
Page 1 Feedback Ferret® and the Feedback Ferret logo are Registered Trademarks of Feedback Ferret Ltd.www.feedbackferret.com

Bridging The Gap Between Resident Feedback And Regulatory Compliance

Paper 1: Health And Safety

Bridging The Gap Between 
Resident Feedback And 
Regulatory Compliance

THE FEEDBACK FERRET HOUSING WHITE PAPER SERIES: 



Page 2 Feedback Ferret® and the Feedback Ferret logo are Registered Trademarks of Feedback Ferret Ltd.www.feedbackferret.com

Bridging The Gap Between Resident Feedback And Regulatory Compliance

Living conditions are increasingly coming under 
public scrutiny. Post-Grenfell, authorities have faced 
greater pressure to provide a safe home to all social 
housing residents – allowing for those who are more 
vulnerable to certain conditions. As part of that 
pressure, regulators are requesting that housing 
associations have named senior officials who ensure 
health and safety concerns are recognised and 
acted on, and are held to account in the event of any 
breaches.

We understand that this is a complex issue. The 
fact is, identifying and remediating hazards is 
problematic. The sheer volume of answers and 
unique scenarios that residents describe when giving 
feedback can take hours to decipher, categorise, 
and report on. What’s more, their circumstances 
can change rapidly. And this is before mentioning 
the time and cost involved in making physical 
inspections, which can feel invasive.  

Foreword

Piers Alington,  
CEO of Feedback Ferret

In this white paper, we explain how you can 
demonstrate to the regulator that you have the 
systems in place to listen to and address the health 
and safety concerns of your residents. Part of 
this involves showing that you have a culture of 
continuous improvement in place. We explore the 
role of our technology in establishing a baseline 
using your existing data, from which you can 
identify the most urgent issues on a daily basis and 
demonstrate performance improvements over time.

We hope you find this white paper a useful starting 
point in using the feedback from your residents to 
better adhere to strengthening regulations.
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In recent years, the health and safety of residents 
has come into sharp focus. News outlets, such as ITV 
News and The Times, have been regularly exposing 
“disgusting” social housing conditions, concluding 
that resident feedback is not always listened to. One 
high-profile example revealed that a cancer patient 
continued to live in damp and mouldy conditions 
despite complaining to her landlord.

“ Since publishing our investigation into 
Croydon Council, more than 400 people 
have contacted ITV News documenting  
their poor housing conditions.” 
ITV News

 

The government and other authorities have moved 
to respond. Caps on financial penalties are due to be 
removed, and those who fail health and safety tests 
will be significantly penalised. What’s more, judging 
by the recent appointment of Peter Baker, the first 
ever Chief Inspector of Buildings for England, these 
repercussions are showing no signs of softening.

“ I am honoured to be appointed as the  
first Chief Inspector of Buildings and for the 
opportunity to play a lead role in bringing 
about the biggest change in building safety 
for a generation.” 
Peter Baker, Chief Inspector of Buildings for England

Indeed, you only need to look to the government’s 
2020 Social Housing White Paper to see how they’re 
stepping up the pressure on the sector. In its seven 
chapters, they highlight the existing regulations with 
the highest priority and where the regulator will be 
afforded greater enforcement powers in the future.

“ We want to see a transformed consumer 
regulatory regime which holds landlords  
to account in maintaining good quality 
homes and services, prioritising safety, 
treating tenants respectfully and being 
transparent with information.” 
The Charter for Social Housing Residents:  
Social Housing White Paper

How are health and safety regulations changing?

The biggest focus of the government’s white paper 
is, of course, the health and safety of residents. 
Chapter 1 outlines how all homes should be kept 
to an essential minimum standard to ensure safety, 
highlighting the need to “take action if [local 
authorities] identify a serious ‘category 1’ hazard 
in homes”. It also describes how regulators will 
expect housing associations to “embed a culture of 
continuous improvement”, and be able to benchmark 
their performance when it comes to engaging, 
informing and listening to their residents.

“ Expect the regulator to bring in a set of 
tenant satisfaction measures for all landlords 
on the things that matter to tenants, and 
expect landlords to report to every tenant 
on such matters at least once a year, if not 
continuously using technology.”
The Charter for Social Housing Residents:  
Social Housing White Paper

The government recognises that the severity level 
relates to both the condition of the property and 
the risk it poses to the resident themselves, which is 
often dependent on their vulnerable circumstances 
(e.g. age, ability, health and level of support). The 
challenge for housing associations lies in identifying 
and remediating hazards using comments received 
through call centres and other channels. You must 
sort through the myriad ways a resident will talk about 
their home conditions, and do this all on a regular 
basis as the circumstances of your residents change.

