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Our Vision  

Our Housing Service vision is that all homes in East Suffolk are safe, suitable, and sustainable, in 
communities where residents are proud to live.    

This vision supports the Sustainable Housing theme in the Council’s Corporate Strategy: Our 
Direction 2028.  

Equality and Diversity Statement  

East Suffolk Council is intent on ensuring people or communities do not face discrimination or 
social exclusion due to any of the following protected characteristics: age; disability; sex; 
marriage & civil partnership; race; religion or belief; sexual orientation; gender reassignment; 
pregnancy & maternity and socio-economic deprivation. 

This document complies with the Council’s equality & diversity policy.   
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1. Introduction 
 

1.1. East Suffolk Council (ESC) is committed to ensuring that all employees, managers, 
contractors and others delivering housing services on its behalf possess and maintain 
the knowledge, skills, behaviours and experience required to deliver safe, effective, 
respectful and customer-focused services to tenants and residents. 
 

1.2. ESC recognises that a competent and professional workforce is essential to delivering 
high-quality housing services, meeting regulatory expectations and providing positive 
outcomes for tenants and residents. Competence, professionalism and effective 
collaboration are also essential to developing positive working relationships with 
contractors, partners and other organisations involved in the delivery of housing 
services, supporting shared objectives and improved service outcomes. 

 
1.3. This policy supports ESC’s commitment to continuous improvement, professional 

development and maintaining a culture of learning, accountability and excellent 
customer service. 

 
1.4. This policy forms part of ESC’s approach to meeting the requirements of the Social 

Housing (Regulation) Act 2023 and the Regulator of Social Housing’s Competence & 
Conduct Standard from October 2026. 

 
2. Purpose 

 
2.1. The purpose of this policy is to establish a consistent framework for learning and 

development, professional competence, continuous professional development and 
performance management across housing services. 
 

2.2. The policy sets out the arrangements through which ESC will: 
• Identify and maintain the knowledge, skills, behaviours and experience required for 

different roles. 
• Support employees to develop and maintain professional competence. 
• Assess and review performance through regular 1-1 meetings and Annual Performance 

Reviews 
• Address learning needs and competence gaps 
• Provide assurance that housing services are delivered by a competent and professional 

workforce. 
 

2.3. Through this policy, ESC aims to ensure that tenants and residents receive services that 
are safe, high-quality, fair, respectful and responsive to their needs. 
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3. Relevant Legislation 
 

3.1. ESC acknowledges the importance of maintaining a competent, professional and well-
trained housing workforce to ensure the delivery of safe, high-quality and customer-
focused housing services. 
 

3.2. This policy supports compliance with the following legislative and regulatory 
requirements: 

• Social Housing (Regulation) Act 2023 
• Regulator of Socal Housing Consumer Standards 
• Health & Safety at Work Act 1974 
• Equality Act 2010 
• Data Protection Act 2018 and UK GDPR 
• The Construction (Design and Management) Regulations 2015 and other applicable 

construction related legislation. 
 

3.3. This policy has been developed to support compliance with the Regulator of Social 
Housing’s Competence & Conduct Standard which comes into force in October 2026. 
The standard requires registered providers to ensure relevant employees possess and 
maintain the knowledge, skills, experience and behaviours necessary to deliver high-
quality housing services, implement arrangements for learning and development, 
performance management and professional conduct, and comply with mandatory 
qualification requirements where applicable. 

 
4. Scope 

 
4.1. This policy applies to all ESC employees involved in the delivery, management or 

oversight of housing services. 
 

4.2. The policy applies regardless of employment status and includes 
• Permanent employees 
• Temporary employees 
• Fixed-term employees 
• Agency workers 
• Apprentices 
• Managers and senior leaders with responsibility for housing services 

 
4.3. ESC expects any contractors, consultants or organisations delivering housing services on 

its behalf to maintain appropriate levels of competence, knowledge, skills and 
professional conduct relevant to the service they provide. 
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4.4. This policy covers all aspects of learning and development, professional competence, 

continuous professional development, appraisal, supervision and performance 
management relating to housing services. 

 
4.5. Competence requirements will be proportionate to the responsibilities of each role. The 

knowledge, skills, behaviours and experience required will vary according to the nature, 
complexity and accountability of the role being undertaken. 

