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DISCLAIMER: Our report is addressed to the Bury Council. We stress that our report is 
confidential and prepared for the addressees only. It should not be used, reproduced, or 
circulated for any other purpose, whether in whole or in part without our prior written consent, 
which consent will only be given after full consideration of the circumstances at the time. 

If the report is released to a third party without prior consent from Altair, we do not 
acknowledge any duty of care to the third party and do not accept liability for any reliance 
placed on the report. 
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1. Executive Summary 
1.1. Introduction  

1.1.1. Altair Consultancy and Advisory Services (“Altair”) was appointed by Bury Council 
(“Bury”) to conduct a mock inspection aligning with the approach of the Regulator of 
Social Housing (“RSH”).  

1.1.2. The RSH is responsible for regulating social landlords and set the standards that define 
the outcomes that Registered Providers (“RPs”) must deliver.  RPs are expected to 
deliver the outcomes that apply to them.   

1.1.3. There are three economic standards, two of which are applied only to private registered 
providers (PRPs).  The Rent Standard1 and four consumer standards2 apply to local 
authorities. Currently, the inspection regime focusses on the consumer standards only.   

1.1.4. The RSH regulates the standards through programmed inspections which are held every 
four years, this is supported by reactive engagement when areas of concern are 
identified by the RSH or the RP self refers due to the identification of areas failing against 
the RSH standards. The mock inspection activity sought to replicate a programmed 
inspection.  

1.2. Scope 

1.2.1. The mock inspection aligns with the approach adopted by the RSH through 
programmed inspections (as described in section 1.1). In addition to the mock inspection, 
Altair are currently in the process of conducting reality checks in respect of responsive 
repair and resident engagement.  

1.2.2. This report outlines our key findings and highlights gaps in current provision and 
provides recommendations for improvement for Bury.  

1.3. Our approach 

1.3.1. The mock inspection has been conducted to match the approach of the RSH using the 
following methods: 

 Document review (combined context and scoping document)  

 Discussion sessions:   
o Safety and Quality  

 
 

 

1 Rent Standard and Guidance - GOV.UK 
2 Regulator of Social Housing 2024 - Consumer Standards Proposed Consumer standards 
(publishing.service.gov.uk) note: final versions ‘proposed’ embedded into the link.  
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o Transparency, Influence and Accountability  
o Neighbourhood, Community and Tenancy  
o Oversight and accountability 

 Observation of the Housing Overview and Scrutiny Subgroup, Housing Advisory Board 
and the Tenant Voice Forum 

1.3.2. Outside of the usual approach of the RSH, Altair has conducted the following additional 
activity:  

 Provided a briefing to Council in respect of the proactive regime  

 Reported on findings (note: the RSH will issue a Regulatory Judgement)   

1.3.3. Altair has agreed two areas of Reality Checks with Bury, focused on engagement and 
responsive repairs. The Reality Checks are being carried out in the month of December.  
The outcomes of the Reality Checks will be reported separately.  

1.4. Our findings  

1.4.1. Since the in housing of Six Town Housing, Bury has sought to develop a Governance 
Structure around the landlord service. The Governance Structure aligns with other good 
practice structures seen in local authority landlord service delivery. We have identified 
that Bury could provide clarity on responsibility and oversight through the provision of 
an Assurance Framework as well as improve reporting with the provision of cover 
reports.  

1.4.2. For quality of homes, Bury have progressed stock condition surveys (including HHSRS) 
for 80% of properties, with 4% with an external survey only. Bury plan to deliver 100% of 
surveys by the end of this financial year. Bury’s Asset Management Strategy is built on 
historical information and the new stock condition insight has yet to be used.  

1.4.3. For safety in homes, Bury reports to meet the expectations against key areas of 
compliance, however, there is only external validation of gas safety checks and not for 
the remaining five key areas of compliance (lifts, electrical safety, asbestos, legionella 
and fire risk assessments).  

1.4.4. Bury’s TSM outcomes for repairs and maintenance compare well to other providers and 
this will be further assessed through the ongoing reality check. Bury have acknowledged 
that performance for adaptations is not to expected standard and are progressing 
improvements in this area.  

1.4.5. In delivering against the Transparency, Influence and Accountability Standard, we 
observed a culture of respect and willingness to deliver positive outcomes for tenants. 
Bury are in the process of obtaining diversity data through a provision of tenancy visits, 
focussing on seldom heard tenants first. Information about diverse needs is not currently 
shared with external contractors, hindering the ability to provide appropriate service 
adjustments at point of contact.  

1.4.6. Bury has a tenant engagement strategy in place.  However the strategy does not make 
it clear how resident voice is heard at a strategic level or make the opportunities to 
influence service delivery clear. Bury have acknowledged that improvements can be 
made in this area, and it is therefore our second area of reality check activity.  
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1.4.7. Complaints handling appears to be positive, showing strong compliance with the 
response expectations as set by the Housing Ombudsman Complaint Handling Code. 
Complaints insights are utilised alongside other sources of information to identify areas 
for improvement.  

1.4.8. Bury are working within the broader Council approach of Public Service Reform to 
deliver some of the outcomes of the local co-operation requirements of the 
Neighbourhood and Community Standard. This has included partnership working in 
relation to health and shared spaces supported by the alignment of neighbourhood 
patches. The oversight of local co-operation activity is not fully clear.  

1.4.9. Tenant satisfaction in respect of the handling of ASB and hate incidents is low, this has 
been acknowledged by Bury and an improvement plan is being progressed.  

1.4.10. There is close working between the landlord service and homelessness services for the 
delivery of some of the requirements under the Tenancy Standard. There is currently no 
assessment or oversight of whether landlord lettings are fair and transparent, including 
the assessment of whether lettings approaches align with the Tenancy Policy.  

1.4.11. Tenancy sustainment activity is delivered operationally and in partnership with 
homelessness services, where required. However, there is a lack of oversight of tenancy 
sustainment outcomes.  

1.5. Our recommendations  

1.5.1. We have set out our recommendations for each of the areas of review for the mock 
inspection in table 1.  

Table 1: Our summary recommendations 

Area  Recommendations  

Oversight and 
governance  

Recommendation 1:  To put in place a clear assurance framework that 
outlines the responsibilities and accountabilities of each group, which is 
supported by suitable forward plans for each group. (note: additional 
detail to this recommendation is provided in the main chapter of the 
report)  

Recommendation 2: Bury should utilise cover reports to show the 
flighting of decisions made, whether papers are for discussion or 
decision, how tenant voice has informed a particular approach, EDI 
implications and a commentary on the report.  

