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Event today is free & exclusively 
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.
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relating to Hazards/Damp & Mould.



Session content

1. Background & context

2. Brief overview of new rule

3. Why engage with Tenants?

4. Who to engage with.

5. 5 ways to engage Tenants.



• Slides shared after session. 

• Do share your tenant 
engagement plans & ideas in 
chat.

• Obligatory evaluation form 
pop-up when leave session!

Housekeeping



• In-house session

• Hazards Rule – briefings for colleagues 

• Hazards/Damp & Mould – Customer Service 
workshops

• Facilitation of engagement sessions

Talk to us about any follow                  
up support. For example –



TPAS Cymru support in 
development





NEW - Resident Engagement in Safe & Healthy 
Homes 
This new award recognises a landlord organisation and/or Tenant group which 
has successfully engaged Tenants/Residents in initiatives to ensure safe and 
healthy homes. 
 

This could include activities such as involving tenants in co-designing safety 
information, working with tenants to raise awareness of safety issues, engaging 
tenants in safety improvements to homes. 
 

This could focus on one or more safety issues, such as, fire safety, damp and 
mould, and other hazards. 
 

So, if you have involved Tenants/Residents to ensure safe and healthy homes, 
either across all homes or within a specific estate/community tell us what you have 
been up to and what others could learn from it. 



NEW - Tenant Focused Contractor  
Who can apply? 
This award is open to DLO’s and contractors that are currently working with one 
or more of our member housing organisations at the time of nomination.  
 

This award recognises contractors and DLOs who consistently put tenants first 
in the way they plan and deliver their work. It focuses on how work is delivered 
and experienced by tenants, not just what is delivered.  
 

It celebrates organisations that go beyond completing works,  those who and 
deliver through a positive, respectful and supportive experience for tenants.  



Background & context

Brief overview of new 
Hazards Rule





“This means having systems in place to respond quickly, 
keep tenants informed, and treat their concerns with 
empathy and respect, not just as technical problems.”

“Social landlords must now publish response times and 
report on their performance as part of the WHQS 
compliance return, ensuring tenants can see how their 
landlord is meeting obligations.”



Welsh version of ‘Awaab's Law’

New hazards response  
‘Rule’ in WHQS







WHQS Addendum - New Element 1c 



WHQS Addendum - New Element 1c 



New Rule



New Rule







Hazards Response Rule

• Timescales for 
implementing all hazards

• Limited Guidance from 
WG

• Internal Systems change

• WG compliance reporting

• Concerns about potential 
‘over reporting’

• Positive news – consistent 
approach. 

• Focus on the aim of new rule

• Demonstrating what you do 
already.

• Clarity & evidence

• Create your own detailed 
internal guidance

• Opportunity to tackle 
potential underreporting and 
‘hear the silence’.

Challenges Positives



Going beyond just 
compliance

Is your organisation going 
beyond compliance, ensuring 
empathy and 
personalisation?.

Organisations that focus on 
engaging and understanding 
Tenants alongside the rules 
are more likely to improve 
tenant satisfaction and avoid 
issues from escalating.



•What outcomes 
are you aiming for ?

Why engage Tenants 
in in the new WHQS 
Hazards Rule? 



What outcomes are you 
aiming for ? – You decide.
• Tenants are informed – the Rule and landlord 

procedures

• Provide reassurance to Tenants on the safety of their 
home – your commitment to safety & compliance

• Empowered tenants – to report , to hold to account 

• Tenant focussed hazard response service 

• Inclusive and fair service – works for all Tenants 

• Value for money service – Effective & Efficient, 

• Build trust and understanding 

• Compliance – WHQS & Regulation



WHQS Compliance & 
Tenant Engagement 



WHQS & Regulatory  
Compliance & Tenant 
Engagement 



Who to engage 
with………..



Who to engage with………..

• All Tenants  - and occupiers

• Existing Tenant groups/panels etc 

• Those who support Tenants – e.g. voluntary organisations, 
community orgs,  family, support workers

• Diverse voices:

1. Protected characteristics

2. People from your Tenant profile & different property types

3. Lived experiences - e.g. families, sensory loss, carers,

4. Customer experience – those who have experienced 
hazard response service and support

5. ‘silent’ tenants 



Two areas to engage Tenants 
in……

1. 

Hazards Rule 
response: 
‘report and 
repair’

‘2. 

