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	Scope
	This policy sets out Redwing’s approach to managing tenancies in a transparent, customer-focused, and efficient manner. It applies to all staff involved in the delivery, oversight, and administration of these tenancies, ensuring consistency in service delivery and alignment with Redwing’s values and regulatory obligations.



1. [bookmark: _Toc88569001] Introduction/ policy statement

We are committed to supporting and developing sustainable communities through the provision of an efficient and effective tenancy management service.  We recognise the importance of effective tenancy management in providing homes and neighbourhoods where people aspire to live and understand that well managed tenancies can provide a positive impact on the wider community.   
  
Our approach to tenancy management is to support our customers to successfully sustain their tenancies through proactive communication and regular inspections.   
  
We will ensure that all our tenants are aware of their rights and responsibilities and the services they can expect to receive from Redwing.  Where we are the landlord our landlord duty will be exercised in compliance with relevant legislation, regulation and statutory guidance and the tenancy agreement.   
  
The Tenancy Management Policy outlines our principles and approach that Redwing will follow in the management of its tenancies.  

2. [bookmark: _Toc41381240][bookmark: _Toc88569002]Definitions

Assured Shorthold Tenancy (AST): The standard form of tenancy used by Redwing, governed by the Housing Act 1988 (as amended), which provides certain legal protections and responsibilities.

Affordability Assessment: A financial evaluation carried out by Redwing to determine whether a prospective tenant can reasonably sustain the rent and associated costs of a tenancy.

Section 21 -Notice to Quit: A formal notice issued by Redwing or the tenant to terminate the tenancy in accordance with legal requirements.

Abandonment: A situation where a tenant has vacated the property without formally ending the tenancy and without notifying Redwing.

TORT Notice: A notice issued under the Torts (Interference with Goods) Act 1977, informing a former tenant or their representative of Redwing’s intention to dispose of goods left in a property.

3. [bookmark: _Toc41381241][bookmark: _Toc88569003] Scope and exemptions

The Regenda Group is made up of Regenda Homes and its’ wholly owned subsidiaries. Redwing specialises in the provision of services to private rented properties, leasehold and apartment block management and shared ownership and sales.  

This policy sets our Redwings approach to tenancy management including properties that are owned by landlords outside of the Regenda Group. It does not include; 
 
· Affordable tenancies managed by the Regenda Group 
· Social and affordable rented tenancies managed by the Regenda group 

4. [bookmark: _Toc41381242][bookmark: _Toc88569004]Policy detail

Redwing will treat all customers with fairness and respect and take action to deliver fair and equitable outcomes, using data to understand the diverse needs of our customers and assess our services.  Our communications and information will be clear, accessible, relevant and appropriate to the needs of our customers.

We will support customers to use our service, ensuring that our service is accessible to all, including enabling our customers to be supported by an advocate or representative. We will keep customers up to date on progress, next steps and outcomes on services that affect them.  We will provide customers with information about how we are performing against this policy and the actions we are taking to improve performance if required.  If we fail to meet any of these principles in a material way, we will self-refer to the Regulator of Social Housing and put improvement actions in place to minimise recurrence.

We are committed to the development of positive and supportive measures to establish good working relationships with all our customers from the commencement of tenancy.

4.1	Our Service and Communication

All Redwing tenancies are issued as Assured Shorthold Tenancies and updated in accordance with legislative changes in the sector. 
Where applicable e.g. intermediate rents, Rent to Buy, Redwing will comply with all Regulator of Social Housing’s 2024 Consumer Standards and Code of Practice for tenants in low-cost home ownership.
We will help customers and colleagues understand the terms of their tenancy and respond to enquiries, provide explanations and information on our website. 
Where we are the Landlord or managing agent we will carry out all our statutory building compliance requirements, such as undertaking Fire Risk Assessment, lift inspections and all servicing and maintenance requirements.
We will complete regular scheme inspections ensuring that we comply with all health and building safety regulations and that the buildings are properly managed and maintained and that services are being managed. 
We will let residents know when scheme inspections will take place and invite them to join us. Residents will have a dedicated property manager, and we will provide updates to customers where required via the scheme communication preference.
We will make it easy to report communal repairs, raise safety concerns, or contact the Property Management Team through various channels including scheme notices, updates, and email. Leaseholders can find all relevant policies and information on our website. 
We will engage with residents and encourage them to get involved in managing their homes individually or as part of a resident’s association. 
4.1	Tenancy Management and Compliance

All Redwing tenancies are issued as Assured Shorthold Tenancies and updated in accordance with legislative changes in the sector. 