Recommendation 3: Develop a policy register of key policies for review 
and publication. Upon production of the policy register, Bury should seek 
to implement and review policies by risk.  

 

Safety and 
Quality  

Recommendation 4: To consider developing a comprehensive action 
plan in conjunction with managers and supervisors within the property 
maintenance service to address all the areas of concern and based on 
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the findings of the reality check being completed.  (note: additional detail 
to this recommendation is provided in the main chapter of the report)  

Recommendation 5: We also recommend that, in light of new stock 
condition information, that Bury should seek to review the Asset 
Management Strategy and associated plans alongside key stakeholders, 
residents and Council leadership.  

Transparency, 
Influence and 
Accountability  

Recommendation 6: To further develop data gathering on tenants 
diverse needs and ensure that the information is available and shared 
with those that need it to be able to provide services effectively, in line 
with data protection principles.   

Recommendation 7: To provide a more robust process for reporting on 
engagement activities and the outcomes of these in relation to influence 
and accountability. 

Recommendation 8: To develop the tenant engagement strategy to 
give meaningful opportunities for tenants to have influence over landlord 
services and effectively hold their landlord to account.  To ensure that 
the engagement strategy recognises the difference types of 
engagement with community based operational engagement and 
strategic engagement.   

Recommendation 9: Review performance information provided to 
residents on Bury’s website, in partnership with tenants to be reflective 
of information that residents want to see and that it is presented in a 
clear, accessible way. Bury should publish the TSM Management 
information in line with the expectations set by the Transparency, 
Influence and Accountability Standard.  

Recommendation 10: Review information provided for Springs TMO to 
ensure that a reasonable, proportionate amount of information is 
provided for residents. 

 

Neighbourhood 
and 
Community  

Recommendation 11:  As planned, develop and monitor an anti-social 
behaviour and hate incident action plan to improve the service and 
satisfaction with case handling. Delivery against the plan should be 
reported to HAB. 

Recommendation 12: To develop reporting on anti-social behaviour 
cases and domestic abuse reporting to ensure there is oversight of 
activities and compliance with the consumer standards, that excellent 
services are delivered to tenants at what can be a challenging time for 
them, and to support officers in dealing with what can be difficult, 
challenging cases.  This should be considered in line with 
Recommendation 1 of this report. 
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Tenancy  Recommendation 13: To develop appropriate and proportionate 
reporting on activities under the Tenancy Standard for example landlord 
lettings, and agree the appropriate group, committee or level to report to 
have assurance of oversight in line with recommendation 1. 

Recommendation 14: To develop reporting on tenancy sustainment 
activities to measure outcomes to ensure effectiveness and agree level to 
report to and include decision making on evictions, in line with 
recommendation 1 

 

1.6. Our conclusions  

1.7. The housing service is going through a period of transition since it was transferred 
back into Bury Council in January 2024.  

1.8. There are a range of mechanisms to provide Cabinet with the assurance that the 
expected outcomes are being delivered in line with the expectations of the RSH, 
however there are areas that this can be improved in line with our recommendations.  

1.9. There was a lack of evidence of independent validation for some of the information that 
Cabinet and the relevant committee are relying on for assurance.  There have not yet 
been any issues escalated or significantly challenged by the committees or groups with 
oversight.      

1.10. In the main, teams within Bury have acknowledged the gaps that have been identified 
by Altair during the mock inspection, however improvement plans for key areas (Safety 
and Quality and ASB) will provide evidence for the RSH that gaps are acknowledged, 
and improvements are underway.   
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2. Introduction 
2.1. Context 

2.1.1. Bury Council is the provider of approximately 7,815 homes, of which 103 are owned by 
Six Town Housing and 284 are managed by Springs Tenant Management Organisation 
(“TMO”). In January 2024, Bury in-housed Six Town Housing, the Arms-Length 
Management Organisation set up to deliver landlord services on behalf of Bury Council.  

2.1.2. The powers of the RSH changed on 1st April 2024, meaning that the RSH will take a 
proactive approach to regulating local authority landlords with more than 1,000 units. In 
response to the changed regulatory environment, Bury commissioned Altair to conduct 
a mock inspection exercise during the period of September – December 2024. 

2.2. Scope  

2.2.1. The mock inspection aligns with the approach adopted by the RSH through 
programmed inspections (as described in chapter 3). In addition to the mock inspection, 
Altair are currently in the process of conducting reality checks in respect of responsive 
repair and resident engagement.  

2.2.2. This report outlines our key findings and highlights gaps in current provision and 
provides recommendations for improvement for Bury.  

2.3. Approach  

2.3.1. Altair approached the mock inspection to broadly align with the approach utilised by 
the RSH for programmed inspections. Our approach is set out in table 2.   

Table 2: Our approach for the mock inspection 

Stage  Objectives   
Document Review 
(combined context 
document and scoping 
document)  
  

As a foundation for the document review, Altair used the insights 
from the RSH’s programmed inspections so far. The aim of this 
stage was to:  

 Identify strengths and risk areas.  
 Inform the interview questions.  

Proactive regulation 
briefing  
(note: not usually part of a 
programmed inspection)  

Altair delivered a briefing to Councillors in a session online. The 
briefing was supported by resources detailing each of the four 
consumer standards.  

Discussion sessions  
  

Altair carried out discussion sessions across four groups 
focussing on Oversight and Accountability, Safety and Quality, 
Transparency, Influence and Accountability, Neighbourhood, 
Community and Tenancy. The grouping of sessions aligns with 
the adopted approach by the RSH.  

Observations  
(note: observations are 
usually limited to the HAB 

Altair observed the Housing Advisory Board (“HAB”), the Tenant 
Voice Forum (“TVF”), the Regulation and Performance Group  
(“RPG”)and the Housing Overview and Scrutiny Subgroup 
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and TVF in a programmed 
inspection)  

(“Housing OS Subgroup”). This enabled us to see oversight and 
accountability in practice.  

Reporting 
(note: not usually part of a 
programmed inspection)  
 

Reporting includes:  
 Our findings, including our rationale.   
 Our recommendations.  

2.3.2. Bury has supported this review by providing document-based evidence as requested by 
Altair and by making key individuals available for interviews. The full list of documents 
reviewed can be found in Appendix 1.    

2.3.3. Thank you to the Bury team supporting the development of this report through the 
provision of key information and taking time to speak with Altair through discussion 
sessions.  
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3. Regulatory Requirements  
3.1. The RSH is responsible for regulating Registered Providers (“RPs”) of social housing 

including local authorities. The RSH has two sets of regulatory standards with which 
providers must comply. We have set out the standards in table 3.  