The Feedback Ferret solution  
identifies Category-1 and  
Category-2 hazards as  
detailed in the Housing  
Health & Safety Ratings 
System (HHSRS).

https://www.itv.com/news/2021-04-13/investigation-launched-into-disgusting-damp-and-mouldy-council-housing-after-itv-news-report
https://www.itv.com/news/2021-04-13/investigation-launched-into-disgusting-damp-and-mouldy-council-housing-after-itv-news-report
https://www.thetimes.co.uk/article/bill-for-unsafe-council-homes-could-cost-social-landlords-tens-of-millions-h96nnfv97
https://www.itv.com/news/2021-04-14/cancer-patient-living-in-mouldy-flat-offered-new-home-following-itv-news-report
https://www.itv.com/news/2021-04-14/cancer-patient-living-in-mouldy-flat-offered-new-home-following-itv-news-report
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Chapter 5 of the government’s white paper contains 
a requirement for landlords to provide a more 
effective way for residents to have their “voice 
heard”. In other words, a way that allows residents 
to raise concerns that are acknowledged and acted 
upon in a timely fashion.

The key word here is ‘timely’. Understanding the 
health and safety concerns of residents means there 
must be a robust way of engaging and listening to 
them, and then turning their comments into actions. 
However, the current means by which residents 
raise concerns about their homes doesn’t always 
allow for this.

“Alongside giving residents the right tools 
and opportunities, landlords themselves will 
need to have the right skills and approach 
for engagement to really work.”
The Charter for Social Housing Residents:  
Social Housing White Paper

Why are traditional feedback solutions no longer adequate?

Previously, the sector has periodically asked 
prescriptive questions to gauge satisfaction levels, 
like those found in the HouseMark STAR surveys. 
This is great for benchmarking purposes and 
monitoring improvements to satisfaction over time. 
However, these types of surveys often don’t allow the 
resident to make free-form comments.

Alternative ways of listening have been implemented, 
including call centres, web forms, email surveys 
and SMS messages, to name a few. But while these 
methods do attract feedback, the scale of responses 
(now across multiple platforms) is difficult to address 
at all, never mind in a timely manner.

The government believes that landlords and social 
housing associations can improve their relationships 
with residents by providing quicker outcomes – and, 
importantly, to always be continuously improving. Of 
course, all associations strive towards this, but it may 
mean a dramatic overhaul of processes for some. 

The simple truth is that it is challenging to manually 
assess every issue raised by residents and prioritise 
them effectively – especially in large organisations. 
So, what’s the solution?

To be safe in your home.

To know how your landlord is 
performing, including on repairs, 
complaints and safety, and how it 
spends its money.

To have your complaints dealt with 
promptly and fairly, with access to a 
strong Ombudsman.

To be treated with respect, backed 
by a strong consumer regulator and 
improved consumer standards for 
tenants.

At the heart of the white paper is the Charter for Social Housing Residents

To have your voice heard by your 
landlord.

To have a good quality home and 
neighbourhood to live in, with your 
landlord keeping your home in good 
repair.

The government will ensure social 
housing can support people to take 
their first step to ownership.
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As a housing association, you have three possible 
options: continue to use traditional methods, employ 
a dedicated team, or embrace a modern solution. 
Here, we break each choice down:

Continue to use traditional methods
A number of housing associations will feel secure 
with their current systems, believing that they 
provide homes that are both safe and pose little 
risk to residents – including those with health 
conditions. While this may be true, the challenge 
these associations face is that the regulators are also 
looking for signs that they will embrace the digital 
transformation being implemented across the country.

The 2020 Social Housing White Paper explains this 
further when stating that regulators want to “embed 
a culture of continuous improvement in landlords’ 
approach to tenant engagement”. In other words, 
they’re expecting you to establish a baseline, along 
with a progressive attitude, that you can build upon to 
create a safer housing solution.

What options are available to me?

Any landlord or association that falls below an 
acceptable threshold will be given “performance 
improvement plans”. By creating a baseline for 
continuous improvement, however, you demonstrate 
your ongoing commitment to improving the living 
conditions of your residents. You also reduce 
your chances of missing issues that could result 
in significant penalties, negative publicity and a 
detrimental impact on G1/V1 ratings.

Employ a dedicated team
If you’re a small housing association, it may well be 
possible (but potentially expensive) for an analyst 
or a team of analysts to assess each and every 
issue raised. But for larger associations, this will be 
exceptionally challenging. Regularly sifting through, 
reviewing and reporting on hundreds or thousands 
of comments would come at the cost of enormous 
overheads, and still allows for human error.

