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FOREWORD

Why This Consultation Matters to You

Inone of the biggest changes to how your firm works withits professionalbodyina generation, The
Property Institute (TPI)is considering changing how we audit and review Member Firms.

lunderstandyouare busy, and please be assured | do not ask foryourtimelightly. However, thisisan
important matterthat concernsyourbusiness, and I respectfully ask you toread this consultation paper
andreply withyourthoughtsand wisdom.

As we sadly know, seventy-two people died in Grenfell Tower, this was a shattering breach of trust
betweenbuilt environment professionals and our society.

Trusthas taken anotherhitdue to the groundrent scandaland therecent FCAreport evidencing
excessive insurance commissions. While much of this poorbehaviourbelongs to others, itis fairto say
that within our postcode andindustry, a small minority continue to drag our collective reputation down.

Inresponse, Government hasintroduced araft of new laws and regulations concerning leasehold and
freehold tenure, building safety, financial conduct, and transparency of service charges and more.

Allthis againstabackdrop of rising customer expectationsin every sector, notjust ours, and awillingness
tocomplainaboutservice.

As abusinessleader,you are already stepping up to meet these challenges. You know only too well how
fast ourindustryis changing, and thatrunning a businessis getting riskierand more complex by the day.
Itisnow areal challenge for the well-intentioned majority of Member Firms to comply with all the new
rules, anditisincreasingly easy to make a costly mistake.

The Property Institute should and will support the well-intentioned majority to adapt and thrive, and
validate the professional status of decent, ethical firms that deserve recognition. The Institute should
also tackle the bad-acting minority thatrisklives, harm assets and damage yourreputation.

The Institute willdo this becauseitis theright thing to do. Also, if we do not act now, the state soon will.
Anelectioniscoming, andif the bookies areright, regulation of Property Managers will be on the next
Government’sagenda. A futureregulatorwilllook beyond clientaccount audits, and focus alsoon
building safety, ethical behaviours, and customerservice, as perLord Best’sreport.

Therefore, thismoment presents anideal opportunity toreassess, refine, and enhance the TPI Firm
Review, preservingits strengths while also reimaginingit as a constructive tool. By doing so, we can work
towards achieving the best possible outcomes forboth professionalsintheindustry and the millions of
residentswe serve.

Starting with adjustments to the existing client accounting audit, thinking about what information we
needto collect,when, and forwhat purpose. To simplify and be more effective.

Itisalso time to start measuring a firm’s capability and competence in managing safety, to consider
ethical practices and staff wellbeing, and to benchmark customer outcomes. Before a state regulator
comesintobeing, we should trialhow we measure these things with ourmembers and learnwhat gets the
bestresults. By measuring and understandingissues, we willbe able to focus on areas of concernand
refine our support, qualifications, training, and information services foryou, and validate your good work.

We will do this by consulting, listening, and trialling, then reviewing and refining, to achieve the objective
of abetter, safer,and happierindustry. Togetherwe are the industry, and we are doing this with our
members, (not to ourmembers).

We start with this consultation. Since this will directly affect how we assess yourbusinessin the future,
my plea and wise counselurges you to take the time toreview the paperand the survey and share your
wisdom and advice. Help us do this well, foryou.

|extend my sincere thanks inadvance foryourhelp.

Andrew Bulmer FTPIFRICS
CEO
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Chapter1 - Introduction and How to Respond

The Property Institute (TPI)is the professional body forresidential property managersin England,
Scotland, and Wales facilitating safer managed property communities.

It actively supportsits membersto continually improve building management standards through their
work and ongoing professional development; ensuring people’s homes are managed competently,
safely, and ethically.

Comprisingmore than 6,000 property managers and over 360 managing agent firms collectively, TPI
members manage over 1.5 millionleaseholdhomesinover55,000 residential blocks and estatesin
England and Wales, along with Scottish freehold andinstitutional build-to-rent across the UK.

Inadditiontoits extensive membership network, The Property Institute accredits and audits Member
Firms againstits Consumer Charterand Standards. Furthermore, TPl offers adiverse range of OFQUAL-
accredited qualifications, comprehensive training courses, and Continuous Professional Development
(CPD)viaseminars, workshops, webinars, conferences, and events. TPl has awarded almost 10,000
qualifications toits professional members over the last two decades.