Table 3:  The Regulatory Standards  

Economic Standards  Consumer Standards  

Governance and Financial Viability Standard 
(private registered providers only)  

Safety and Quality Standard  

Value for Money Standard (private 
registered providers only)  

Transparency, Influence and Accountability 
Standard  

Rent Standard Neighbourhood and Community Standard  

 Tenancy Standard 

3.2. Since April 2024, local authorities are experiencing a new environment of proactive 
regulation. Proactive regulation for Bury means that the RSH will proactively assess 
landlord services for compliance against the consumer standards. Currently the RSH is 
not proactively assessing compliance with the Rent Standard for local authorities.  

3.3. At a programmed inspection, the RSH makes assessments along two key lines of enquiry:  

 Service outcomes – the outcomes of key services such as responsive repairs, asset 
management and complaints handling.  

 Accountability – how organisations are holding themselves to account to their 
residents.  

3.4. The RSH regulates with a co-regulatory approach. This means that it is for the RP to 
determine their approach to meeting the standards and assure themselves of 
compliance. 

3.5. There is a particular area of challenge for the RSH in respect of assessing accountability 
for local authorities, specifically the complexities of accountability within a democratic 
context. In addition, the RSH cannot consider whether the governance of the local 
authority is fit for purpose.  

3.6. The RSH considers accountability for landlord services to sit with Cabinet (or similar) and 
specifically the Lead Member for Housing. The RSH focusses on how local authorities 
hold themselves to account to their residents and for the quality of the services they 
deliver.  

3.7. Accountability to residents is outlined in the Transparency, Influence and Accountability 
Standard. Our report considers accountability and governance from this perspective.  
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4. Accountability and oversight 
4.1. Overview 

4.1.1. As outlined in chapter 3, although the RSH does not consider the governance of a local 
authority landlord service, however consideration will be made to how the landlord 
service is overseen by Cabinet.  

4.1.2. The RSH acknowledge that it would be unfeasible for all oversight to sit wholly with 
Cabinet and therefore focus on the role of the Lead Member for Housing.  Local authority 
landlords have flexibility to adopt any suitable governance model for the landlord service.  

4.1.3. Most recently, the RSH has strengthened the focus of external assurance against key 
areas of risk for local authorities, such as safety and quality matters and performance in 
key areas such as those captured in the TSM management information.    

4.2. Findings  

4.2.1. Bury Council operates a Leader and Cabinet governance system.  Bury’s housing 
services are led by a Portfolio Holder for Housing Services.   The portfolio includes 
estates, property and asset management, liaison with Six Town Housing Board, the TMO, 
homelessness, rough sleeping and asylum, housing strategy, building control and urban 
renewal. 

4.2.2. Bury has a Chief Executive and an Executive Team including an Executive Director – 
Strategy and Transformation, under which the Bury housing service sits. At the time of 
reporting Bury were in the process of appointing a Director of Housing whom will be 
responsible for the landlord services and homelessness.  

4.2.3. Ultimate decision-making sits with Cabinet with a scheme of delegated decision making 
for the Leadership Team. 

4.2.4. The details of the frequency of Six Town Housing Board meetings have not yet been 
determined.  The Board remains as they own approximately 103 properties currently 
managed by Bury, the Board retains accountability for the safety and quality of these 
homes and services provided.  

4.2.5. Other committees and groups are for scrutiny and challenge with no significant 
decision-making authority. 

4.2.6. An outline of the key areas of accountability and oversight is provided in table 4.  

Table 4: Summary of mechanisms  

Group  Overview 

The Council  Comprises of 51 elected councillors.  Council decides the 
overall framework for policies and sets the revenue 
budget and capital programme for each year 

Cabinet  Cabinet make ‘key decisions’ in line with the Council’s 
overall policy framework and budget. 
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Cabinet has 16 members 

Cabinet is held to account by the overview and scrutiny 
committees and appointed by full Council 

The Cabinet delegates key responsibilities to officers 
through its constitution.  They meet ten times a year.    

Overview and Scrutiny 
Committee (OSC) 

As established by the Local Government Act 2000 the 
Overview and Scrutiny Committee provide challenge to 
Cabinet decisions. The committee consists of eleven non-
executive Councillors. OSC meets seven times a year. 

Housing Overview and 
Scrutiny Subgroup (Housing 
OS Subgroup) 

Membership consists of councillors (6) and officers (5).  
The Housing OS Subgroup meets six weekly 

Portfolio Meetings This is where internal matters are discussed with the 
Portfolio Holder for Housing. Items are escalated to HAB 
for information or Cabinet for decision.  Portfolio meetings 
are held fortnightly 

Housing Advisory Board (HAB)  The Housing Advisory Board is an advisory and not a 
decision-making body.  It is attended by tenant 
representatives (2 + 1 vacancy), councillors (6), 
independents (1) and staff (8) 

HAB is held quarterly 

Regulation and Performance 
Group Meetings (RPG) 

Operational scrutiny of performance, KPIs, regulation and 
compliance is delivered through the Regulation and 
Performance Group Meetings.   

The group provides information to the HAB and the Six 
Town Housing Board.  The group meets quarterly 

Six Town Housing Board Body responsible for the 103 properties still owned by Six 
Town Housing but managed by Bury Housing Services.  

The frequency of meetings has not yet been confirmed.   

Leadership Team Weekly meeting responsible for local decision making 
through scheme of delegation.  Attended by Directors and 
Heads of departments  

Tenant Voice Forum (TVF)  Scrutinises performance information and does deep dives 
as tasked by HAB.  The TVF meets monthly 

Springs Tenant Management 
Organisation (TMO)  

Board meets twelve times a year and is made up of three 
councillors and staff 
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4.2.7. The adopted model for the oversight of the landlord service aligns with other good 
practice models used by local authorities and observed by Altair. As the model is newly 
adopted, further work needs to be completed to ensure that the model functions 
effectively.  

4.2.8. The Lead Member is effectively engaged across the majority of mechanisms used by 
Bury, giving strong sight of the delivery of the landlord service.  

4.2.9. A comprehensive suite of performance reports is produced.  Performance reports cover 
the main TSM measures, both perception and management data, showing the trend for 
the year to date, previous years overall result and target detailed data is also provided 
for other areas of the landlord service3.  For some key measures there is an exception 
report with further narrative provided on whether performance is in target and the 
reasons for being out of target and actions taken.  

4.2.10. There is a separate shortened performance report for Six Town Housing stock and for 
Springs TMO.   

4.2.11. There are some gaps in the oversight of other activities within the remit of the consumer 
standards, for example performance on handling of anti-social behaviour cases and 
tenancy matters, we expand on these further in the relevant standard chapter.  