 
4.6. The requirements of this policy are intended to support the delivery of safe, high-

quality, fair and customer focused housing services and to ensure positive outcomes for 
tenants and residents. 

 
5. Principles 

 
5.1. Tenant Focus 

ESC will ensure that learning, development and competence arrangements support the 
delivery of safe, high-quality, fair and respectful services to tenants and residents. 
 

5.2. Professional Competence 
ESC will maintain clear expectations regarding the knowledge, skills, behaviours and 
experience required for housing roles and will support employees to achieve and 
maintain these standards. 
 

5.3. Continuous Learning 
ESC recognises that professional competence requires ongoing learning and 
development. Employees will be encouraged and supported to undertake learning 
activities and continuous professional development throughout their employment. 
 

5.4. Accountability 
ESC will establish appropriate arrangements for assessing competence, supporting 
development and managing performance to ensure employees can effectively fulfil 
their responsibilities. 
 

6. Roles and Responsibilities 
 

6.1. All employees are responsible for: 
• Maintaining the knowledge, skills, behaviours and experience required for their role 
• Actively participating in learning and development activities 
• Completing mandatory training within required timescales 
• Identifying personal development needs and discussing these with their manager 
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• Engaging positively with annual performance reviews, regular 1-1s meetings and 
performance review processes 

• Acting in accordance with the Council’s values, policies, Housing Code of Conduct and 
Housing Charter (C of C and Charter both in development). 
 

6.2. Managers and Operational Leads are responsible for: 
• Ensuring employees understand the competence requirements of their role 
• Identifying individual and team learning and development needs 
• Ensuring appropriate induction, training, supervision and support arrangements are in 

place 
• Supporting employees to access learning and development opportunities relevant to 

their role and career development 
• Monitoring completion of mandatory training, professional qualifications and any other 

competency requirements 
• Ensuring regular 1-1 meetings and Annual Performance Reviews are undertaken in 

accordance with ESC procedures 
• Providing regular feedback, coaching and support to employees to promote professional 

development and continuous improvement 
• Assessing and monitoring employee competence, knowledge, skills and behaviours 
• Identifying and addressing competence gaps, conduct concerns and performance issues 

in a timely, fair and consistent manner 
• Promoting a culture of professionalism, learning, accountability and continuous 

improvement within their teams 
• Ensuring learning arising from complaints, compliments, customer feedback, tenant 

engagement activities, audits, inspections and service reviews is shared and acted upon 
• Providing information, assurance and reporting on workforce competence, learning and 

development activity and qualification compliance as required 
• Supporting succession planning and workforce development to ensure the service 

maintains the skills, knowledge and capacity necessary to deliver high-quality housing 
services 

• Working with HR and relevant training providers to identify, source and arrange 
appropriate, proportionate and cost-effective learning and development opportunities. 

• Monitoring learning and development activity to ensure it provides value for money and 
supports service priorities and competence requirements.  
 

6.3. The Housing Leadership Team is responsible for: 
• Providing strategic direction and leadership for workforce competence and professional 

development 
• Ensuring this policy is effectively implemented across housing services 
• Maintaining oversight of workforce capability, capacity and succession planning 
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• Ensuring sufficient resources are available to support learning and development 
activities 

• Maintaining oversight of learning and development expenditure and workforce 
development priorities to ensure available resources are used effectively and deliver 
value for money 

• Working with HR to support strategic workforce planning, learning and development 
initiatives and qualification programmes 

• Monitoring compliance with mandatory training, professional qualifications and 
competency requirements 

• Reviewing workforce performance, competence and development information to 
identify risks and emerging issues 

• Considering learning arising from complaints, audits, inspections, regulatory 
requirements and tenant feedback 

• Seeking assurance that housing services are delivered by a competent and professional 
workforce 

• Promoting a culture of professionalism, learning and continuous improvement  
• Reviewing the effectiveness of this policy 

 
7. Leadership and Governance Arrangements 

 
7.1. ESC adopts a distributive leadership approach to the delivery, oversight and continuous 

improvement of housing services. This approach recognises that leadership, 
accountability and decision-making are shared across a range of roles and governance 
forums to support effective service delivery, workforce development and positive 
outcomes for tenants. 
 

