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Estate Walkabouts 2023 
  
 


 
Keniston’s residents are invited to join the Management Team and Housing Officers on our 
visits to Keniston’s housing schemes.  These walkabouts generally last about one hour per 
site, noting that some walkabouts combine more than one site where nearby. All are held on 
a Wednesday morning.  
 
Keniston has carried out these walkabouts for a number of years, aiming to:  
 


• Enable office-based staff and board members to have a better understanding of the 
character of each site from observation and meeting with residents and site-based 
staff;  


• With ‘fresh eyes’ to appreciate the opportunities and constraints of local management, 
and a better understanding of residents’ perceptions and priorities;  


• Promote mutual understanding and trust between managers, residents, operational 
and site staff, and board members – demonstrating Keniston to be a visible, listening, 
responsive and accountable landlord;  


• Identify potential improvements to communal areas to be considered for the ‘Better 
Homes Better Neighbourhoods’ programme;  


• Monitor the quality of estate services;  


• Identifying any unreported communal area repairs.  
 


 
Following the walkabout, the Housing Officer will prepare a note setting out the key findings 
and follow up action to be taken, to be shared with residents.  
 
  


Start time  Date  Scheme(s)  Borough  


10:30 am  8 February  Merrow Street/ Hayles Street/ Elliott’s 
Row  


Southwark  


10.30 am  8 March  Bickley  Bromley  


10:30 am  5 April  Foxley Hall  Croydon  


10.30 am  26 April  Nethewode Court  Bexley  


10.30 am  10 May  Tarling Close  Bexley  


10.30 am   14 June  Darrick Wood  Bromley  


10.30 am   12 July  Burnhill House  Islington  


10.30 am  9 August  Lyham Road  Lambeth  


10:30 am   13 
September  


Perryfield House/ Sunningdale Court  Crawley  


10:30 am   11 October  Pound Green Court/ Dromore  Bexley  


10:30 am   8 November   Hornsey Road/ Tollington Park; Silver 
Court/ Byers Court  


Islington  


  
 








    Terms of Reference for  
          all involved residents 


 
 
 


 
1. Membership to become an involved resident or resident panel 


member is open to all residents, both tenants and Leaseholders.  
These terms of reference apply to all involved members.  


 
2. As agreed, members did not want separate panels; they wanted to 


participate on any aspect of scrutiny on areas of their particular 
interest.  


 
3. The panels will operate within Keniston’s Diversity policy.   


 
4. Keniston staff will support the panels in terms of training and 


development.  We will facilitate meetings, providing a venue, 
transport, and refreshments where necessary.  Members can claim 
reimbursement for any expenses incurred subject to documentary 
evidence.  


 
5. It was agreed during the resident involvement review that 2 


service reviews per year is sufficient.  The services to be reviewed 
are driven by the policy review dates, unless there is a service 
failure which will prompt a review of that service.  


 
6. Participation can be by survey, focus group, or tenant inspector.  


Members should represent their own views based on experience 
and / or scrutinise satisfaction and other data to suggest and 
support improvements to the service.  Feedback should be 
honestly and constructively given. Tenant inspectors are required 
to have an induction on code of conduct and sign the code.  


 
7. Issues of general interest discussed at meetings are not 


confidential, except where stated.  Members are required to 
observe confidentiality for all other matters.  Personal issues will 
not be discussed at meetings or focus groups.  
 
 


 
 
 







    Terms of Reference for  
          all involved residents 


 
 


8. We will carry out a review of the panels each year, and members 
can indicate their wish to stay on the panels, or resign from the 
panels.  New members can join at any time of the year, and 
members wishing to stand down can do so at any time.  Should a 
member cease to be a Keniston resident, they will automatically 
cease to be a member of the group.  No member will be removed 
without good reason, which will be discussed and agreed with the 
Operations Director. 


 
9. There are no criteria for membership, other than to be a Keniston 


resident and a desire to assist the Association to improve services.  
 


10. Involved residents should only consider accepting gifts and 
hospitality of a minor nature in order to avoid any perceived or 
actual conflicts of interest. Where in doubt before accepting such 
offers, these should be checked with the Company Secretary. All 
gifts and hospitality received must be notified to the Company 
Secretary to record in a “Gifts” book.  
 


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


Contact information 
 
Your main point of contact is Lynn Russ Engagement & communications officer, however if 
she is not available you can contact Sue McDonnell Operations Director.  
 
Keniston Housing Association 13 Artington Close Farnborough Kent BR6 7UL 
Email: lynnruss@kenistonha.co.uk or suemcdonnell@kenistonha.co.uk  
Phone: 01689 889700 
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The Regulator of Social Housing asks that 
Housing Associations form a Scrutiny Panel 
made up of residents. 


What do I do next? 
 