4.2.12.From the documentation provided, the flighting of performance reports through the 
governance structure is not clear. Generally reporting comes without a cover sheet or 
summary to indicate the flighting of reporting, whether resident voice has been 
considered, the links to risks and relevant legislation.  

4.2.13. From the information provided, it shows that the same performance report goes to the 
Housing OS Subgroup, the HAB and the RPG. No evidence was provided of the 
outcomes of the reporting and scrutiny.  

4.2.14. Outside of internal teams, there is little external validation of reporting and activities 
across the majority of performance data. This is highlighted at the RPG in November 

 
 

 

3  Additional performance reporting  
• tenancies ending within six or twelve months  
• evictions  
• additional repair information on number of repairs, right first time, repair proportions, EPC data 
and delivery of capital programme  
• fire remedials 
• performance related to damp and mould reports  
• number of disrepair claims 
• electrical testing 
• monitoring of households where gas is capped and intervention needed 
• information relating to arrears and income 
• void loss and relet times 
• contact centre performance  
• number of SARs and FOI requests 



Bury Council Mock Inspection Project Page | 14 

where it was acknowledged that performance had dipped for some of the compliance 
measures when a deep dive was carried out into the data.   

4.2.15. This extends to the data submitted for the TSM management information. 
Management information was provided in many cases, by the service leads with no 
evidence of independent checks of its accuracy, reliability or that the assessment has 
been completed in line with the specific requirements within the Transparency, 
Influence and Accountability Standard.  

4.2.16. In addition, aside from internal teams there is no evidence of validation of Springs TMO 
performance information provided to provide that assurance that the data is accurate 
and reported consistently and correctly.  

4.2.17. The lack of external validation across some key areas of performance risks that the 
picture of performance reported to leadership and the Cabinet is not an accurate picture 
of true performance, leaving potential areas of true performance unchallenged, that 
regulatory returns are inaccurate and key risks are not identified and addressed.  

4.2.18. In addition to the oversight of the landlord service, throughout our review we have 
identified a number of policies that have been either missing, out of date or reviewed and 
unpublished. Throughout this report and where relevant, we have highlighted gaps 
identified.  

4.3. Recommendations – accountability and oversight  

4.3.1. The following areas are recommended to develop accountability and oversight with Bury 
Housing Service. 

4.3.2. Recommendation 1: To put in place a clear assurance framework that outlines the 
responsibilities and accountabilities of each group, which is supported by suitable 
forward plans for each group. Consideration should be made to the following points 
within the assurance framework:  

 Robustness and external validation of key data sets (such as the TSMs and Safety 
and Quality Reporting)  

 The oversight of the activities and performance of Springs TMO.  

4.3.3. Recommendation 2: Bury should utilise cover reports to show the flighting of 
decisions made, whether papers are for discussion or decision, how tenant voice has 
informed a particular approach, EDI implications and a commentary on the report.  

4.3.4. Recommendation 3: Develop a policy register of key policies for review and 
publication. Upon production of the policy register, Bury should seek to implement 
and review policies by risk.  
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5. Safety and Quality 
5.1. Overview 

5.1.1. The Safety and Quality Standard encompasses the requirements around the safety and 
quality of homes. Arguably, the most significant of all consumer standards, and a key 
area in the historical regulatory environment for non-compliance against the consumer 
standards. The safety and quality standard covers:  

 Stock quality 
 Decency  
 Health and safety 
 Repairs, maintenance, and planned improvements 
 Adaptations (not currently an area of focus of the RSH)  

5.1.2. At Bury, the delivery of responsive repairs services is provided mainly by an inhouse 
repairs team.  Gas services are provided by an external contractor.  Some planned 
works are delivered by the inhouse repairs team, and some is procured externally.   

5.2. Findings – Safety and Quality  

Stock condition and decency 

5.2.1. There is a programme of stock condition surveys (including HHSRS) being completed by 
an external organisation with a view to completing surveys by March/April 2025.   In 
discussions, there was inconsistency by officers in discussions on whether the numbers 
reported as completed were all physical internal and external surveys or external only 
due to access issues.  

5.2.2. Bury’s stock condition data is collated in LifeSpan (software system that holds property 
data, mainly from stock condition surveys) which enables the user to interrogate the data 
to predict future programmes. Efforts are being made to triangulate data to have a better 
understanding of stock, for example with complaints and outstanding repairs.   

5.2.3. Non decency levels reported for 2023/24 were at 0.63%, however this should be 
considered in line with the coverage of the stock condition survey, which currently has 
reached 80% full property inspections, 4% external survey and 16% of homes without a 
survey. Bury should consider that for the remaining 20% of homes where access has 
been more challenging that there may be a higher likelihood of non-decency levels.  

5.2.4. There was a significant delay in the commencement of investment work in 2024/25 due 
to the procurement process and then requirement for Cabinet approval with just 9.34% 
delivered by August 2024.  The programme has a commitment of £23 million for 
20243/25 to try and reduce backlog of work required.  It was acknowledged that in 
future, Bury will produce longer term programmes of three to five years and award the 
contracts or delivery.   
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5.2.5. The asset management strategy provided to Altair was for 2022-25.  This was prior to 
the accelerated activity on stock condition data, and it was confirmed in the discussion 
session that an update is required. The report advises that the assessment of investment 
needed was based on 20% survey of stock with cost extrapolation used to develop the 
30-year cost model.  The 30-year business plan was completed 18 months ago, and prior 
to the management of the stock being transferred back into the council.  

5.2.6. Springs TMO stock information is included in performance reporting and the TMO is 
responsible for delivering stock condition surveys across the TMO portfolio.  

Health & Safety  

5.2.7. Performance reporting demonstrates strong compliance with the key safety measures.  
The key measures were at 100% with the exception of water testing, due to asbestos 
works procurement causing a delay.  

5.2.8. A weekly compliance scorecard is provided to the management team, leadership team 
and Executive to monitor compliance, which is also supported by performance reporting 
to HAB, Housing OS Subgroup and the RPG. The Lead Member is sighted on safety 
issues through the Housing OS Subgroup and as the Chair of HAB.  

5.2.9. There is a third-party inspection regime for gas by Icon who complete some checks on 
the quality of the gas safety certification. The gas and electrical compliance are 
monitored through TCW system which is used for monitoring compliance.   

5.2.10. From the evidence provided to Altair and the discussions held, there are no other 
external assurance is completed against the remaining areas of ‘big 6 compliance’ 
(electrical, lifts, asbestos, legionella, fire risk assessments).  