7.2. The Council’s leadership arrangements for housing services include the Housing 
Leadership Team (HLT), Extended Housing Leadership Team (EHLT) and Housing 
Operational Leadership Team (HOLT). These groups work collectively to: 

• Promote a culture of professionalism, learning and continuous improvement 
• Provide strategic and operational oversight of workforce competence, learning and 

development activities 
• Monitor compliance with mandatory training, qualification and competency 

requirements 
• Consider learning arising from tenant feedback, complaints, compliments, audits, 

inspections and regulatory activity 
• Identify emerging workforce risks, skills gaps and development priorities 
• Support workforce planning, succession planning and organisational resilience 
• Share learning and good practice across housing services 
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• Ensure that service improvement activity is informed by regulatory requirements, 
performance information and tenant insight 

• Provide assurance that housing services are delivered by a competent, capable and 
professional workforce 

 
7.3. Housing Leadership Team (HLT) 

The Housing Leadership Team provides strategic leadership and directions for housing 
services and maintains oversight of workforce competence, organisational capability 
and compliance with regulatory requirements. 
 

7.4. Extended Housing Leadership Team (EHLT) 
The Extended Housing Leadership Team supports the implementation of strategic 
priorities, facilitates collaboration across housing functions and promotes a consistent 
approach to learning, development, performance and service improvement. 
 

7.5. Housing Operational Leadership Team (HOLT) 
The Housing Operational Leadership Team provides operational oversight of service 
delivery and workforce development arrangements. HOLT is responsible for identifying 
operational learning and development needs, monitoring performance and competency 
issues, sharing learning across teams and supporting the implementation of service 
improvements. 
 

8. Competence Framework 
 

8.1. For the purposes of this policy, competence is defined as the ability to consistently 
apply the knowledge, skills, behaviours and experience required to perform a role 
effectively and deliver positive outcomes for tenants. 
 

8.2. Knowledge:  
Employees will be expected to maintain the knowledge required for their role which 
may include: 

• Housing Legislation and Regulation 
• Tenancy Management 
• Repairs and maintenance responsibilities 

Complaint handling 

• Safeguarding 
• Health and safety requirements 
• Equality, diversity and inclusion 
• Policies and procedures 
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• Emerging best practice and sector developments 
 

8.3. Skills:  
Employees will be expected to demonstrate the skills required to perform their role 
effectively, which may include: 

• Communication and customer service 
• Problem solving and decision making 
• Case management 
• Conflict resolution 
• Partnership working 
• Digital and information management skills 
• Leadership and management skills where applicable 
• Manual physical skills linked to good workmanship? 

 
8.4. Behaviours:  

Employees will be expected to demonstrate behaviours consistent with the Council’s 
values and Code of Conduct (In development), including: 

• Professionalism 
• Respect and fairness 
• Accountability 
• Integrity 
• Responsiveness 
• Empathy and understanding 
• Openness to learning 
• Commitment to continuous improvement 

 
8.5. Experience:  

Where appropriate, employees will be expected to maintain the practical experience 
and professional expertise necessary to fulfil their responsibilities effectively. 
 

8.6. Competence will be maintained through a range of activities, including: 
• Induction 
• Mandatory training 
• Professional qualifications 
• Continuous professional development 
• Coaching and mentoring 
• 1-1 meetings and Annual Performance Reviews 
• Learning from complaints, audits and service reviews 

 
8.7. ESC will assess competence through: 
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• Recruitment and selection processes 
• Probationary reviews 
• 1-1 meetings 
• Annual Performance Reviews 
• Completion of learning and development activities 
• Professional qualifications and accreditations 
• Observation of practice and professional behaviours 
• Tenant feedback, where appropriate 

 
8.8. The knowledge, skills, behaviours and experience required for individual roles will be 

identified through: 
• Job descriptions and person specifications 
• Professional standards 
• Regulatory requirements 
• Service-specific procedures and guidance 

 
8.9. Managers will ensure that competence requirements remain appropriate to the 

responsibilities and are reviewed periodically to reflect changes in legislation, regulatory 
requirements, professional standards and service delivery needs. 
 

9. Learning and Development 
 

9.1. ESC is committed to providing learning and development opportunities that support 
employees to acquire, maintain and enhance the knowledge, skills, behaviours and 
experience required for their role. 
 

