policy-statement
https://www.gov.uk/government/consultations/social-tenant-access-to-information-requirements-consultation/outcome/social-tenant-access-to-information-requirements-policy-statement
https://www.gov.uk/government/consultations/social-tenant-access-to-information-requirements-consultation/outcome/social-tenant-access-to-information-requirements-policy-statement
https://www.gov.uk/government/consultations/consultation-on-changes-to-the-tia-standard/outcome/annex-2-competence-and-conduct-standard
https://www.gov.uk/government/consultations/consultation-on-changes-to-the-tia-standard/outcome/annex-2-competence-and-conduct-standard
https://www.gov.uk/government/consultations/consultation-on-changes-to-the-tia-standard/outcome/annex-2-competence-and-conduct-standard
https://www.gov.uk/government/consultations/consultation-on-changes-to-the-tia-standard/outcome/annex-3-consumer-standards-code-of-practice
https://www.gov.uk/government/consultations/consultation-on-changes-to-the-tia-standard/outcome/annex-3-consumer-standards-code-of-practice
https://www.gov.uk/government/consultations/consultation-on-changes-to-the-tia-standard/outcome/annex-3-consumer-standards-code-of-practice
https://www.gov.uk/government/consultations/competence-and-conduct-standard-for-social-housing-consultation
https://www.gov.uk/government/consultations/competence-and-conduct-standard-for-social-housing-consultation
https://www.gov.uk/government/consultations/competence-and-conduct-standard-for-social-housing-consultation
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