5.2.11. Bury currently monitor Fire Risk Assessments (“FRA’s”) and their associated actions 
through spreadsheet. FRAs are due to be added to the TCW system in the future.  The 
latest reporting provided (13 September 2024) recorded 461 outstanding fire safety 
actions and this had been consistent for three months (1 high, 388 medium and 72 low).  
The report advises that a contractor has now been appointed to deliver the rest of the 
programme for electrical works.   

5.2.12.  Bury has an asbestos register of communal areas, which is checked annually.  There 
were some gaps identified on asbestos reporting in the discussion sessions by the 
participants including some communal areas not being on the asset list and so not on 
the list for asbestos surveys.  Bury has acknowledged that there is a need to fully 
understand the asbestos register to identify gaps. 

5.2.13. Bury are yet to understand the risk of Radon gas within properties, this was highlighted 
to Bury by Altair during the project and as a result of this Bury have included the risk of 
Radon gas on their risk register and are taking steps to mitigate the risk of Radon in stock, 
if any.   

5.2.14. Lift Operations and Lifting Equipment Regulations testing (LOLER) and Legionella 
testing are delivered by facilities management within Bury’s facilities management team 
Housing has oversight and the performance is reported in Bury’s scorecard.   
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5.2.15. Bury have developed a new damp and mould policy, which is pending approval. In lieu 
of a policy, there is information on the website for tenants on damp and mould.  

5.2.16. The version of the Electrical Safety Policy provided on the Bury website is overdue for 
review.  

Repairs and Maintenance 

5.2.17.  The repairs and maintenance service are currently undergoing improvements.  Repairs 
categories have been introduced to prioritise work and it provides tenants with 
information on the service standard to be achieved 

5.2.18. The TSM results relating to repairs shows positively compared to other landlords 
according to reporting by the RSH4.  The percentage of non-emergency repairs 
completed within timescale for Bury for 2023/24 was 87.35%.  This compares to a median 
TSM result for all landlords of 81.3% and 89.2% for the upper quartile. For emergency 
repairs, Bury reported that 98.43% were completed within timescale in 2023/24 
compared to a median result for registered providers of 95.3% and upper quartile of 
98.7% 

5.2.19. For the perception surveys, Bury’s results were: 

 TP02 – satisfaction with overall repairs service – 77.7% compared to a median of 72.3% 
and an upper quartile of 78.7% 

 TP03 – satisfaction with the time taken to complete the latest repair – 73.5% compared 
to a median of 67.4% and upper quartile of 75.3% 

 TP04 – satisfaction that the home is well maintained – 70.9% compared to a median of 
70.8% 

5.2.20. The repairs orders live but out of time are reported weekly on the Weekly Scorecard.  
As at 13 September 2024, there were 308 routine repairs live with a low of 72 on 7 June 
2024 which can be compared to 304 as at 29 March 2024.   

5.2.21. Bury experiences a high proportion of emergency repairs, which has been as high as 
50% but has generally been reported as being between 20-30%.  A high level of 
emergency repairs impacts on the ability to deliver routine repairs within time scales as 
operatives are deployed to emergency repairs.   

5.2.22. Information on diverse needs of tenants is not available to contractors when jobs are 
raised to them.  The Safety and Quality Standard requires that the delivery of repairs, 
maintenance and planned improvements to homes is informed by the needs of tenants.  
To meet this requirement, the diverse needs need to be known by contractors attending 
an address to ensure that they adjust their service approach, if required 

 
 

 

4 [Tenant Satisfaction Measures 2023/24 Headline Report] 
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5.2.23. A reality check project is being completed on the repairs and maintenance service to 
provide better insight.  The outcomes of this project will be reported separately. 

Adaptations 

5.2.24. The discussion sessions highlighted that there was a backlog in adaptations for 
residents with disabilities. 

5.2.25. There had not been a strategic approach to the provision of adaptations and there is 
no policy to support the approach, however, Bury have informed us that there is a 
process to reduce the backlog of adaptations in place. 

5.2.26. There is a lack of clarity around how information is recorded in systems and reported 
on.   Information is being gathered through stock condition surveys, but this is not mature 
enough yet to allow accurate reporting to identify properties and ensure a full 
programme of maintenance and servicing of adaptations.   

5.3. Recommendations – Safety and Quality 

5.3.1. We make the following recommendations to improve compliance with the Safety and 
Quality Standard. 

5.3.2. Recommendation 4: To consider developing a comprehensive action plan in 
conjunction with managers and supervisors within the property maintenance service 
to address all the areas of concern and based on the findings of the reality check 
being completed.  This should include:  

 How information on of the diverse needs of customers should be made available to 
contractors.  

 A move towards the removal of the dependency on spreadsheets for key safety 
data, particularly FRAs.  

 Actions to reduce the volume of emergency repairs, specifically at the diagnosis 
stage.  

 To address the delays that have been experienced in delivering capital works, 
ensure that procurement processes are in place and that relevant staff are briefed 
and trained.  

 Drawing in the current activity in respect of adaptations alongside developing 
known stock condition information about adaptations to apply to the allocations 
process.  

5.3.3. Recommendation 5: We also recommend that in light of new stock condition 
information that Bury should seek to review the Asset Management Strategy and 
associated plans alongside key stakeholders, residents and Council leadership.  
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6. Transparency, Influence and Accountability 
6.1. Overview 

6.1.1. The Transparency, Influence and Accountability Standard encompasses a range of 
requirements around the relationship between providers and their tenants and covers:  

 Fairness and respect  

 Diverse needs  

 Engagement with tenants  

 Information about landlord services  

 Performance information  

 Complaints 

6.2. Findings – Transparency, Influence and Accountability 

Fairness and Respect 

6.2.1. The TSM result for TP08 - satisfaction that your landlord treats you with fairness and 
respect was 74%.  For the benchmarking information for quarter 1 2024/25 provided from 
Greater Manchester Housing Providers, this is in the 3rd quartile lower threshold and 7th 
out of 12 overall. 

6.2.2. During the discussion sessions and observations there appeared to be a culture of fair 
treatment of tenants, listening to tenant voice and ensuring services are accessible to 
residents’ diverse needs.  

Diverse Needs 

6.2.3. There are attempts to ensure up to date information is held on the diverse needs of 
tenants.  It was advised that there is currently no information available on what data is 
held or where the gaps are.  Campaigns are undertaken to try and obtain the information 
and annual tenancy visits have been started which will contribute to the collection of the 
data.  It was not confirmed how the visits or outcomes are monitored.  

