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1. Introduction
The Competence and Conduct Standard, coming into force in October 2026, is a core
component of the Government’s reforms to strengthen professionalism, safety, and 
quality in social housing services. The Government’s October 2025 Policy Statement 
and direction to the Regulator of Social Housing confirmed that all registered providers 
must ensure staff have the skills, knowledge, experience and behaviours required to 
deliver safe, high‑quality and respectful services to tenants. 

The Standard is informed by lessons from the Grenfell Tower Inquiry and wider evidence
of inconsistent professional practice across the sector. It aims to embed cultural change, 
strengthen tenant voice, enable a more customer-centric approach and ensure a professionalised housing workforce.
This policy sets out how SW9 CH will ensure compliance.
2. Scope
This policy applies to all staff whose role includes delivery of services in connection with the management of social housing (“relevant individuals”), including:
· Direct employees of Sovereign Network Group (SW9)
· Agency and temporary staff carrying out housing management functions
· Where applicable, staff working for contracted service providers whose roles are in scope of the standard including managing agents.  
The qualification requirement applies specifically to 

· Senior Housing Managers
· Senior Housing Executives
· Relevant managers within contracted service providers delivering the majority of housing management services
This policy is not part of your employment contract, and we may amend it any time.

3. Objectives
The purpose of this policy is to set out our approach to managing and developing the
skills, knowledge, experience and conduct of our colleagues who are directly involved in 
supporting customers and managing their housing. It also covers the steps we’ll take to 
ensure those working for us and on our behalf, for example, contractors, also have the 
necessary skills, knowledge, experience and demonstrate appropriate conduct and 
behaviour.

This policy covers learning and development, appraising staff performance, managing
poor performance, and behaviour and conduct expectations.


4. Recruitment Requirements
To enable SW9 to meet the requirements of the Competence and Conduct Standard:

· All job descriptions for Senior Housing Managers and Senior Housing Executives will clearly state the requirement to hold or be working towards a Relevant Qualification in housing management, as mandated by the Competence and Conduct Standard. 
· Recruitment activity for roles in scope will list the qualification requirement as an essential criterion, ensuring applicants meet the mandated standard or commit to working towards it within the statutory transition period. 
· Candidates who do not yet hold the qualification must demonstrate a clear willingness and ability to enrol and progress towards the relevant Level 4 (Senior Manager) or Level 5/foundation degree (Senior Executive) qualification.
· Where an applicant holds an equivalent or higher￼level qualification that meets the content requirements, this will be accepted as fulfilling the mandatory qualification requirement.
5. New Appointments
New staff in scope who do not meet the required criteria are expected to commence appropriate professional development within 12 months of appointment (or earlier where required).  


Required Criteria - Mandatory Qualifications: Senior Managers and Executives

Senior Housing Managers and Senior Housing Executives must hold or be actively working  
towards a government￼approved housing management qualification within the statutory transition 
period. 
· Senior Managers will be defined as individuals who hold a substantive role (greater than 50% of their responsibilities) in managing the operational day‑to‑day delivery of Housing Management services. This includes ensuring services are safe, compliant and customer‑focused, maintaining housing assets, and meeting all relevant regulatory standards
· Executive Managers will be defined as individuals with strategic responsibility for overseeing the day‑to‑day delivery of Housing Management services, including managing service quality, embedding organisational culture, implementing performance‑improvement strategies, and ensuring policies and procedures are accessible and customer‑focused.
· Relevant managers in contracted service providers delivering comprehensive housing management services must also comply.
SW9 will determine which roles fall within scope by conducting a Skills Survey, repeated annually to maintain ongoing assurance that all identified roles meet the Standard’s requirements.

6. Exemptions
In line with the Government’s Competence and Conduct Standard (October 2025), certain
exemptions and alternative qualifications apply. 