We are looking for members,  
so if you are interested or  


require further information, 
please contact Lynn. 


Scrutiny 
 What’s it all about? 


What is co-regulation? 
 


This is a shared responsibility with the  
Association to ensure that we are meeting 
the housing standards set by the Regulator 


of Social Housing. 


What is scrutiny? 
 


The Scrutiny Panel is made up of a small 
number of residents, like you who are  


independent of the Association, and carry 
out a detailed investigation into a chosen 


service. If you are a Scrutiny Panel  
member, you would be asked to tell us 
what’s good and what needs to change 


about the service to make it better.  


How do I become a Scrutiny  
Panel member? 


 


You can apply to Keniston, where we carry 
out a short interview and tell you more 


about it. Applicants must have good  
analytical skills and be able to take an  


objective view of our activities and  
processes. You can work on your  


own and at home. 


Will I get training? 
 


Yes, all Scrutiny Panel members will receive 
training. We will try and arrange in-house if 
we can, otherwise it might be at a venue in 


London or some courses are online.  
Keniston will cover all costs associated with 


the training.  


• Keniston Housing Association, 13 Artington Close, Farnborough, Kent BR6 7UL 


• Email: lynnruss@kenistonha.co.uk 


• Phone: 01689 889700 


What else am I asked to do? 
You will be asked to look at performance 
information and trends and identify any  
areas where we might not be meeting  


expectations. 


How many service reviews  
would we carry out? 


Just 1 maybe 2 reviews a year. We could 
choose one that is due for a policy review 
as well, or you might suggest one where 


you think the service could be better.  








Volunteer  
Induction Handbook 
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Welcome 


Welcome to the Keniston Residents Panel. 


The panel is dependent on the support of residents in order to carry out 
the services we provide to our communities within the Association.  You 
will therefore play a crucial part in helping us to shape the services 
provided to residents. 


We want everyone to be able to have a say in how we manage our 
properties and tenancies and want to listen to every part of the 
community.  We want equal access, treatment and outcomes for all 
communities within Keniston’s stock.  


We hope that you will enjoy your time and gain some experience by 
being on the panel.  


Sue McDonnell 
Operations Director 
Keniston Housing Association 
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1. What is Keniston’s Resident Panel?


The panel began in May 2011 following a launch at an open day held at 
the Darrick Wood community centre.   We are interested in collecting 
feedback from all our residents and will come to you for your opinions 
on our services and specific issues. This could be at a local level for 
example, about your estate where you live or more strategic such as our 
policies and procedures which affect all our residents across all our 
communities.  


We want residents to get the best out of our services.  You are key to 
improving them or helping to shape them for the future.  We like to 
think that all our residents have the opportunity to influence the delivery 
and design of our services. 


Keniston staff go out into our communities to listen to residents’ 
experiences on certain issues, such as anti-social behaviour for example. 
These views will then be fed back to members of the panel for your 
comments and recommendations.  


2. How the panel is set up


Residents are asked their preferences as to what type of involvement 
activities they would like to be involved in and you will be asked to take 
part in focus groups, reading activities, surveys etc. depending on what 
you have indicated your level of interest as. 


3. Volunteer agreement


Keniston wishes to assure you of our appreciation of your volunteering 
with us and will do the best we can to make your volunteering 
experience with us enjoyable and rewarding. 


This agreement describes what you can expect from Keniston and the 
minimum standards of personal and professional conduct we expect 
from you. 
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We, Keniston Housing Association, will do our best: 


• To provide an induction on the work of the Association, it’s staff
and your role on the panel.


• To provide a named person who you can contact to discuss any
successes or problems.


• To do our best to help you develop your volunteering role with us.
• To reimburse any reasonable ‘out of pocket’ expenses incurred by


you during the course of your work.
• To try to resolve fairly any problems, grievances and difficulties


you may have while you volunteer with us.


I, name of resident, agree to do my best to: 


• Help the panel fulfil its aims and objectives.
• Perform my volunteering role to the best of my ability.
• Follow Keniston’s procedures and standards, including health and


safety, confidentiality, code of conduct, conflict of interest and
equality and diversity in relation to its staff, other volunteers and
residents.


• Maintain the confidential information of the organisation and of its
residents.


• Meet time commitments agreed to and give reasonable notice so
other arrangements can be made when this is not possible.
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This agreement is not intended to be legally binding.  There is no 
intention of an employment relationship.  


Name:  


____________________________ 
Signed by volunteer 


Date:   


____________________________ 


Name:   


___________________________ 
Signed on behalf of Keniston Housing 
Association 


Date:   


____________________________ 
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4. Role Descriptions 
 
Completing surveys and questionnaires 
You will be asked for your opinion by filling in a simple survey or 
questionnaire which could by email, post, telephone or internet.  
 