6.2.4. As set out in chapter 5, the information on diverse needs is not necessarily available to 
service providers, for example repairs contractors to enable them to make service 
adjustments to meet diverse needs. 

6.2.5. The information on diverse needs it not necessarily available to service providers, for 
example repairs contractors to enable them to flex their service make service 
adjustments to meet diverse needs. 

6.2.6. Currently, there is a lack of assessment of whether services are accessible to residents 
with diverse needs and if there are any indications of particular groups being unable to 
access services However, work was undertaken with the TSM surveys to ensure that a 
range of tenants were contacted to provide feedback.   

Engagement with Tenants 
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6.2.7.  Engagement activities by Bury within the new operating context is in the early stages 
of development. Currently, Bury’s approach to engagement generally does not 
differentiate between operational, strategic involvement and community activity.  

6.2.8. An engagement strategy has been recently produced which was produced with the TVF.  
However, the strategy does not make it clear how residents can be involved in decision 
making about the landlord service and residents are directed to the tenant engagement 
team via email.  

6.2.9. Reported outcomes are focussed on community engagement activities rather 
engagement activities to show meeting the Transparency Influence and Accountability 
Standard.   

6.2.10. Bury seeks to triangulate feedback from complaints, surveys and engagement to drive 
areas of improvement yet this is in early stages and yet to show outcomes, however this 
does seem to be moving in the right direction.  

6.2.11. Residents within the TVF appear to be frustrated with the effectiveness of forum. As 
outlined in our introduction, Altair will be conducting further assessment of the 
engagement structure adopted by Bury within a Reality Check.  

6.2.12. The lack of clarity on the roles within the engagement structure and the overall purpose 
and responsibilities of each group within a democratic context can result in difficulty in 
reporting outcomes from engagement, frustration from residents and staff involved in 
activity and potential missed opportunities to hear the customer voice.  

6.2.13. Albeit within a new and emerging structure, work has been done in response to tenant 
feedback, for example walkabouts and cleanup days and a reviewed environmental 
policy, in response to feedback that tenants were not happy with the estate 
environment.  

Information about landlord services 

6.2.14. Bury Council publish key information as expected by the RSH to residents on their 
website.  However, some of the information expected under the standard could not be 
located easily during a review of information available and may be in the policies.   

6.2.15. Reflective of our findings in other areas of this review, the publication of policy 
documents to residents is sporadic.  

6.2.16. There is a monthly tenants newsletter provided on the Bury’s website that provides a 
range of information.  However, there are only the last four copies available, and articles 
are not searchable.     

6.2.17.   There is no reference to the information provided applying to the tenants of Springs 
TMO or Six Town Housing properties.  Springs TMO website has some information on 
landlord responsibilities in relation to health and safety, but otherwise very minimal 
information and the requirements of the Transparency, Influence and Accountability 
Standard has not been met.  Whilst it is acknowledged that the information provided 
should be proportionate to the size of the stock managed, but some additional 
information could be provided for example TSM results, complaints annual report, or link 
them to Bury’s publication. 
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Performance information  

6.2.18. Performance information is provided monthly on the TSM results for the perception 
surveys and some performance information provided in the annual report, provided on 
Bury‘s website.  Bury does not publish their TSM results for the management information, 
which should be published as part of the expectations for this standard.  

6.2.19. Six Town Housing delivered the requirements of the TSMs for the surveys for reporting 
for 2023/24.  However, there is no evidence provided of validation of the management 
data provided.   

Complaints 

6.2.20. The complaints handling service is accessible for residents and information is available 
on the Bury’s website under the housing services section.  The approach is compatible 
with the consumer standard.   

6.2.21. There is a significant amount of reporting on complaints, themes, number of cases 
upheld and lessons learned. To improve the reporting on complaints and further meet 
the expectations of the standard, Bury should consider analysis of which customers are 
accessing the complaints service with a view to understanding if the complaints service 
is accessible to a range of diverse groups, representative of the customer base.   

6.2.22. Learnings from complaints are utilised by the Business Improvement Team alongside 
other feedback sources (TSMs, transactional surveys and engagement activities) to 
identify areas of concern areas for improvement. 

6.2.23. The Complaints Policy refers to the Involvement and Empowerment Standard, instead 
of the current Transparency, Influence and Accountability Standard.  The document on 
‘How data is collected’ also refers to the Involvement and Empowerment Standard 
instead of the latest version and the Home Standard instead of the Safety and Quality 
Standard. 

6.2.24. The Housing Ombudsman Service (“HOS”) Complaint Handling Code self-assessment 
is available but some of the links provided as supporting evidence need updating and 
the pdfs cannot be opened or viewed. 

6.3. Recommendations – Transparency, Influence and Accountability 

6.3.1.  The following areas are recommended to improve compliance with the Transparency, 
Influence and Accountability Standard. 

6.3.1. Recommendation 6: To further develop data gathering on tenants diverse needs and 
ensure that the information is available and shared with those that need it to be able 
to provide services effectively, in line with data protection principles.   

6.3.2. Recommendation 7: To provide a more robust process for reporting on engagement 
activities and the outcomes of these in relation to influence and accountability. 

6.3.3. Recommendation 8: To develop the tenant engagement strategy to give meaningful 
opportunities for tenants to have influence over landlord services and effectively 
hold their landlord to account.  To ensure that the engagement strategy recognises 
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the difference types of engagement with community based operational engagement 
and strategic engagement.   

6.3.4. Recommendation 9: Review performance information provided to residents on Bury’s  
website, in partnership with tenants to be reflective of information that residents want 
to see and that it is presented in a clear, accessible way. Bury should publish the TSM 
Management information in line with the expectations set by the Transparency, 
Influence and Accountability Standard.  

6.3.5. Recommendation 10: Review information provided for Springs TMO to ensure that a 
reasonable, proportionate amount of information is provided for residents. 
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7. Neighbourhood and Community 
7.1. Overview  

7.1.1. The Neighbourhood and Community Standard outlines how providers deliver positive 
outcomes in the neighbourhoods and communities in which they operate and covers:  

 Maintenance of shared spaces (not currently an area of focus by the RSH)  

 Local cooperation  

 Safer neighbourhoods  

 Domestic abuse (not currently an area of focus by the RSH)  

7.2. Findings – Neighbourhood and Community 

Safety of Shared Spaces 

7.2.1. In the discussion sessions, it was advised that there were no shared spaces with other 
registered providers.  However, the neighbourhood team work with the wider grounds 
maintenance team within Bury.  Demarcation of responsibilities are clear, as are ways to 
escalate queries. 