To demonstrate to a regulator that you are doing 
this consistently and accurately, you would still need 
to embrace some kind of system that your team 
could communicate through and flag both category 
1 and category 2 hazards. Simply searching through 
comments for words like ‘cancer’ won’t necessarily 
help you identify the most vulnerable either. 
Residents are humans – they use slang terms, make 
spelling mistakes, and may even be more specific.

In the case of cancer, there are hundreds of named 
variants and even more treatments that a resident 
might write down instead. It would take a member 
of your team to familiarise themselves with each of 
these variants and treatments, and then go through 
each comment to ensure an afflicted resident hasn’t 
raised an issue. Even then, your residents’ vulnerable 
circumstances can change. A sudden heart condition 
or the identification of damp can mean that a 
previously categorised individual is suddenly in need 

of your immediate support. 

Regardless of how hard they may be to find, the 
consequences of missing these details are severe, 
and sometimes fatal.

Asthma

P1

P1 P1

P2P2

Cancer 
Patient

Door 
Fitting

Damp & 
Mould

Unhappy

Depression
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Embrace a modern solution
Many housing associations will already be using 
technology to collect and record resident comments 
from existing channels. Thanks to tools such as 
the Orchard CRM from MRI Software and the QL 
Housing Management System from Aareon, you 
may already have data available for immediate 
analysis. These comments will be gained from a mix 
of periodic questionnaires, structured surveys, call 
center agents, web-forms and channels such as chat 
services. Combining all of these means they can 
provide the expected baseline for performance.

Using an AI platform, trained to spot keywords and 
flag escalating issues relating to health or living 
conditions, you can automatically sort through 

this data. The downside is that these tools take an 
enormous amount of resources to set up, and more 
to maintain. They won’t immediately know what 
search terms to seek out, and will rely on a member 
of your team to input all the possible phrases and 
combinations of phrases that need to be flagged if 
submitted by a resident.

Generic text analytics platforms can help reduce the 
strain on your analysts by translating large volumes 
of feedback with improvements to commercial 
performance as the end goal. However these tools 
are rarely sector specific and are not aligned to 
health and safety concerns.

Protection Against 
Accidents (D)

Protection Against 
Infection  (C)

Hygiene, Sanitation 
& Water Supply

Psychological
(B)

Space, Security, 
Light & Noise

Damp and depression P1

Damp and respiratory P1

Damp and bathroom P2

Damp and rainproof P2

Physiological
(A)

Pollutants

Asbestos

Biocides

Carbon 
monoxide

Hygrothermal 
Conditions

Damp and 
 mould

Excess cold

Excess heat

Examples of Topics and Themes Pre-coded against the HHSRS
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Electric Shocks,  

Fires, Burns & Scalds
Collisions, Cuts 

& Strains
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How can Feedback Ferret help?

We take a different approach to text analytics. As 
experts in the housing sector, our software comes 
pre-programmed with all the necessary phrases and 
search terms. This means that you can kick-start 
your culture of continuous improvement from the 
moment you sign up. The result? Your organisation 
immediately recognises the most significant issues 
amongst your residents.

It’s clear that technology is the best option out of 
the three described earlier in this white paper, but 
it is vital to find the right technology capable of 
handling the complexities of free-form text. This 
includes all possible conditions and treatments, all 
biocide products authorised for use in the UK, and 
all the ways in which residents will talk about their 
vulnerabilities and poor housing conditions – from 
lead pipes and asbestos to cold homes and damp. 
And that is exactly what our HHSRS solution does.

We use Text Analytics to assess every comment, 
review all mentions of home conditions and 
vulnerabilities, and then report that as a category 1 or 
category 2 hazard in accordance with the prescribed 
regulations. It’s even programmed to register 
misspellings, colloquialisms, slang, idioms and 

many other language nuances. This is essential, as 
missing a misspelled health condition could result in 
unsafe housing and even loss of life. In the example 
below, emphysema is spelt incorrectly – unless your 
software accounted for this misspelling, your team 
wouldn’t recognise the potential threat to life.

“I believe that I have damp, the contractor 
disagrees and said that it’s mold, so I 
wasn’t best pleased about that. He said 
that someone would come back and sort it 
out but I’ve not heard from them since. The 
cupboards under the sink are really bad, 
its beyond a joke now. I have emfysema so 
I’ve had to buy dehumidifiers and put them 
around the house to collect the water and 
stop the spread.”

Our solution will even notify you when a category 
2 hazard is elevated to a category 1. The identified 
hazards will then appear in your reports on a next-
day basis, although they can optionally be routed 
via email or SMS text immediately to front-line staff. 
Of course, it’s the action of your team that will make 
the difference to residents, but using Feedback 
Ferret can go a long way to proving to regulators that 
you care about the safety of your residents and are 
committed to continuously improving.