Reading and telephone panel 
You can be part of an informal Reading Panel, right from your own 
home. We would send you different items to read and ask you to 
respond with your comments and suggestions.  Alternatively, we can 
arrange to telephone you to ask you how you feel about certain services 
and policies.  This would only take about 10 minutes of your time.  
 
Talkback newsletter 
Would you like to help produce the residents’ Talkback newsletter?  You 
can send in suggestions for articles.  The newsletter is produced 3 times 
a year.  
 
Better Homes, Better Neighbourhoods 
This is an initiative to help improve the appearance of estates.  Every 
year we have a budget to spend on ideas which have come from 
residents.  You can join Keniston staff in helping us to prioritise where 
the money is spent.  
 
Complaints 
If a resident is not satisfied with our initial response to a complaint then 
it can go to a 2nd stage.  Here, a panel made up of Keniston’s committee 
members and residents hear all the facts of the case and decide 
whether the complaint is justified or not and what outcome is required 
to resolve the complaint.  
 
Focus (Discussion) groups 
Focus groups are made up of residents and staff.  They come together 
to discuss particular areas of service and give their opinions.  These are 
one-off groups. 
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Resident Inspectors 
You can telephone other residents to find out their experiences as a 
Keniston resident.  It is thought that residents are likely to give more 
honest feedback when they know they are talking to a fellow resident.  
 
Estate and scheme inspections 
You can get involved in how we provide our cleaning and gardening 
services to your area. You could take part in joint inspections with staff 
to make sure that our services are provided to the highest standard. 
 
Management Board membership 
They have the responsibility of ensuring that the Association is properly 
governed and managed, and is financially viable.  Residents are 
welcome to apply for a position on the board when one becomes 
available.  
 
 


Contact information 
 
Your main point of contact is Lynn Russ Engagement & communications officer, however if 
she is not available you can contact Sue McDonnell Operations Director.  
 
Keniston Housing Association 13 Artington Close Farnborough Kent BR6 7UL 
Email: lynnruss@kenistonha.co.uk or suemcdonnell@kenistonha.co.uk  
Phone: 01689 889700 
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		Name: 

		Date: 

		Name_2: 

		Date_2: 








 Volunteer policy 
 


 
1.  Introduction 
 
The Keniston resident panels are made up of a number of volunteers 
who are our residents, working to ensure that local voices are able to 
influence the delivery and design of our housing services.  Volunteering 
is one way that our residents are genuinely involved in this work. 
 
A ‘volunteer’ is defined as someone who commits time and energy for 
the benefit of others. There is no financial reward, but any out of pocket 
expenses will be paid for.  For Keniston, a volunteer is a person who 
makes a commitment to support Keniston in order to support resident 
engagement in the design and delivery of housing services. 
 
2. Benefits of Volunteers 
 


The benefits to Keniston of volunteers: 
 


• Volunteers can bring a perspective to our work that reflects the 
views of the local community. 


• Volunteers can help to shape services we currently provide. 
• Residents are more likely to identify with members of their own 


community, particularly if those communities are seldom heard. 
 
3.  Benefits for volunteers 
 


The benefits of volunteering with Keniston include: 
 


• Providing people with new challenges and a chance to learn new 
skills. 


• Volunteering can be a stepping stone into employment or training     
opportunities. 


• Volunteering can provide opportunities to meet other people. 
• Volunteering can provide an opportunity to be involved with 


something interesting, absorbing and rewarding. 
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4. Recruitment 
 
• All Keniston residents are automatically eligible to join the resident 


panel. Member preferences are agreed on joining. 
 
• All Keniston residents are eligible to apply for the Scrutiny Panel, 


but members are interviewed and selected based on the person 
specification for the role. 
 


• All opportunities for involvement will be advertised via the 
Resident panel newsletter, meetings, adverts, leaflets, by email 
and information stands at events.  
 
 


5.    Induction and Training 
 
• Volunteers will be invited to a meet and greet induction to find out 


about Keniston and meet some of the staff. These are held when 
we have enough members interested in attending.  


• The purpose of an induction is to welcome new members to our 
panels and make them feel a valued addition to the team. 
Induction will also cover roles and responsibilities. 


• When available, training will be given to volunteers to enable them 
to develop and improve their performance and personal 
development, taking into consideration the needs of the panels 
and the resources available.  


 
 


6.  Volunteer rights and Responsibilities 
  
Our volunteers can expect to: 
 
• Be given a task description depending on the role outlining the 


tasks they will be asked to perform and the level of responsibility 
which goes with them. 


• Have out-of-pocket expenses reimbursed.  
• Feel valued, supported and be treated with respect. 
• Be able to express their concerns or grievances. 