Following the 2022 merger of the Association of Residential Managing Agents (ARMA) and the Institute
of Residential Property Management (IRPM), The Property Institute has acombinedlegacy spanning
over50years of experience. Today, it stands as the trusted and credible voice in the UK residential
management profession, dedicated to advancingindustry standards and practices.

Formoreinformation, please visit

The Property Institute recognises theimportance of continuing to setrelevant and appropriate
standards forits MemberFirms, to ensure these Firms can continue to demonstrate compliance with all
relevantlegislationand standards.

Keeping thisinmind, severalinterconnected changes have been pinpointed to ensure that The Property
Institute’sMember Firms’ offeringremainrobust andrelevantin the latterhalf of the current decade. This
ensures that TPl continues toraise anduphold standardsinan appropriate and proportionate way.

Referredto as ‘Programme 2025’, these changes are driven by anumber of factors, including but not
limited to:

° The advent of the new Building Safety Regime with property managersincreasingly takingon
additional safetyresponsibilities, alongside theirmore traditional role of providing services such as
the maintenance of common parts,and managing the finances of residential blocks; and

° Growing consensus amongst theresidential property managementindustry surrounding the need
fortheregulation of residential property managers asrecommended by Lord Best'sreportin 2019';
and

° Growing media/parliamentary discussion about how such regulation might best be introduced, for
example starting with mandatory qualifications and a mandatory code of practice.

Theseinterrelated changesrepresentawideranging and thoughtful change programme, designed to
ensure the Member Firm Audit, Annual Renewal, and Associated Standards remain fit for purpose. They
alsoinclude aproposal foranew Building Safety Self Evaluation Scheme.

"Regulation of Property Agents Working Group Final Report July 2019 - fullreport
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The changes are summarised immediately below and outlined inmore detailin the associated individual
chaptersasshown.

. Chapter2 - Revised Member Firm Audit

. Chapter 3 - Ethics

D Chapter4 - Wellbeing

. Chapter5 - Building Safety Competency Standards Self-Evaulation Scheme

. Chapter 6 - Revised Annual Renewal

. Chapter7 - Furtherplanned changes (Customer Service and TPI Consumer Charterand Standards)

This consultation seeks yourviews onthe change proposalsin Chapters 2-6inclusive.

The Member Firm Audit proposals build on the existing well established audit methodology forreviewing
compliance with TPIMember Firm standards, and seek to ensure that the audit remainsrobust and fit for
purpose. By contrast, the ethics and wellbeing change proposals are not about finding fault to sanction,
unlessthereisanissue thatrelatesto anexisting statutory requirement. Rather, they are designed to
benchmark, and give feedback to Member Firms for theirownrefliectionandimprovement, and to
supportMember Firmsintoimprovementwhere they wish to do so.

Chapter7signals afurther consultation, expected later this year, concerning change proposals
associated with Customer Service,and TPl Consumer Charterand Standards. These change proposals
willbe informed by the 4th edition of the RICS Residential Service Charge Code due to be publishedlater
thisyear,and the Leasehold and Freehold Reform Bill, including but notlimited to the clauses on greater
transparency of information forleaseholders, due tobe onthe statute book ona similar timeframe.

Programme 2025 consultationruns from: Wednesday 17 April 2024 to Monday 3 June 2024.

The Property Institute invites and welcomes comments from each Member Firm or Associate Firmon the
proposed changesforProgramme 2025. Commentsreceived from each Member Firm or Associate Firm
willhelpinform how those changes are finalised, with aview to thembeingintroduced with effect from1
January 2025.

The Property Institute welcomes oneresponse per firm, ideally submitted via our online survey

The online survey includes adeclaration stating theresponse has been submitted by anamed individual
with delegated authority to do so, onbehalf of a particular firm.