9.2. Learning and development activities will support: 
• The delivery of high-quality housing services 
• Compliance with legislative and regulatory requirements 
• Professional competence 
• Continuous improvement 
• Positive outcomes for tenants and residents 

 
9.3. Learning and development needs will be identified through a range of mechanisms 

including: 
• Recruitment and induction processes 
• 1-1 meetings 
• Annual Performance Reviews 
• Changes in legislation, regulation or policy 
• Service improvement activities 
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• Audits and inspections 
• Complaints, compliments and customer feedback 
• Tenant engagement activities, including scrutiny, consultation, surveys, Tenant 

Satisfaction Measures and feedback from tenants and residents 
• Changes to individual roles and responsibilities 

 
9.4. ESC recognises that tenants are an important source of insight into the effectiveness, 

professionalism and quality of housing services. Learning and development priorities 
will be informed, where appropriate, by feedback received through tenant engagement 
activities, helping to ensure employees continue to develop the knowledge, skills and 
behaviours required to deliver high-quality, customer-focused services. 

 
9.5. All new employees will receive an appropriate induction relevant to their role and 

responsibilities. Induction arrangements may include: 
• Corporate Induction 
• Service-specific induction 
• Mandatory training 
• Health and Safety requirements 
• Relevant housing policies and procedures 
• Customer Service Expectations 
• Safeguarding requirements 
• Expected standards of conduct and behaviour 

 
9.6. Employees must complete all mandatory training relevant to their role within the 

required timescales.  
 

9.7. Managers are responsible for monitoring completion of mandatory training and 
ensuring employees remain compliant with training requirements. 
 

9.8. Employees are expected to take responsibility for maintaining and developing their 
professional competence through continuous professional development 
 

9.9. Continuous professional development may include: 
• Formal qualifications 
• Accredited training programmes 
• Workshops and seminars 
• Professional reading and research 
• Networking and professional forums 
• Coaching and mentoring 
• E-learning 



 

East Suffolk Council 
Housing Competence Policy. August 2026

 

• Reflective practice 
• Learning from service delivery, complaints and feedback 

 
9.10. Where professional qualifications are required or beneficial to a role, ESC will support 

employees, where appropriate, to obtain and maintain those qualifications. 
 

9.11. ESC may identify specific qualification requirements for certain roles in accordance with 
legislative, regulatory or professional standards. (See section 8 for further details). 

 
9.12. ESC recognises that learning takes place through everyday work as well as formal 

training. Managers will encourage opportunities for: 
• Coaching and mentoring 
• Knowledge sharing 
• Peer learning 
• Project work 
• Secondments and job shadowing 
• Reflective learning 
• Participation in service improvement activities 

 
9.13. ESC will seek to ensure that learning and development opportunities are provided fairly 

and equitable, taking account of operational requirements and individual needs. 
 

9.14. Reasonable adjustments will be considered where required to ensure learning 
opportunities are accessible. 

 
9.15. Learning and development activities should be appropriately recorded and reviewed 

through 1-1s and Annual Performance Reviews. 
 

10. Mandatory Qualifications 
 

10.1. ESC will ensure that employees occupying roles identified as being within scope of the 
mandatory qualification requirements achieve and maintain the appropriate 
qualification within the timescales prescribed by legislation, regulation or regulatory 
guidance. 
 

10.2. ESC will undertake a structured assessment of housing roles against the criteria 
contained within the Competence and Conduct Standard and associated guidance to 
determine whether they fall within scope of mandatory qualification requirements and 
where applicable, the qualification level required. Assessments will be based on the 
duties, responsibilities, level of accountability and nature of the role. 
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10.3. ESC will maintain and regularly review a register of assessed roles (To be developed), 

qualification requirements, qualification status and actions required to achieve 
compliance. The register will identify roles that are: 

• In scope of mandatory qualifications 
• Potentially in scope and subject to review or 
• Out of scope 

 
10.4. Employees occupying roles identified as being in scope will be supported to obtain the 

relevant qualification and progress will be monitored through 1-1 meetings and 
organisational monitoring arrangements. 
 

10.5. Qualification requirements and progress will be reported through the governance and 
assurance framework to provide oversight of compliance. 