 Volunteer policy 
 


 
 


 
7.  Keniston expects its volunteers to: 


 
• Do their best when carrying out their roles. 
• Follow our policies, procedures and good practice guidelines. 
• Not act in a way which would bring harm to the Keniston 


reputation. 
• To treat with respect our staff, other volunteers, visitors, other 


agencies and organisations we work with. 
• Let the appointed person know if they are going to be late or 


unable to attend their agreed day / time. 
 


8.   Confidentiality 
 


• Keniston has an explicit Confidentiality Policy that all members of 
our committee, staff and volunteers must adhere to. 


 
9.      Conflict of interest 
 
• All members are expected to comply with our Conflict of Interest 


Policy, which includes completing an annual declaration. 
 


10. Resolving Problems 
 


• The relationship between Keniston and our volunteers is entirely 
voluntary and does not imply any contract.  However, it is 
important that we are able to maintain our high standards of 
quality and service, and it is also important that our volunteers 
should enjoy making their contribution to our service. 


• If volunteers have a complaint or grievance about our 
organisation, a member of staff, or another volunteer, then please 
come and discuss this with us.  


 
 
 Contact information 


 
Your main point of contact is Lynn Russ Engagement & communications officer, however if 
she is not available you can contact Sue McDonnell Operations Director.  
 
Keniston Housing Association 13 Artington Close Farnborough Kent BR6 7UL 
Email: lynnruss@kenistonha.co.uk or suemcdonnell@kenistonha.co.uk  
Phone: 01689 889700 
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Keniston Housing Association Limited 
13 Artington Close • Farnborough • Kent • BR6 7UL 
t: 01689 889 700 • enquiries@kenistonha.co.uk • www.kenistonha.co.uk 
 
Member of the National Housing Federation. Registered with the Homes and Communities Agency, Number L1965 
A registered society under the Co-operative and Community Benefit Societies Act 2014, Number 19475R with charitable status 


 
Ms Carole Palmer 
24 Isabella Drive 
 
 
5th June 2023 
 
Dear Ms Palmer 
 
Welcome to the Keniston Resident Panel 
 
Thank you for your interest in joining our panel. Keniston’s Residents Panel consists of 
residents from across all Keniston’s properties from all backgrounds, ages, and 
ethnicities. Panel members are contacted from time to time and asked to provide their 
views on all kinds of issues. This helps us to better understand how our residents want 
their services shaped in the future.  
 
There are different levels of involvement, and you can choose to take part in as little or 
as much as you wish to commit to, but it does require some level of engagement, Some 
of our interactions may be using online meetings. If you can use Zoom or Teams, 
please let me know.  
 
We publish an email newsletter for panel members twice a year to update members on 
the work of the panel and other housing news.  
 
Training is provided wherever possible, which can be in-house or at a designated 
venue, but a lot of courses are now online. We update the panel if any opportunities 
arise.  
 
You are welcome to join us on any of our estate walkabouts where you can see all our 
housing schemes. The next walkabout takes place on: Wednesday 14th June at 
Darrick Wood 10.30am meeting outside the office. I’d be happy to meet you for 
the walkabout.  
 
I hope that you find your time on the panel interesting and enjoyable. Having residents 
involved in what we do here at Keniston is crucial, ensuring that the organisation 
continues to provide a good service meeting the needs of its residents. Any input you 
have will be extremely valuable. 
 
In the meantime, if you have any questions, please do not hesitate to contact me.  
 
Yours sincerely 


 
Lynn Russ 
Engagement & Communications Officer 
Tel:  01689 889700 
Email:  lynnruss@kenistonha.co.uk 
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The responsibilities of the 
housing association’s board
The board of each housing association is ultimately responsible for the 
actions, policies and work of their association. It is their responsibility to 
make sure that all those concerned can comply with this Code.


The boards and senior staff of housing associations have a responsibility to set an appropriate 
framework of policies, delegations and procedures. A culture must be promoted which enables 
and supports all individuals to meet their responsibilities, as set out in the Code, and deliver the 
best possible service for residents and customers. 


Arrangements must be in place for people to ask for further information or guidance they may 
need about the application or detail of this Code. 


Introduction
It is vital for the reputation of social housing that everyone who works for, or 
represents, a housing association is held to the highest standards of conduct. 


This Code sets standards appropriate for housing associations that are members of the 
National Housing Federation. The Code is for use by individual staff, Board members and 
certain involved residents. 


This Code is a companion document to the National Housing Federation’s Code of Governance 
(2020), and the two are designed to be used in conjunction. We have sought to make sure there 
is no duplication between the two.
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How the Code is structured
The Code is split into four main parts, each embodying a key theme 
arising from the mission and values of housing associations. The four parts 
of the Code are:


1.
Acting in the best 
interests of the housing 
association and its 
residents: 
you have a responsibility to 
carry out your role in line 
with the social purposes 
of the association.