7.2.2. There is some joint working around one of the town centre schemes with the Bury 
Market management.  Due to issues of anti-social behaviour etc there has been work 
with the college and businesses around the area. 

Local cooperation 

7.2.3. The participants in the discussion session, advised that there is a strong emphasis on 
partnership working in Bury and opportunities to do so.   

7.2.4. Bury Council has introduced a Public Service Reform Group (“PSR”).  The Housing 
Services report on how they fit into the integrated neighbourhood model, looking to have 
a joined-up approach to service delivery.   

7.2.5. The PSR Group is made up of senior managers, executives and directors.  Information 
from them is fed down to five area-based leadership teams underneath.  It is not known 
if any outcomes or updates are provided to Cabinet or housing committees.  The housing 
service support rather than lead these groups.  Efforts are being undertaken to working 
to capture work done and outcomes delivered through this model.   

7.2.6. The main areas of cooperation reported in the discussion sessions relate to other council 
departments and services with additional joint working with Greater Manchester Police. 

7.2.7. Patches within the housing teams have been adjusted to align with PSR, moving to 
smaller patches for housing officers.  This was recognising that over half of incoming 
tenants need some support and the challenges engaging with that support due to 
increased thresholds, no floating support offer, non-engagement    and increasing 
safeguarding concerns. 

Anti-social behaviour (ASB) and hate incidents 
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7.2.8. A new ASB Policy has been introduced since the landlord service has moved back into 
the Council. 

7.2.9. A report was provided in the document submission on the Community Safety 
Partnership Update for Bury’s housing and ASB Service.  The report detailed several 
activities that had been undertaken to try and reduce anti-social behaviour but there 
was limited evidence of outcomes. 

7.2.10. Evidence indicates that dealing with anti-social behaviour is an area requiring further 
development within Bury housing services evidenced by a relatively high proportion of 
complaints and low satisfaction score on the TSM TP09 – satisfaction with the landlords 
handling of anti-social behaviour.   

7.2.11. Although anti-social behaviour was recognised as a significant issue, it was reported that 
there have been no evictions for anti-social behaviour for at least two and half years.  
This was partly due to the Bury’s legal team being reluctant to take action.  However, 
three injunctions have been applied for in the last twelve months. 

7.2.12. In the discussion sessions it was confirmed that work had already started with more 
cooperation with Bury’s central anti-social behaviour team and Greater Manchester 
Police, and training provided for housing officers.   

7.2.13. There is no evidence of reporting to Cabinet or in housing services of activities around 
anti-social behaviour and hate incidents affecting those in Bury-owned properties 
beyond the number of cases.  There is broader ASB reporting, focused on the borough, 
not solely the landlord service.  

7.2.14. In consideration of the low level of satisfaction for the handling of ASB alongside the lack 
of oversight beyond volume of cases, there is a risk that Bury is not applying a suitable 
approach to ensure that ASB services are effective and deliver the intended service 
outcomes set in the standards.  

7.2.15. The ASB Policy available on Bury website is out of date with a redundant link to Six Town 
Housing website to report ASB.  Information on how to report ASB could be easier to 
locate.   

Domestic Abuse 

7.2.16.   Bury’s website has links to a number of local support services for people experiencing 
domestic abuse and there is a dedicated Domestic Abuse Officer in role, who spends 
around 50% of their time conducting activities within landlord service.  

7.2.17. The Domestic Violence and Abuse Policy provided as part of the evidence was a policy 
for staff experiencing domestic abuse and not for tenants.  There was no policy 
provided for dealing with domestic abuse reports from tenants.   

7.2.18.  There is no oversight by the housing services of activities relating to domestic abuse.   

7.3. Recommendations – Neighbourhood and Community 

7.3.1. We make the following recommendations areas are to improve compliance with the 
Neighbourhood and Community Consumer Standard. 
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7.3.2. Recommendation 11: As planned, develop and monitor an anti-social behaviour and 
hate incident action plan to improve the service and satisfaction with case handling. 
Delivery against the plan should be reported to HAB.  

7.3.3. Recommendation 12: To develop reporting on anti-social behaviour cases and 
domestic abuse reporting to ensure there is oversight of activities and compliance 
with the consumer standards, that excellent services are delivered to tenants at 
what can be a challenging time for them, and to support officers in dealing with what 
can be difficult, challenging cases.  This should be considered in line with 
Recommendation 1 of this report.  
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8. Tenancy  
8.1. Overview 

8.1.1. The Tenancy Standard encompasses the outcomes registered providers must deliver 
to ensure fair allocation and letting of homes and focuses on: 

 Allocation and lettings 

 Tenancy sustainment and evictions 

 Tenure (not currently an area of focus by the RSH)  

 Mutual exchanges (not currently an area of focus by the RSH)  

 

8.2. Findings – Tenancy 

Allocations and Lettings 

8.2.1. There is one central allocations policy that is written and controlled by the central 
Homelessness and Housing Options Team.   Generally, all allocations are delivered 
through the central allocations policy, however the housing team can also request 
sensitive lets on some properties with the agreement of Bury’s central allocations team.   

8.2.2. No evidence was provided to evidence how Bury ensures that the allocations process 
for its landlord stock is fair and transparent, for example oversight of the volume of direct 
lets or assessment of the impact of the policy.  

8.2.3. There is reporting to Cabinet on numbers on the full waiting list and the average waiting 
times when Cabinet request it.  No reporting of oversight on other measures like profiling 
of applicants successfully rehousing or by Bands.  

8.2.4. There are weaknesses in how Bury identifies adapted homes for letting, including that 
sometimes there is a dependency on individual knowledge. This can also be seen within 
our findings in our chapter on Safety and Quality.   

8.2.5. Bury have a common place approach to under occupation and overcrowding, through 
the promotion of the option to complete a mutual exchange.  Applicants can get a higher 
banding if they are downsizing and freeing up a larger property. 

8.2.6. There is a weekly direct let meeting that officers can submit cases for consideration for 
a direct let.  These are discussed and any cases where agreement cannot be reached, 
are escalated.   

8.2.7. In the discussion sessions it was advised that suspected fraud cases are handled by 
Bury’s fraud team, and they meet with representatives from the housing service monthly.  
There is no reporting or oversight to housing services on this.   

8.2.8. In the discussion session, it was reported that introductory tenancies are offered to all 
new tenants even if coming from another RP.  This is contradictory to the published 
policy. 

Tenancy Sustainment 
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8.2.9. There is currently no reporting on the outcomes or activities of tenancy sustainment 
activities.  There was some reporting prior to the transfers of stock back into Bury, 
through an overview presentation with a summary of activities and the challenges being 
experienced. 