Where applicable, deposits will be taken and administered in line with the Deposit Protection Scheme.
 
Redwing will explain the terms and conditions of the tenancy agreement to all tenants during the sign-up process to make sure they are understood, and each party understands their responsibilities.  

Redwing will monitor tenancies to ensure that our tenants are keeping to the terms of their tenancy agreement and will take prompt and appropriate action to resolve any breaches of the tenancy conditions. 

All eligible tenancies will receive periodic visits to assess the condition of property as per our Lettings Policy.

Redwing will support customers to remain in their homes and offer advice and support to enable them to fulfil the conditions of their tenancy agreements including liaison with appropriate agencies and housing options services.

4.3	Tenancy Termination 

Notice to terminate will be administered in line with the terms of the tenancy. Upon termination, for applicable tenancies, an inventory will be taken and money deducted from the deposit held in the Deposit Protection Scheme if damage has occurred, as per our Lettings Policy.  

4.4	Tenancy Assignment 

Where Redwing is notified of the death of a tenant Redwing will liaise with the next of Kin, the executor, the administrator, Property Protection Officer or Public Trustee providing they have the documentation to support their interest in the case.

Redwing do not offer a tenancy assignment, instead we will offer to create a new tenancy. In this instance the tenancy will be surrendered, and a new tenancy will be created.  Where the tenancy has been issued in joint names and one tenant is leaving, eligibility checks will need to be carried out prior to any new tenancy being provided. Redwing will also follow the deposit scheme’s guidance, releasing the existing deposit and registering a new one.  

Redwing will only consider issuing a new tenancy when the rent account is clear unless there are special circumstances such as a relationship breakdown or domestic violence. 
  
4.5	Lodgers 

Redwings current Assured Shorthold Tenancy Agreement, allow tenants to take in lodgers with written consent. Tenants are required to give Redwing the following information when they apply for consent:
 
· The name and age of the lodger
· How much they are going to pay. 
· Which part of the property they will occupy. 

Redwing will not refuse permission without good cause.   
 4.6	Rent 
The rent will increase annually in line with the terms specified in the tenancy agreement and in accordance with Redwings Rent Policy. Any changes to rents will be communicated to tenants in writing and will provide at least one months’ notice.
4.7	Arrears 
Arrears will be managed according to Redwing’s Arrears Policy. Where a resident is struggling financially, we will assist them and signpost them to trusted money advice and support services.
We monitor arrears closely and pursue outstanding debts, once support has been exhausted legal action will be taken.

4.8	Antisocial Behaviour (ASB) 
All reports of ASB will be recorded on our property management system and managed in line with Redwing’s ASB policy.

4.6	Abandonment

When a property has been abandoned, Redwing cannot take possession of it until the tenancy has been correctly terminated.  This will happen if:-  

· the tenant is evicted following a court order for possession; or  
· the tenant gives notice to quit or surrenders the tenancy; or  
· the expiry of a valid Notice to Quit served by Redwing 
· Fixed term tenancy ends 

Redwing will serve a two months Notice to Quit.  However, if the tenant returns to the property before the Notice to Quit expires, their security of tenure will be restored. 


4.7	TORT Notice

When items/goods are found in the property after, termination, death of a tenant, abandonment or eviction Redwing will issue a TORT notice to the tenants know address, if known as well as attached to the property. 

This notice will be displayed in the inside window of the property so it is clearly visible if the tenant returns. Redwing will give at least 21 days notice, during which time reasonable steps will be taken to contact the tenant.

If after the notice has expired there has been no contact from the tenant then the goods can be removed and disposed of.   