 
11. 1-1 meetings and Annual Performance Reviews 

 
11.1. ESC recognises that regular performance discussions are an essential part of 

maintaining professional competence, supporting employee development and ensuring 
the delivery of high-quality housing services. 
 

11.2. All Employees will participate in regular 1-1 meetings and an Annual Performance 
Review in accordance with the Council’s Performance management arrangements. 
 

11.3. 1-1 meetings provide an opportunity for employees and managers to: 
• Discuss progress against objectives 
• Review workload and priorities 
• Identify learning and development needs 
• Discuss professional competence and role requirements 
• Provide feedback on performance and behaviours 
• Identify any support required 

 
11.4. The Annual Performance Review provides a formal opportunity to: 

• Review performance over the preceding review period 
• Assess achievement of agreed objectives and priorities 
• Consider how the employee has demonstrated the knowledge, skills and behaviours 

required for their role 
• Review evidence of compliance with ESC’s values, expected behaviours and standards of 

professional conduct 
• Identify strengths and areas for development 
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• Identify current and future learning, training and development needs, taking account of 
individual, service and organisational requirements 

• Consider any professional qualifications, continuing professional development activities 
and competency requirements relevant to the role 

• Agree future objectives, priorities and development activities 
 

11.5. Managers will ensure that learning, training and development needs identified through 
1-1s and Annual Performance Reviews are appropriately recorded and are considered 
when planning team, service and organisational development activity. 
 

11.6. Where changes in legislation, regulation, policy, service delivery or professional 
standards create new competence requirements, these will be considered through 1-1 
meetings and Annual Performance Reviews. 

 
11.7. Information from a range of sources may be considered during 1-1 meetings and Annual 

Performance Reviews to support the assessment of performance, professional 
competence and development needs. This may include: 

• Feedback from tenants and residents 
• Complaints, compliments and customer feedback 
• Performance information and service outcomes 
• Audit findings and service reviews 
• Observations of workplace practice and conduct 
• Feedback from colleagues, managers and stakeholders 

 
11.8. Where appropriate, this information will be used to recognise good performance, 

evidence compliance with ESC’s values and expected behaviours, identify learning and 
development needs and inform future objectives. 
 

12. Addressing Competence Gaps and Poor Performance 
 

12.1. ESC is committed to supporting employees to achieve and maintain the knowledge, 
skills, behaviours and experience required for their role. Where competence gaps or 
performance concerns are identified, these will be addressed promptly, fairly and 
consistently. 
 

12.2. Competence gaps or performance concerns may be identified through a range of 
sources including: 

• 1-1 meetings 
• Annual Performance Reviews 
• Training Assessments 
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• Customer, tenant or resident feedback 
• Complaints and compliments 
• Audit findings 
• Service Reviews 
• Performance data 
• Changes to role requirements, legislation, regulation or professional standards 

 
12.3. Where a competence gap is identified, the manager and employee will work together to 

understand the nature and cause of the issue and agree appropriate action to address 
it. Actions may include: 

• Additional training or development activities 
• Coaching or mentoring 
• Increased supervision or support 
• Refresher training 
• Professional qualifications or continuing professional development activities 
• Job shadowing or knowledge-sharing opportunities 

 
12.4. Where learning, training or development needs are identified, these will be recorded 

and reviewed through the Council’s performance management arrangements. 
 

12.5. Managers will provide appropriate support and regular feedback to employees to assist 
them in developing and maintaining the competence required for their role. 
 

12.6. Employees are expected to actively engage with agreed learning and development 
activities and take responsibility for maintaining their professional competence. 

 
12.7. Where performance concerns relate to behaviours, managers will consider whether the 

employee is demonstrating the Council’s values, expected behaviours and standards of 
professional conduct and will provide feedback and support to enable improvement 
where required. 

 
12.8. Where competence gaps or performance concerns persist despite appropriate support 

and development opportunities being provided, the matter may be managed in 
accordance with ESC’s relevant employment policies, including the Performance 
Improvement Policy, Disciplinary Policy and any other relevant corporate procedures, as 
appropriate. (See Section 14: Related Documents for further information). 
 