3.
Conducting yourself 
professionally and 
treating others well: 
professionalism, consideration 
and respect for others, and a 
commitment to the principles 
of equality, diversity and 
inclusion, are fundamental to 
the delivery of social purpose.


2.
Behaving with integrity: 
the reputation and good 
name of the association 
depends in part on 
compliance with this Code, 
and with the laws, policies 
and procedures that it refers 
to. The integrity of those 
involved needs to be beyond 
doubt, and seen so to be. 


4.
Protecting yourself, 
others and the 
environment: 
you have a responsibility while 
on the housing association’s 
business to protect your own 
health, safety, security and 
wellbeing and that of others, 
and, where reasonable, to 
make the most positive possible 
environmental impact.


Each part of the Code comprises a set of principles and detailed expectations. Where its 
requirements apply differently to different groups (board members, involved residents 
and staff) we use subheadings within the relevant section to distinguish them. 
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Application of this Code
The Code cannot aim to cover every situation in which people may find 
themselves as they perform their roles. 


You need to apply good judgement even where the code does not contain specific requirements. 
It is always important to consider how any action taken or decision made aligns with the housing 
association’s purpose and values, and what impact it may have upon residents and reputation. 


The application of this code will be supported by policies and procedures specific to individual 
housing associations. The Code was written so it may be adopted as it stands, however some 
housing associations may wish to adapt the Code for their unique circumstances.


Compliance with this Code
The Code covers the conduct of individuals and although we have 
provided compliance checklists for other Codes, the administrative burden 
of evidencing every individuals’ compliance with the Code would be 
disproportionate. 


For those who choose to adopt the Code, we recommend as a minimum the Code is presented 
to the board in full and a formal resolution is recorded in relation to its adoption including who 
the code will be applicable to. Once the code has been adopted, it should be made available to 
those it covers.


Some housing associations may wish to seek further assurances in relation to Code knowledge 
and compliance. It will be down to individual associations to decide on how best to approach 
this, for example an approach similar to HR case reporting may be considered appropriate for 
complaints made under the code so that the board can understand compliance.
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Legal requirements 
and policies
The Code is written on the assumption that those using it will comply with 
all legal and regulatory requirements relevant to this Code and with all of 
their housing association’s policies, procedures and employment contracts. 


We have not referred to specific policies or pieces of legislation, firstly to keep it short, but also to 
keep it focused on the principles. It is also the case that laws and policies may change during the 
lifetime of this Code. 


Users of this Code must have access to all relevant policies and procedures, for example, in a staff or 
governance manual, or on an intranet. They must also be covered in the induction of new colleagues. 


Who does the Code apply to?


1.	 As board members are not employees the document engaging them will not be a contract e.g. it may be a deed of 
agreement for services.


The Code sets standards of conduct for people who are involved within 
housing associations. These will normally be staff and board members 
and may include certain volunteers, involved residents and contractors 
depending on their level of involvement. It will be up to each association to 
decide to whom the Code applies. 


It is also up to each association to decide what part of this code applies to temporary and permanent 
staff. If a member of staff or board member who has a contract1 of employment is in conflict between 
their contract and this code, the contract takes precedence.


For housing associations or other organisations within a group structure, the group governing body 
will need to decide whether this Code applies to subsidiaries or whether a different code of conduct 
may be more appropriate.
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Terminology used in 
this Code


‘Board’ 
Includes any board of management, 
management committee, board of trustees, and 
all similar governing bodies however named.


‘Board member’ 
Includes all members of governing bodies 
whether they are formally known as non-
executive directors, trustees, board members, 
management committee members, etc. It 
includes co-optees and any other nominees, 
whether or not they enjoy voting rights, and all 
members of sub-committees who are not also 
members of the main governing body.


‘Contractors’ 
Includes those other than board members, staff 
and involved residents who are directly involved 
in delivering the housing association’s business 
activities. This includes contractors, sub-
contractors, consultants and agents.


‘Housing association’ 
Refers to all organisations that are members of 
the National Housing Federation. This includes 
other types of housing organisation – such as 
charities, co-operatives and companies – that 
are members of the National Housing Federation.


‘Involved resident’ 
Includes residents and other customers (as 
defined below) who are formally involved 
in delivering, or scrutinising, the housing 
association’s business activities. It will be up 
to each association to decide which involved 
residents this Code applies to; we would 
recommend it only applies to those who exercise 
a level of seniority within the association, for 


example, those who attend board or committee 
meetings or are members of a scrutiny panel. 
Some involved resident groups may instead 
operate to their own Code of Conduct. 


‘Known relationship’ 
For the purposes of this code means 
related parties and close connections, it 
is not envisaged that relationships with 
acquaintances should be covered by this term. 