Using  
feedback 

update records 
on residents 

vulnerabilities

Improved 
turnaround 

times for 
residents

Prioritisation  
of response by 
level of safety 
concern (Hot 

Alerts)

Automate 
time 

consuming 
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Data 
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close to  

real-time

Identify  
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Efficient 
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Housing 
Health and 

Safety Ratings 
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In just four clicks, it’s possible to go from a high-level 
view of all classes of harm to a specific focus area 
(e.g. damp). Your users would simply need to follow 
a journey like: 

How does our HHSRS solution work?

Geographical Area  >  Class of Harm  >   
Class of Harm Priority Level  >  Verbatim Comment

This allows users to more easily understand which 
issues are urgent, and read the comment in question 
if necessary. In this way, you are only ever a few 
clicks away from viewing urgent issues within tens of 
thousands of comments. And we mean thousands. 

After reviewing the statistical data of our housing 
association clients, our analysts have predicted that 
there will typically be 10,000 enquiries per month 
for every 30,000 homes under management. When 
analysing 10,000 comments during the test phase of 
our solution, 142 issues were identified – 59 of which 
were category 1 and 83 were category 2. All being 
equal, one might expect a handful of priority hazards 
to be identified every day for a 30,000-homes 
housing association.

Within the 29 classes 
of harm, there are 188 
category 1 hazards 
and 137 category 
2 hazards. These 
hazards are derived 
from 1672 topics, and 
over a million sub-
topics. This means that 
there are potentially 
billions of terms and 
combinations of terms 
that our text analytics 
solution can report on.
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Automatically transform 
resident comments into easy-
to-understand, actionable 
insight using sophisticated 
text analysis. 

Consolidate all your 
feedback from residents, 
from any source, into a 
single analysis and reporting 
platform.

Enable users to view all 
classes of harm, or drill 
down to specific hazards or 
comments, to more quickly 
act on feedback.

Dashboard ReportsAlerts

Text Analytics

Telephone 
Surveys

SMS  
Surveys

Email  
Surveys

Employee
Feedback

Kiosks  
& Tablets

Website 
Feedback

Online  
ReviewsSocial  

Media

Our HHSRS solution makes 
it easy for you to identify 
potential hazards, protect 
against penalties, and help 
those in your care.

Using text analytics, Feedback Ferret transforms resident 
comments into actionable insight.

Capture the ailments and vulnerabilities of your 
residents real-time, updating your records to support 
appropriate actions for other areas of responsibility.
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The cost of failing to comply with regulations or 
missing serious safety issues due to feedback 
inaction can be significant. Add to this the cost of 
misplaced internal resources caused by incorrectly 
assessing the data in-house, and the impact on your 
housing association is huge. That’s where our users 
often make their biggest saving: by negating the 
need for an entire compliance team to work through 
reams of data.

Additionally, you can demonstrate to the regulator 
that you have a clear process for soliciting feedback 
from your residents, and use technology to act upon 
the insights you receive. This will go a long way to 
satisfying them that there is a focus to get things 
done ethically, efficiently and in a timely manner.

On top of this, our pricing allows you to get the most 
return on your investment. Basic plans fall into the 
“two competitive quotes” territory, helping to avoid 
the lengthy request-for-proposal process.

Bridging the gap: what’s the ROI?

But perhaps the biggest takeaway from this is 
that regulatory pressures are not going away. The 
government is looking to hold landlords to greater 
account and is expecting housing associations to 
embrace these changes and constantly seek to 
deliver the best service possible. Simply put, our text 
analytics software is the most effective means of 
doing this.

Not only will you demonstrate a commitment to 
continuous improvement, but you’ll also break down 
the silos within your organisation. Our reports allow 
all members of staff to see the same data – the 
same truth. When your teams are working as a more 
cohesive unit, they’re better able to perform the job 
they’re so passionate about: ensuring residents have 
a voice and a safe home. 

For more information about how we can help you 
monitor resident feedback to ensure regulatory 
compliance, visit our website.

https://www.feedbackferret.com/industries/health-safety?utm_source=White%20paper%20bottom%20link&utm_medium=white%20paper&utm_campaign=HHSRS%20White%20paper
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To find out more about how we 
help landlords analyse resident 
satisfaction levels and meet 
health and safety regulatory 
requirements, contact us today.

UK / Head Office
Telephone: +44 (0) 1628 681 088 
Email: info@feedbackferret.com

feedbackferret.com

Why choose Feedback Ferret? 

■ Get set up easily, with no hardware or
software to install

■ Save time and money with a complete,
managed service

■ Drive real improvements thanks to
highly accurate text analytics insight

■ Make informed decisions about
resident welfare

■ Benefit from a friendly, flexible team
who will support you every step of the way