12.9. Significant or recurring competence risks that may impact service delivery, tenant 
outcome, regulatory compliance or health and safety will be escalated through 
management and governance arrangements as appropriate. 
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13. Tenant Engagement 

 
13.1. ESC recognises that tenants and residents are well place to provide insight into the 

quality, effectiveness and professionalism of housing services. Their experiences and 
feedback will be used to help shape workforce learning and development priorities and 
support continuous improvement. 
 

13.2. ESC will seek to understand tenant’s views regarding the competence, behaviours and 
conduct of employees delivering housing services through a range of engagement and 
feedback mechanisms. These may include: 

• Tenant Engagement activities 
• Tenant Surveys 
• Tenant Satisfaction Measures 
• Complaints and Compliments 
• Customer Feedback 
• Scrutiny and consultation activities 

 
13.3. Feedback from tenants and residents will be used, where appropriate to: 

• Identify learning and development needs 
• Inform service improvement activities 
• Recognise and share good practice 
• Improve customer experience 
• Support the development of professional standards and expected behaviours 
• Help ensure services are delivered in a fair, respectful and customer-focused manner. 

 
13.4. ESC will consider learning arising from tenant feedback, complaints and engagement 

activities when reviewing workforce development priorities, competence requirements 
and training programmes. 

 
14. Monitoring and Assurance 

 
14.1. The Housing Leadership Team, supported by the Extended Housing Leadership team 

and the Housing Operational Leadership Team, will oversee the implementation of this 
policy and receive assurance regarding the effectiveness of arrangements for learning 
and development, workforce competence, professional conduct and performance 
management. 
 

14.2. Monitoring information may include: 
• Completion of mandatory training requirements 
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• Participation in learning and development activities 
• Professional qualifications and continuing professional development activity 
• Annual Performance Review completion rates 
• Identified competence gaps and development needs 
• Workforce performance information 
• Complaints, compliments and customer feedback 
• Tenant Satisfaction Measures and other tenant engagement feedback 
• Compliance with the Housing Services Code of Conduct (In development);  
• Adherence to the principles of the Housing Charter (In development) 
• Findings from audits, inspections, service reviews and regulatory assessments. 

 
14.3. Information gathered through monitoring activities will be used to: 

• Assess the effectiveness of learning and development arrangements 
• Identify competence and skills gaps 
• Identify trends and emerging risks 
• Inform workforce planning and development priorities 
• Support service improvement 
• Improve outcomes and experiences for tenants and residents. 

 
14.4. Where significant competence, conduct or workforce development risks are identified, 

appropriate action will be taken and, where necessary, matters will be escalated 
through the Council's governance arrangements. 
 

14.5. Learning arising from tenant engagement, complaints, compliments, audits, 
investigations, service reviews and regulatory developments will be used to inform 
future learning and development priorities and continuous improvement activities. 
 

15. Related Documents 
 

15.1. This policy should be read in conjunction with the following documents: 
• East Suffolk Council Values 
• Housing Services Code of Conduct (In development) 
• Housing Charter (In development) 
• Recruitment Policy 
• Equality, Diversity and Inclusion Policy 
• Disciplinary Policy 
• Probation Policy 
• Performance Improvement Policy 
• Customer Feedback Policy 
• Safeguarding Policies and Procedures 
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• Relevant Housing Service Policies and Procedures 
 

15.2. This list is not exhaustive and should be read alongside any associated corporate 
policies, procedures and guidance that support workforce development, competence 
and professional conduct. 

 
16. Appeals and Feedback 

 
16.1. Employees who disagree with decisions made in relation to learning and development 

opportunities, competency assessments, performance reviews or actions taken under 
this policy should in the first instance, discuss the matter with their line manager. 
 

16.2. Where a matter cannot be resolved informally, employees may raise concerns through 
ESC’s Grievance Procedure. 

 
16.3. Tenants will be provided with opportunities to influence and review this policy through 

the Council’s tenant engagement framework. Feedback from tenants regarding the 
competence, conduct and professionalism of housing services will be considered when 
reviewing learning and development priorities, workforce standards and future 
revisions to this policy. 
 

17. Policy Review 
 

17.1. This policy will be reviewed every three years unless there are any reasons, such as 
legislative changes, requiring that it be reviewed earlier. 
 

18. Version Control 

Version:  Date:  Author:  Rationale:  
1.0  August 2026 Housing Policy and 

Regulation Manager 
New Policy 
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