‘Microaggression’ 
Is a term used for brief and commonplace verbal, 
behavioural or environmental slights that may 
communicate hostile, derogatory, or negative 
attitudes towards certain groups of people.


‘People with whom you are closely 
connected’ 
In broad terms, means your family, relatives 
or business partners as well as businesses in 
which you have an interest through ownership 
or influence. The term includes your spouse or 
unmarried partner or civil partner, children, 
siblings, grandchildren and grandparents.


‘Residents and other customers’ 
Includes residents, tenants, leaseholders, 
shared owners and users of other services 
provided by the housing association.


‘Staff member’ and ‘staff’ 
Includes the housing association’s employees 
and any other persons fulfilling the role of 
a paid employee, such as those deemed to 
be workers, interim placements, or those on 
secondment from another organisation. 
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PART I: Acting in the best 
interests of the housing 
association and its residents
You have a responsibility to discharge your role in line with the purposes and 
values of the housing association. 


A. Meeting your responsibilities


The principle


You must fulfil your duties and obligations 
responsibly, acting at all times in good faith and 
in the best interests of the housing association 
and for the delivery of its strategic objectives.


Expected of all


A1	 You must always try to fulfil the 
requirements of your role to the best 
of your ability. If any circumstances 
arise that limit your ability to meet your 
responsibilities, you must raise this 
through the appropriate channels.


A2	 In carrying out your role, you must always 
seek to further the housing association’s 
strategic objectives, reflecting the housing 
association’s desired culture. 


A3 	 You must not act in a way that 
discriminates against, or unjustifiably 
favours, particular individuals, groups or 
interests, including on the basis of any 
protected characteristics they may have.


A4 	 You must consider the impact of your 
actions on the safety and wellbeing 
of residents.


Expected of board members


A5	 You must respect the principle of 
collective decision-making and 
corporate responsibility.


A6	 You must ensure that you declare to the 
housing association any relevant personal 
relationships, employment and other 
appointments you hold, and that these do 
not interfere with your ability to perform or 
conflict with your role as a board member.


Expected of staff members


A7	 You must consult your manager before 
taking any other paid or voluntary work 
that may interfere with your existing 
job, or conflict with terms set out in your 
contract of employment. 
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B. Representing the housing association


The principle


In representing the housing association in 
any capacity, including at external events, 
in dealings with outside bodies and on social 
media, you are an ambassador for the housing 
association and must uphold and promote its 
values, objectives and policies.


Expected of all


B1	 In representing the housing association, 
you must act in accordance with its 
values, policies and goals.


B2	 You must not conduct yourself in a 
manner that could reasonably be 
regarded as bringing the housing 
association into disrepute. 


B3	 You must not make derogatory, false 
or otherwise damaging comments, in 
person or through any medium, about the 
housing association or any person, service 
or organisation connected with it.


B4	 You must not seek to officially represent 
the views or position of the housing 
association without prior authority. 


B5	 You must adhere to the housing 
association’s policies in the use of email, 
intranet and internet services including 
social media. 


B6	 When representing the housing 
association through any medium, 
including social media, you must at all 
times act with professionalism. 


B7	 Where any personal social media 
accounts refer to your role with the 
housing association, you must make 
it clear in what capacity you are 
communicating.


B8	 If you intend to engage in an activity, 
including political or campaigning 
activity, which may reasonably 
be regarded to affect the housing 
association, you must obtain prior 
consent. Such consent must not be 
unreasonably withheld unless your 
activity poses a material risk to the 
association.


Expected of board members


B9 	 Individuals with a conflict should not take 
part in discussions and decisions relating 
to that conflict and should be prepared to 
resign if the conflict is material or long-
standing, and in the opinion of the board 
cannot be managed appropiately.
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PART II:  
Behaving with integrity
The reputation and good name of the housing association depends on compliance 
with this Code, and with the laws, policies and procedures that it refers to. The 
integrity of those involved needs to be beyond doubt, and seen so to be.


C. Conflicts of interests


The principle


You must take all reasonable steps to make sure 
that no conflict arises, or could reasonably be 
perceived to arise, between your duties to the 
association and your personal interests, other 
duties and relationships.


Expected of all


C1	 You must formally declare to the housing 
association, at the earliest opportunity, 
any interests which may, or may be 
perceived to or may in the future, conflict 
with the duties of your role. 


C2	 You must declare any known relationship 
to a person applying for or performing a 
role within the housing association and 
must not be involved in their appointment, 
performance management or reward. 


C3	 You must declare any known relationship 
to a resident, potential resident or other 
customer of the association. You must not 
be involved in decisions relating to their 
relationship with the housing association, 
or seek or accept preferential treatment 
for them. 