Whilst online surveyresponses are preferred, thereis an option to submitamanualresponse, form
available to download from the TPIwebsite .Copy also available at AnnexAforreference.
Responses submitted by the manual word form should be emailed to: orcanbe posted
to: The Property Institute 3rd Floor, 2-4 St George’s Road, London SW19 4DP

The deadlineforallresponses, whether submittedvia online, orviathe form, is 23:59 onMonday 3 June
2024.Responsesreceived afterthat time willnot be considered, unless the respondent has priorwritten
agreement from The Property Institute to submit abelatedresponse.



https://bit.ly/441dMZ1
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Following the end of the consultation period, The Property Institute will considerallresponsesreceived
andjudge whether/how the Programme 2025 changes need to berefined. The Property Institute will
confirmtoMemberFirms and Associate Firmsnolaterthan 30 September 2024 the changes that will
comeinto effectfrom1January 2025.

Duringautumn 2024, The Property Institute will prepare and publishrelevant supporting advice and
guidance associated withthe changes due to comeinto effect from1January 2025. Thiswillinclude
revisions to existing guidance, plus any new guidance, as considered necessary to ensure common
understanding about Programme 2025 changes.

If youhave anyimmediate comments/questions about this consultation, including how torespond to the
specific consultation proposals, please contact The Property Institute at
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Chapter 2 - Revised Member Firm Audit

The current Member Firm Auditbeganin 2015, andisbased on athree-yearrolling cycle whereby each
auditwithinthe cyclereviews a different element of the Member Firm Standards, alongside finance
whichisreviewed eachtime anauditisundertaken.

The current audit has a fixed grading system where risk or mitigating circumstances are not considered
whenscoring the failures. The current grading systemis as follows:

° Outstanding

. Good

° Improvement Required
° Unsatisfactory

The current way of reviewing compliance with Member Firm Standards meansit takes nine years to review
allMember Firms againstall the Standards. Thisis toolong forThe Property Institute to have assurance

of compliance againstthe Member Firm Standards. More importantly, each Member Firm has to wait too
long toknow if they are fully compliant orif there are areas forimprovement.

Furtherdetails about the current Member Firm Audit are available in the TPl Guide to Audit available

From January 2025, The Property Institute proposes tointroduce an ‘all-in-one’ approach, whereby each
Member Firm Audit covers all aspects of the Member Firm Standards in one review.

Thiswillallow The Property Institute to get acomplete picture of ourMember Firms’ compliance with our
Standards much quicker. Thisinturn, willallow TPl to intervene more swiftly, and provide support where
areas ofimprovement areidentified. Aswell asidentify Member Firms that are not complying with our
Standards andtargetrestorative measures more effectively on those particularMemberFirms.

The Property Institute anticipates this new audit methodology willbe ona three/four-yearrolling cycle,
with the capability toincrease/decrease frequency depending onassessment of risk.

Inaddition, The Property Institute proposes to move from a fixed rating systemto arisk-basedrating
system. This approach with allow the reviewer to assess the risk of the failure and to consider mitigating
evidence when grading a failure. Thisapproach will also have rules to ensure consistency between
reviewers.

The Property Institute proposes tointroduce anew rating of ‘Satisfactory’ tojoin our currentratings
between ‘Good’ and ‘Improvement Required’ (see above). We anticipate this willbecome ournew
averageratingreplacing the current average of ‘ImprovementRequired’. At present, receiving arating of
‘Improvement Required’ when only a smallnumber of failings are present can be disproportionate and
resultinaMemberFirmbecomingdisillusioned. The Property Institute believes that the introduction of
thisnew ‘Satisfactory’ rating will offeramore precise and balanced evaluation of compliance against the
MemberFirm Standards.

The Property Institute proposes tointroduce a system whereby a Member Firmreceiving the ratings of
‘Improvement Required’ or ‘Unsatisfactory’ may be subject to additional targetedintervention fromthe
auditteam, which couldinclude a furtheraudit taking place outside of the normal cycle. Othermethods
of intervention could also be used where a fullaudit would be disproportionate, forexample by ongoing
interaction withthe Member Firm on a particulararea, of failing with progress monitoring, and reporting
undertakenviacorrespondence. The objective hereisnotto create asanctionsregime, butratherto
supportMemberFirmsbackinto compliance and toraise standards.



https://www.tpi.org.uk/media/c2ajpi0r/tpi-guide-to-audit.pdf
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Subjectto commentsreceived from this consultation, The Property Institute proposes to update the
Guide to Audittoreflect the changes outlined above, with thisrevised guidance published inautumn
2024, ahead of the changes that may comeinto effect from1January 2025.