· Individuals are exempt if they already hold or are working towards an equivalent or higher‑level qualification (e.g., CertHE, HNC, DipHE, HND, foundation degree, relevant degree‑level or apprenticeship‑level qualification) that meets the required course‑content standards. 
· An exemption applies where a Services Provider delivers only one housing‑management function (e.g., asset management only). Their Relevant Managers do not need to complete the mandated housing qualification. 
· Individuals who are absent for valid reasons (e.g., maternity leave, long‑term sickness) may be temporarily exempt from the requirement to be actively progressing their qualification. 
· Roles that do not deliver housing‑management functions (such as corporate or back‑office roles e.g finance, HR, IT, business support, data analysis, governance and procurement) are not in scope of the qualification requirement.
These exemptions ensure that existing professional competence is recognised and that qualification requirements are proportionate to the scope and nature of each role.
7. Alternative Qualifications
· Equivalent or higher‑level qualifications must be housing‑relevant and aligned with the required curriculum (e.g., covering professional practice, customer service in housing, equality and inclusion, policy and regulation).
· Accepted alternatives include Ofqual‑regulated qualifications at Level 4+ (for Senior Managers) or Level 5+/foundation degree (for Senior Executives), as well as recognised qualifications from SQA (Scottish Qualification Authority), QW (Qualifications Wales) or CCEA (Council for the Curriculum, Examination and Assessment).
8. Recognition of Prior Learning
Prior learning, including apprenticeships, accredited modules and relevant qualifications, will be
recognised where they meet approved criteria.

9. Top‑Ups and Partial Qualification Requirements

If an individual’s existing qualification is at the right level but does not fully meet the required   
content, they must complete top‑up modules or supplementary training to cover any missing 
areas. 
Top‑ups may be required where qualifications lack essential components such as: 
· Professional practice and ethical decision‑making
· Customer service in housing and tenant engagement
· Equality, diversity and inclusion
· Housing law, regulation and national policy context
Top‑ups ensure that all individuals meet the full competence standard, even where their prior 
learning is substantial but not fully aligned.

10. Reasonable adjustment and support arrangements 

· Reasonable adjustments and support arrangements will be considered on a case‑by‑case basis to ensure that individual needs are fully understood and appropriately addressed. 

· Where required, a tailored plan will be implemented to ensure that every individual can access and meet the mandated qualification requirements applicable to their role.

11. Learning and Development
Identification of Learning Needs
· Individual learning needs will be identified through appraisals, 121’s, team reviews and service outcomes.
· Roles will be mapped against the required skills, knowledge and behaviours as evidenced in the relevant apprenticeship standards
· Development plans will be created to address identified gaps.
Access to Training
· All relevant individuals will have access to learning opportunities that enable them to perform effectively and professionally.
· Training will include technical competencies and professional behaviours aligned with SW9 values.
· Relevant external training and accredited qualifications may be supported where appropriate.
12. Continuous Professional Development (CPD)
Continuous Professional Development (CPD) is to maintain high standards of practice within the sector. All relevant individuals are expected to actively engage in ongoing learning and development to enhance their knowledge, skills and professional competence in areas such as housing legislations, safeguarding, tenancy management and customer service.
CPD activities may include formal training, workshops, e-learning and reflective practices. 
Individuals should maintain a record of their CPD and discuss progress during review meetings.
SW9 is committed to supporting staff development by providing access to the relevant training opportunities.
13. Performance Management
Performance is monitored bi-annually and annually as part of the personal performance and
development process.   
As part of this process, all SW9 colleagues will receive objectives based on:
· Job Role
· Values
· Service Improvement
· Development  
All employees will maintain a documented Personal Development Plan (PDP), which is
reviewed annually.
Appraisals will evaluate performance against competence expectations and objectives including:
· Customer service
· Professionalism
· Equality and diversity
· Tenant engagement
· Behaviours
Appraisal outcomes will inform organisational training plans and succession planning.
14. Managing Poor Performance

· Performance concerns will be addressed through a structured performance improvement approach following the Performance and Capability Policy.
· Where competence gaps are identified, tailored support will be provided before any formal action where practicable.
· Refusal to engage – misconduct and inability to complete despite effort
Persistent underperformance or conduct issues will be managed under SW9’s HR procedures. 
15. Sanctions and redeployment

· We will follow our Performance and Capability Policy for competence issues, where we consider an individual is unable to meet the relevant standards. Those who are considered unwilling to meet the relevant standards will be investigated under our Disciplinary Policy, for conduct issues. 
· Individuals will be informed of possible outcomes before any formal meetings and a fair process will be followed in line with our policy. 
· Depending on the circumstances, possible outcomes could include redeployment to an alternative suitable role or termination of employment.
This requirement reflects the Government’s direction that senior staff play a key role in culture
change and service quality.