C4	 You must declare any known relationship 
to a person or organisation seeking 
appointment as a contractor or supplier to 
the association and must not be involved 
in their appointment, performance 
management or reward. 


C5 	Except where specifically permitted, as set 
out in the housing association’s relevant 
policy, you must avoid using its contractors 
and suppliers for private purposes. 


C6	 You must not use, or attempt to use, your 
position to promote personal interests or 
those of any connected person, business 
or other organisation for personal gain. 


Expected of board members


C7 	 Individuals with a conflict should not take 
part in discussions and decisions relating 
to that conflict and should be prepared to 
resign if the conflict is material or long-
standing, and in the opinion of the board 
cannot be managed appropriately.
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D. Bribery, gifts and hospitality


The principle


In your role with the housing association, 
you must not offer, seek or accept bribes 
or inducements to act improperly or 
corruptly. You must not seek or accept gifts, 
hospitality or other benefits from individuals 
or organisations that might reasonably 
be seen to compromise your judgement or 
integrity or place you under an obligation to 
those individuals or organisations. You must 
not seek or accept preferential treatment 
in the provision of benefits such as housing 
accommodation or employment.


Expected of all


D1	 You must not solicit or seek gifts or 
hospitality or other benefits.


D2	 Any gifts or hospitality offered to or by 
you must be either declared or declined 
according to your housing association’s 
policies. 


D3	 If you are offered a bribe, hospitality or 
a gift, which is or may be in return for 
expected preferential treatment, you must 
decline and declare this immediately to 
the appropriate person. 


E. Funds, resources and personal benefit


The principle


You must not misuse the housing association’s 
funds or resources, or seek preferential 
treatment for your own personal benefit.


Expected of all


E1	 You must ensure that the housing 
association’s funds and resources are 
used properly and efficiently.


E2	 Your procurement decisions must be 
guided by the housing association’s 
policies and fairness in decision-making 
and in line with relevant law. 


E3	 You must take all reasonable measures to 
protect the housing association’s funds, 
resources, property and assets from 
fraud, theft, damage and misuse.


E4	 If you claim reimbursement for any 
expenses you must do so in line with 
the housing association’s policies 
and procedures. 
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F. Confidentiality 


The principle


You must process information in accordance 
with the law and the housing association’s 
policies and procedures.


Expected of all


F1	 You must not disclose, without the 
required permission and authority, any 
personal data about tenants, customers, 
staff or colleagues.


F2	 You must not disclose, without authority, 
any confidential or sensitive business 
information. This duty continues to apply 
after you have left the housing association 
or stepped down from your position.


F3	 You must not, without authority, pass or 
distribute to the press or media or any 
other external recipient(s) any unpublished 
information or materials relating to the 
association, unless you are doing so in 
accordance with the housing association’s 
whistleblowing policy and procedure.


F4	 You must not prevent another person from 
gaining access to information to which 
they are entitled to by law.


G. Reporting concerns


The principle


You must report to the appropriate person 
within the association any reasonable 
suspicions you have about possible 
wrongdoing in line with your association’s 
relevant policies and procedures. 


Expected of all


G1	 If you have a concern about possible 
wrongdoing, you must immediately report 
it via the appropriate internal channel or 
external body. This includes becoming 
aware of potentially dishonest or 
fraudulent activity, and material breaches 
of this Code or relevant legislation 
including health and safety. 


G2	 If you believe that you are being required 
to act in a way which conflicts with this 
Code or legislation, you must immediately 
report it via the appropriate channel.


G3	 You must not victimise or disadvantage 
any person who uses or intends to use 
the housing association’s confidential 
reporting (whistleblowing) procedures to 
report actual or alleged wrongdoing.
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PART III: Conducting yourself 
professionally and treating 
others well
Professionalism, consideration and respect for others, and a commitment to the 
principles of equality, diversity and inclusion, are fundamental to the delivery of 
social purpose.


H. Respect for others


The principle


You must treat all others with respect 
and consideration.


Expected of all


H1	 You must treat everyone you meet in 
the performance of your role with equal 
respect, care and consideration. 


H2	 You must show respect for individuals’ 
chosen identities.


H3	 You must promote, through your 
own behaviours, an organisational 
culture that is welcoming, accepting 
and accommodating to people of all 
backgrounds, cultures and personal and 
protected characteristics.


H4	 You must not harass, bully or attempt to 
intimidate any person, or use threatening 
or aggressive behaviour or other 
discriminatory behaviours. You must seek 
to avoid microaggressions in your speech 
and behaviour. 


H5	 You must not display materials in your 
workplace or use language in the 
performance of your role which other 
people might reasonably find offensive.