8.2.10. There is reporting on number of tenancies failing within the first six months and the first 
twelve months and the number of evictions.  There is no indication how this data is used 
to support the sustainment of tenancies.   

8.2.11. Housing officers offer tenancy support to tenants.  Tenants are made aware of the 
service offer when they sign for a tenancy or if at risk of eviction.   

8.2.12. There is an approval process when a tenant is at risk of eviction to ensure that all steps 
have been taken to try and sustain the tenancy.   

Tenure 

8.2.13. There is a tenancy policy available on the website, which was due for review in October 
2023 and is overdue.  It was advised that it has been reviewed but the up-to-date version 
has not been published.   

8.2.14. There is no monitoring of the tenancy policy and no starter/introductory tenancies have 
been extended in several years.     

8.2.15. There is some tenancy information provided to residents on Bury’s website, for 
example types of tenancy, how to terminate the tenancy for example. 

Mutual Exchange 

8.2.16. Tenants are offered access to a mutual exchange service, free at the point of use. There 
is basic, general guidance available on Bury’s website on mutual exchanges and 
signposting to HomeSwapper, the mutual exchange platform, where further general 
advice is available. 

8.2.17.  Bury do not currently have a policy in place for mutual exchanges, although not a direct 
requirement of the consumer standards it is common practice to have a policy in place 
which would outline the support provided for exchange to tenants.  

8.2.18. The volume of mutual exchanges is reported to senior leadership team.  

8.3. Recommendations – Tenancy 

8.3.1. The following areas are suggested for recommended to improve compliance with the 
Tenancy Standard. Note we have made a recommendation in respect of adaptations 
within the chapter titled Safety and Quality.  

8.3.2. Recommendation 13: To develop appropriate and proportionate reporting on 
activities under the Tenancy Standard for example landlord lettings, and agree the 
appropriate group, committee or level to report to have assurance of oversight in line 
with recommendation 1. 

8.3.3. Recommendation 14: To develop reporting on tenancy sustainment activities to 
measure outcomes to ensure effectiveness and agree level to report to and include 
decision making on evictions, in line with recommendation 1  
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9. Conclusions  
9.1. The housing service is going through a period of transition since it was transferred 

back into Bury Council in January 2024. 

9.2. There are a range of services for which reporting is required to provide Cabinet with that 
assurance that outcomes are being delivered in line with the expectations of the RSH.  
Consideration should be given to what should be reported at what level, where concerns 
can be escalated to Cabinet, if necessary, to provide a proportionate level of assurance 
and oversight, and for this reason we recommend adopting an assurance framework.  

9.3. There was a lack of evidence of data validation for some of the information that Cabinet 
and the relevant committee are relying on for assurance.  There have not yet been any 
issues escalated or significantly challenged by the committees or groups with oversight.      

9.4. The compliance reporting showed strong performance on the main areas covered by the 
TSMs.   

9.5. In the main, teams within Bury have acknowledged the gaps that have been identified 
by Altair during the mock inspection, however improvement plans for key areas (Safety 
and Quality and ASB) will provide evidence for the RSH that gaps are acknowledged, 
and improvements are underway.  

9.6. For the safety of home, Bury has significant levels of reporting on compliance checks.  
However, the lack of audit/external assurance in the areas of compliance is a possible 
risk and would potentially be of interest to the RSH.  

9.7. There are a range of ways to engage tenants within Bury, but there is currently a lack of 
evidence of outcomes of the engagement or the difference that it is making to services 
and decision making.  Tenant feedback activity across the board should be summarised 
into singular reporting. 

9.8. Work is underway to collect information on tenants and their household’s diverse needs 
and other information on protected characteristics, but this has not yet matured into the 
effective utilisation of this data. 

9.9. By delivering in a local authority model, some elements of service delivery (such as local 
co-operation) are reported into other bodies across the council. The landlord service 
should be minded to this and potentially draw service outcomes from other departments 
to share with relevant stakeholders accordingly.  

9.10. There is evidence of some reporting for key areas but less evidence on the outcomes of 
this reporting.  This may be due to the journey that the committees are going through to 
develop their understanding of the reporting and the confidence to challenge 
appropriately to improve services. 
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Appendix 1 - Reviewed Documentation 

Theme Document name (including linked 
documentation) 

Council’s Provision of Housing Bury Council Strategic Housing Review – 
CT Final Report Draft 210423 
Bury Housing Strategy April 2021 
Bury Housing Needs and Demand 
Assessment final report (August 2020) 

Operational Structure Model Management Agreement for Springs 
TMO 

Oversight Governance Housing Services Structure 1 
Oct 2024 
Housing Advisory Board Members 
Housing Overview and Scrutiny Subgroup  

Decent homes and home quality 
 

AMS Bury Council stock 2022.25 31082022  
Final to Board 21 Sept 2022 
AMS STH Stock 2023-2025 
Bury Housing Services Satisfaction Survey 
Draft HAB Minutes Sept 2024 
Performance report 

Safety of Homes Weekly compliance scorecards and cover 
reports, Mar- Sept 2024 
Dec 2023 Board Report and Minutes from 
meeting  
Draft DMC Policy 
Gas Servicing Jan – Aug 2024 – Audit 
Report by Icon Jan 2024 
Disrepair scorecard Mar’23 V0.4 

Transparency, Influence and Accountability Tenant Engagement Team key 
achievements April 2023-March 2024 
Bury Council tenant engagement Sept 2024 
Tenancy Engagement Governance 
Structure  
TE update March 23 
Complaints code self-assessment v31 
Customer Compliments and complaints 
2023-24 
Link to website – Complaints report 2023-
24 

Neighbourhood and Community ASB Service Plan Info 
Business Reorganisation Proposal Aug 2023 
STH and PSR Update Dec 2023 
Bury Council ASB Policy 2023-26 

Domestic Abuse Domestic Violence and Abuse Policy  
Lettings Voids update Regulation & Performance 

Grp 12 Feb 2024 
STH Tenancy Support Sept 2023 
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Empty property review Oct 23 
Voids 
Draft Succession Policy 
Lettable standard 

Satisfaction Information Tenant Satisfaction Measures Reporting 
2023-24 Method statement and headlines 
update 19.8.24 
TSM update Q3 31 Jan 2024 for Leadership 

Additional Evidence Copy of resourcing approval Request – 
Housing Services 19 June 2024 
Housing Scheme of Delegation  
Housing Services Complaints Officer 
request 24.6.24 
Scrutiny Report Sept 2024 Improvement 
Plan Update 
Trueman Change Submission 
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