16. Transition Period

· Large organisations (1,000+ homes): 3 years from October 2026
· Small organisations (<1,000 homes): 4 years
17. Code of Conduct and Professional Behaviours
All relevant individuals must adhere to:
· SW9’s Code of Conduct
· SW9 Values and Competency framework
· Knowledge, skills and behaviours which are identified in Job Descriptions and Person Specifications.
· Regulatory expectations. 
The Code of Conduct will remain updated and accessible to both staff and customers via SW9
website or via our Customer Contact Centres.
18. Tenant Engagement
SW9 will provide meaningful opportunities for customers to shape, scrutinise and influence:
· the Competence and Professional Development Policy.
· The Code of Conduct.
Revised documents and summaries of outcomes will be made accessible to customers via our 
Website.

19. Monitoring and Compliance
Compliance with this policy will be monitored using:
· Training and qualification records
· Appraisal outcomes
· Internal audits and service reviews
· Tenant feedback and satisfaction measures
SW9’s Board and committees will receive an annual assurance report demonstrating compliance
with the Competence and Conduct Standard, in line with regulatory expectations.

20. Contractor Assurance 

For contractors working for SW9, who deliver housing management function SW9 will carry out 
checks to seek assurance that contracted service providers delivering housing management functions:
· Demonstrate that their relevant staff (those who have direct contact with our customers e.g. Property Services) meet the same competence, conduct and qualification standards as SW9 employees
· Maintain UpToDate training, qualification and performance records to date training, qualification and performance records‑to‑date training, qualification and performance records
· Participate in SW9’s monitoring and assurance processes
· Provide evidence of compliance on request

Where contractors fail to meet requirements, SW9 will take appropriate action to ensure 
compliance, reflecting the Government’s requirement that providers hold contractors to account 
for competence and conduct

21. [bookmark: _Toc203407114]Responsibilities
	Policy Owner
	Oversees the policy, ensures alignment with strategy, approves major changes

	Policy Author
	Drafts and updates the policy, ensures clarity and compliance, collaborates with stakeholders

	Line Manager
	Identifies team training needs, supports development plans, reinforces learning on the job

	HR Manager
	Works with Stakeholder to identify any required training.  Approves requested training, supports development of training needs and rollouts

	HR Adviser
	Organises and schedules training sessions, update systems and maintain record keeping


[bookmark: _Toc203407115]
22. Equality, diversity and inclusion
We’ll apply this policy consistently and fairly and will not discriminate against anyone based on 
the protected characteristics set out in the Equality Act 2010.
In delivering this policy, we actively consider equality, diversity, and inclusion by:
· Making reasonable adjustments to support individuals in line with the Equality Act 2010, aiming to ensure equitable access to learning opportunities.
· Tailoring learning approaches to meet diverse needs, including accessible formats, flexible delivery methods, and culturally sensitive content.
· Where possible ensure that delivery includes different locations.
· Ensuring that the distribution and communication of the policy are inclusive, using clear language and accessible channels.
· This approach ensures that our learning and development initiatives encourage a supportive environment where everyone can thrive and grow.
23. Support 
Tell your line manager or the HR team if you need reasonable adjustments to support you at work.

Visit the online wellbeing hub for information about the Employee Assistance
Programme (EAP). The EAP is a free, independent and confidential advice service
available 24 hours a day, 7 days a week. MHFAs will listen without judgement and can
assist you to find and contact specialist support services if needed.
Contact
If you need assistance accessing this policy, advice on how to follow it, or have a suggestion, 
contact the Learning and Development team by email: HR@SW9.org.uk.

24. Policy Review

This policy will be reviewed annually, and updated to reflect regulatory changes, organisational
learning and tenant feedback.
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