H6	 You must report through appropriate 
channels any instances of unfair or unequal 
treatment in the workplace and, where it is 
your role to do so, you must investigate any 
such reports thoroughly, with compassion 
and respecting confidentiality.
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I. Working with residents and other customers


The principle


You must be professional, fair and courteous 
in all your dealings with residents and 
other customers.


Expected of all


I1	 You must seek and value views from 
residents and other customers when 
making decisions that will affect them. 


I2	 You must not allow any personal 
relationship with a resident or other 
customer to influence how you discharge 
your role and responsibilities.


I3	 You must not give personal gifts or loans 
of money to, or receive personal loans 
or gifts of money from, residents or 
other customers.


I4	 You must handle residents’ and other 
customers’ money only where absolutely 
necessary, and ensure that a receipt is 
completed for every transaction. In any 
event, you must operate in accordance 
with the association’s financial policies, 
procedures and controls to ensure 
appropriate handling of any and all funds.


I5	 You must not invite or influence a resident 
or other customer unless they are a 
person who you are closely connected to, 
to make a will or trust under which you are 
named as executor, trustee or beneficiary.
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J. Professional relationships


The principle


Board members, staff and involved residents 
must maintain constructive, professional 
relationships with each other, based on a 
sound understanding of their respective roles.


Expected of all


J1	 You must not ask or encourage the 
commitment of wrongdoing, including any 
breach of this Code.


Expected of board members


J2	 Your relationships with staff and involved 
tenants must be constructive and 
professional.


J3	 You must set an example by 
demonstrating the highest standards of 
integrity and ethics and your alignment 
with the values, policies and objectives of 
the housing association.


Expected of board members and 
involved residents


J4	 Where it is necessary to raise issues of 
staff, board or contractor performance, 
these must be raised constructively and 
through the appropriate channels.


J5	 You must not undermine or appear to 
undermine the authority of a senior officer 
in his or her dealings with a more junior 
member of staff.


J6	 You must behave in a professional manner, 
maintaining independence and integrity 
at all times. This will include avoiding 
inappropriate personal familiarity with 
members of staff.


J7	 Unless you have specific and, where 
practicable, written delegated authority 
to do so, you must not individually give 
instruction or direction to any member of 
staff or contractor. 


Expected of staff members


J8	 You must behave in a professional manner, 
maintaining independence and integrity 
at all times. This will include avoiding, 
in a professional setting, inappropriate 
personal familiarity with board members 
and involved residents.


J9	 You must not use informal channels to 
lobby or influence board members or 
involved residents on matters of the 
housing association’s business.


J10	You must not knowingly mislead the 
board2 or any of the housing association’s 
committees or panels. In presenting 
information, you must set out the facts 
and relevant issues and risks truthfully.


2.	Including subsidiary boards
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K. Learning and development


The principle


In partnership with the housing association, 
you must take responsibility for your own 
learning and development, regularly updating 
and refreshing your skills and knowledge.


Expected of all


K1	 You must play an active part in the 
housing association’s supervision and 
performance appraisal processes as 
applying to you. 


K2	 You must offer open and constructive 
feedback to others and invite feedback 
about your own performance.


K2	 You must make your personal training and 
development needs relevant to your role 
known to the association.


K3	 Unless there are exceptional reasons, you 
must attend learning and development 
events as required.


Expected of board members


K4	 You must keep your knowledge up to 
date in those areas in which you are a 
specialist, as well as keeping abreast of 
any matters relating to your association 
and the wider housing sector.


17


Code of 
Conduct







PART IV: Protecting 
yourself, other people and 
the environment
You have a responsibility while on the housing association’s business to 
protect your own health, safety, security and wellbeing and that of others, 
and to minimise harmful environmental impacts.


L. Health, safety and security


The principle


Your conduct, actions and decision making 
must promote the health, safety, security and 
wellbeing of yourself or others.


Expected of all


L1	 You must not knowingly put your own 
or others’ health, safety, security or 
wellbeing unnecessarily at risk. 


L2	 If you have any concerns about the health, 
safety, security or wellbeing of yourself, 
another individual or a group of individuals 
connected with the association, you 
must report this immediately through the 
appropriate channels. 


M. Protecting the environment


The principle


Within your role at the association, you must 
strive to avoid or reduce possible negative 
environmental impacts.


Expected of all


M1	 In carrying out actions or making 
decisions in the performance of your role, 
you must consider the environmental 
impact of your decisions and where 
you are able, seek to achieve positive 
environmental outcomes.


Expected of board members


M2	 You should consider the long term 
environmental impact of your decisions.
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The National Housing Federation represents housing 
associations in England. Our members provide more 
than two and a half million homes for around six 
million people. And each year they invest in a diverse 
range of neighbourhood projects that help create 
strong, vibrant communities.


www.housing.org.uk 
@natfednews
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