4.8	Complaints
If something goes wrong, we make it easy to raise a complaint and follow our formal process to resolve it. We will also explain other redress options available such as the Housing Ombudsman.
Complaints will be dealt with as per The Regenda Groups Feedback Policy, which complies with the Housing Ombudsman Service Complaint handling code.  
5. [bookmark: _Toc41381244][bookmark: _Toc88569006]Associated documents

5.1. [bookmark: _Toc41381245][bookmark: _Toc88569007]Associated legislation, regulation, and guidance

	Associated legislation, regulation and external standards

	Landlord and Tenant Acts 1985 & 1987

	Building Safety Act 2022

	Leasehold and Freehold Reform Act 2024

	Housing Act 1996

	UK General Data Protection Regulation & Data Protection Act 2018

	Consumer Rights Act 2015

	Renters Rights Bill 2025


[bookmark: _Toc41381246]
5.2. [bookmark: _Toc88569008]Associated Regenda Homes / Group documents / guidance 

	[bookmark: _Hlk88568704]Associated Regenda Homes / Group documents / guidance

	Redwing Letting Policy

	Data Protection Policy

	ASB, Domestic Violence & Hate Crime Policy

	Customer Feedback Policy

	Repairs & Maintenance Policy


6. [bookmark: _Toc41381247][bookmark: _Toc88569009]Equality, diversity, and inclusion 
Redwing is committed to promoting equality of opportunity and ensuring that no individual or group is treated less favourably on the basis of any protected characteristic, as defined under the Equality Act 2010. We will carry out our responsibilities with due regard to the following characteristics:

· Age
· Disability
· Gender reassignment
· Marriage and civil partnership
· Pregnancy and maternity
· Race
· Religion or belief
· Sex
· Sexual orientation
Redwing is dedicated to ensuring that all individuals have equitable access to, and benefit from, the services provided under this policy. We will take individual needs into account and make reasonable adjustments where necessary for example, by providing information in alternative formats or adapting property viewings to meet specific accessibility requirements.
In addition, Redwing is committed to ensuring that all staff receive appropriate training on their responsibilities under the organisation’s Equality and Diversity Policy. Staff are expected to understand that both they and the organisation may be held accountable for acts of discrimination, harassment, victimisation, or bullying carried out in the course of their duties—whether directed at colleagues, customers, suppliers, or members of the public. 
7. Data Protection

Redwing, as part of The Regenda Group, is committed to ensuring that privacy and data protection are embedded into the design and operation of all services, including those outlined in this policy. We adhere to the principles of Data Protection by Design and by Default, as required under the UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018. 
 
Under this policy, Redwing may collect and process the following categories of personal data: 
 
· Leaseholder and Tenant data
· Proof of address and ownership 
· Financial and employment information 
· Tenancy-related documentation (e.g. ASTs) 
 
The data is processed for the following purposes: 
 
· To assess suitability for the purchase scheme 
· To comply with legal obligations (e.g. AML checks) 
 
Information about how personal data is collected, used, and stored is provided in Redwing’s Privacy Notice, which is available on our website and referenced in all relevant communications.  
 
Redwing may share personal data with: 
 
· Referencing agencies Metro Finance
· Solicitors
· Contractors or service providers (e.g. for surveys or inspections) 
· Regulatory bodies, where legally required 
 
Where data is shared with third parties, appropriate Data Sharing Agreements or Data Processing Agreements are in place to ensure compliance with data protection legislation. 
8.  Monitoring & Reporting


	Reference
	Name

	Internal Audits
	Internal audits will be carried out as per our performance management

	Complaint Reports & Customer Feedback
	We monitor complaints information when associated with leasehold management, ensuring responses are in target and lessons are learned from any service failures. We also survey all customers annually.

	KPI performance & TSM data
	We monitor operational performance against KPI’s focused on leasehold management including tenancy visits and customer satisfaction feedback.  



9. [bookmark: _Toc41381249][bookmark: _Toc88569012] Risk Management

	Reference
	Name
	Internal controls

	RW OR01
	Failure to comply with regulation and legislation
	KPI reporting to RMT, Internal Audit

	RW OR5
	Failure to maintain a credible brand
	Internal meetings, policy framework

	RW OR4
	Failure to manage customer complaints effectively
	KPI reporting, peer review, policy framework



10. Amendment log

	Change
	Made by
	Authorised by
	Effective date

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	













	
Page 2


	Page 2
image1.png
Redwing




image2.svg
           