The Property Institute invites and welcomes comments on the following consultation questionsin
relationto the proposed changes to the Member Firm Audit:

Q6 Doyouagreewiththe proposalthat The Property Institute stopsreviewingMemberFirmsbasedon
different scopesoveranine-yearperiodandintroduces an ‘all-in-one’ approach to Member Firm
Audit, witheach firm anticipated toreceive suchan ‘allinone’ audit once every three years? Y/N?
Please givereasons foryouranswer.

Q7 Doyouagreewiththe proposaltointroducerisk-basedreviews, whereby the reviewerwillhave
the ability tojudge the seriousness of the failure taking mitigating factorsinto account and score
accordingly? Y/N? Please give reasons foryouranswer.

Q8 Doyouagreewiththe proposaltointroduce anew grading of ‘Satisfactory’ to complement the
existing audit grading categories? Y/N? Please give reasons foryouranswer.

Q9 Doyouagreewiththe proposalthatMemberFirmswhoreceive arating of ‘Improvement Required’
or‘Unsatisfactory’ could be subject to targetedintervention measures to bring thembackinto
compliance sooner? Y/N? Please give reasons foryouranswer.
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Chapter 3 - Ethics

The Property Institute seeks to set and uphold high standards of professionalism and ethics amongst Member Firms.
Forexample, previously titled: ARMA Consumer Charterand Standards, from1January 2015 (last revised June 2021 -
Edition 2B): states allMember Firms adopting the Charter must, amongst other things, ‘be honest, fair, openand
transparent, and provide atimely and professional service withaccessto theinformationneeded.’

However, The Property Institute recognises, theimportance of ethical standardsinunderpinning the work of Member
Firms and engendering trust with their clients. With thatin mind, The Property Institute proposes to enhanceits
existing Annual Renewal processes to furtherembed professional and ethical standards amongstits Member Firms
and encourage them to make continuousimprovement.

Furtherdetails on otherproposed changesto the Annual Renewal process are outlined elsewhere in this
consultation, mostnotablyin Chapteré.

As aninitial next step, The Property Institute proposes to conduct a baseline exercise of allMember Firms as part of
the AnnualRenewal 2025. Designed to gatherinformation to assess the current professional and ethical behaviour of
allMemberFirms, the proposed question set forthisbaseline exerciseisat AnnexB.

When analysing responses to this baseline exercise, The Property Institute proposes to prioritise questions 1-4.
Responsesto these questions thatindicate the firm doesnothave one ormore of those policies/statementsinplace,
willinitiate TPlengagement with the individual Firm to understand the reasons, and to encourage the firm to take
action. Forthose questions that are based on existinglegalrequirements (Health and Safety policy and Anti-Bribery
and Corruption policy), TPl willrequire the individual Firm to take action. (see also Section 3.4 below).

Furthermore, The Property Institute anticipates that any action by Member Firms will be framed around current best
practice on professional and ethical behaviour. To help Member Firms, The Property Institute has prepared a short
draft guidance note - see AnnexD. Itis anticipated this guidance note will be published initially inautumn 2024, and
updated periodically thereafter, to be consistent with currentlegislation and best practice.

Inany event, annualrenewalresponses on ethics fromeachindividualMember Firm will form part of subsequent TPI
audit activity associated with that Member Firm, anticipated to be one audit every three/fouryears foreach Firm (see
Chapter2). Thisapproachwillbereflectedinarevised Guide to Audit.

The Property Institute anticipates that following the initial baseline exercise in 2025, subsequent Annual Renewals
willinclude questions designed to assess professional and ethical behaviour forexisting Member Firms using ‘by
exception’reporting framed around the proposed question set shownat AnnexC.

‘By exception’ reporting means that aMember Firm willnot need to duplicate their 2025 baseline exercise response,
when completing their Annual Renewal from 2026 onwards. Rather they only willbe expected toreport onanything
thathas changedsince submitting their2025 Annual Renewalreturn.