‘predict and 
prevent’ 
approach



5 Ways to engage Tenants:



Tenant 
Awareness & 

Understanding 



• WG WHQS Rule details = compliance 

• ‘Our commitment to keep you safe in your home’ = 
Reassurance & Trust.

• HHSRS hazard categories by ‘theme’/ practical 
examples 

• Who will take ownership of responding to hazards – all 
staff? ,specialist team?  Qualified staff, Visuals of key 
professional staff = Trust  

• Explain any new related procedures.  e.g. we may need 
to ask a few more questions; how personal info will be 
kept safe.

• How to report hazards – e.g. 3 simple ways

• How to report ‘near misses’! = preventative action



• Co-designing your awareness comms with 
Tenants

• Multiple comms approaches to reach all 
audiences:

o Video explainers

o FAQs

o Roadshows/estate walkabouts

o Plain language / ‘Easy Read’ format information

o Ongoing comms campaign 



• Different comms for Tenants living in homes with 
communal corridors/access etc  - e.g. don’t 
assume a neighbour has already reported a 
hazard in a communal area.

• Share awareness information with relevant 
stakeholder organisations – those who support 
Tenants who you may not be reaching or engaging 
with .  e.g. community support organisation, local 
charity or support group, local health centre, 



https://www.gov.uk/government/publications/awaabs-law-guidance-for-tenants-in-social-
housing/awaabs-law-guidance-for-tenants-in-social-housing



Engage Tenants in exploring 
Nudge/Behavioral Prompts in 
communications to help with hazard 
prevention

• "Range" Nudges: "keep hallways clear 100% of the 
time”

• Social Norming: Use messages that highlight safe 
behaviour, such as "9 out of 10 households in your area 
have checked their smoke alarms this year".

• Habit Anchoring: Pair safety actions with existing 
routines e.g. "Change smoke alarm batteries when you 
change your clocks for daylight savings"

• Make it Positive: Focus on what to do rather than what 
to avoid.



Engaging tenants 
in: 

Testing Hazards 
Information & 

Reporting 
methods



• What AI says about your organisation's 
hazard reporting!  - example

Scenarios for Tenants to test:







• What AI says about your organisation's hazard 
reporting!  - example

• Website – up to date? , any old outdated info?!

• App option?

• Is it easy to find how to report a hazard?

• Easy to use ?– reporting online, unloading photos 
etc 

• Non digital options clear and encouraged?

• Inclusive – e.g. language, literacy, sensory loss?

• Tone – feels helpful and jargon free, reflects your 
organisation values?

• Repair or ‘Concern’ or near-miss options?

Scenarios for Tenants to test:



Co-designing & 
Testing 

assessment 
information 
gathering & 

Triaging process.



• Made clear how personal information 
gathered will be used, and who shared 
with?

• Explained why questions are being 
asked?

• People’s understanding of the 
questions – jargon free, non-leading 
questions? 

• Tone – feels non-prying, supportive? Not 
believed? Feeling blamed?

Scenarios for Tenants to test:



https://www.gov.uk/government/publications/awaabs-law-guidance-for-
tenants-in-social-housing/awaabs-law-guidance-for-tenants-in-social-
housing



Co-designing 
Written Summary 

Plan template



Written Summary 
Plans: WG guidance



Reviewing & 
Accountability



Engage Tenants in reviewing 
your tenant facing procedures - 

Transactional insight - timely case specific  
feedback from Tenants who have been through 
hazard response service. 

Ongoing reviews:

Reviewing your comms – what worked?  What 
didn’t?  and why?

Reviewing assessment info gathering/triaging 
questions – what didn’t we ask?  What questions 
really helped?



Accountability to Tenants

• Sharing what the WHQS compliance data is saying, 
with context.

• Exploring what performance type information 
tenants want to see.

• Sharing what the landlord has learnt, changed and 
improved during implementation.

• Opportunity for tenants to ask senior staff/execs 
questions about response service and 
performance .



5 ways to engage 
Tenants in the new 
WHQS Hazards Rule

1. Tenant Awareness & Understanding

2. Testing Hazards Information & 
Reporting methods

3.  Co-designing & Testing assessment 
information gathering & Triaging 
process

4. Co-designing Written Summary Plan 
template

5. Reviewing & Accountability





• In-house session

• Hazards Rule – briefings for colleagues 

• Hazards/Damp & Mould – Customer Service 
workshops

• Facilitation of engagement sessions

Talk to us about any follow                  
up support. For example –



5 ways to engage 
Tenants in the new 

WHQS Hazards Rule
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