Itfollows, however, that any new Member Firmsjoining TPl after the 2025 baseline exercise has beenundertaken, will
be expectedtocomplete the fullguestionsetalongthelines of that shownat Annex C, before thenrevertingto a ‘by
exception’ reportingarrangementin subsequentyears.
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Aswiththe baseline exercisein 2025, The Property Institute proposes to prioritise questions 1-4 when analysing
responses to ‘by exception’reporting from 2026 onwards. Responses to these questions thatindicate the Firm does
not have one ormore of those policies/statementsin place, willinitiate TPl engagement with the individual firm to
understandthereasons andto encourage the firmto take action. For those questions that are based on existinglegal
requirements (Health and Safety policy and Anti-Bribery and Corruption policy), TPl will require the individual firm to
take action(see also Section 3.4 below).

Furthermore, The Property Institute anticipates that any action arising from ongoing ‘by exception’ reporting will be
framed around current best practice, forexample using the latestiteration of the draft guidance at Annex D (see also
Section3.2above).

Sections 3.2 and 3.3 above outline theimmediate individual Member Firm feedback proposed by The Property
Institute for four specific Annual Renewal questions. In parallel, The Property Institute anticipates using the data
gathered fromthe Baseline Exercisein2025, and the ongoing ‘By Exception’ Reporting from 2026 onwards, to
inform subsequentindividualMember Firm feedback. The data will also inform subsequent audit activity with
individualMember Firms. Such engagement withindividual Member Firm will seek to drive continuousimprovement
by encouraging firms to make specific changes.

Furthermore, The Property Institute willanalyse allthe responsesreceived from the baseline exercise to seeif there
are any common themes/issues that meritanonymised feedback to allMember Firms and/orrevised TPl guidance
onprofessional and ethical standards. This macro level analysis will also inform whether any changes are required
tothe 2026 onwards ‘By Exception’ Reporting arrangements, the Member Firm audit methodology, and/or the TPI
Consumer Charterand Standards.

Any changes arising from thismacro-level analysis will be subject to Member Firm consultationin 2025 before The
Property Institute judges whether they should comeinto force from1January 2026. Following member consultation,
any changesdue tocomeinto force from1January 2026 willbe communicated to Member Firms no laterthan 30
September2025.

The Property Institute invites and welcomes comments on the following consultation questionsinrelation to
professional and ethical standards.

Q10 Doyouagreewith the proposaltoundertake aBaseline exercise in 2025 to assess the professional and ethical
behaviour of TPIMemberFirms? Y/N? Please give reasons foryouranswer.

Q11 Doyouagree withthe proposed question set forthe Baseline exercise (see AnnexB)? Y/N? Please givereasons
foryouranswer.

Q12 Doyouagreewith the proposalthat questions1-4 at Annex B are ones that should be prioritised by TPlin terms
of individualMember Firm feedback? Y/N? Please give reasons foryouranswer.

Q13 Linkedtothe previous question,doyouagree with TPI's proposed approach where feedback toindividual
MemberFirmsisrequiredinrelationto questions1-4 at AnnexB? Y/N? Please give reasons foryouranswer.

Q14 Doyouagree with the proposaltoundertake an ongoing assessment of the professional and ethical behaviour
of TPIMember Firmsusing ‘by exception’reporting? Y/N? Please give reasons foryouranswer.

Q15 Doyouagreewiththe proposed questionset forthe ongoing ‘by exception’ reporting (see Annex C)? Y/N?
Please givereasonsforyouranswer.

Q16 Doyouagreewiththe proposalthat questions1-4 at Annex C marked are ones that should be prioritised by TPI
interms of individual Member Firm feedback? Y/N? Please givereasons foryouranswer.

Q17 Linkedtothe previous question,doyouagree with TPI’'s proposed approachwhere feedback toindividual
MemberFirmsisrequiredinrelationto questions1-4 at Annex C? Y/N? Please give reasons foryouranswer.
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Chapter 4 - Wellbeing

The Property Institute seeks to set and uphold high standards of staff wellbeing at Member Firms. The Property
Instituteis proposing to add a Wellbeing Standard to the Consumer Charter and Standards, withimplementation of
this standardinitially being on avoluntary basis.

The proposed Wellbeing Standardis at AnnexE.

The Property Institute proposes to enhanceits existing Annual Renewal processes to embed wellbeing standards
amongstits MemberFirms.

Furtherdetails on otherproposed changestothe Annual Renewal process are outlined elsewhere in this
consultation, mostnotablyin Chapteré.

As aninitial next step, The Property Institute proposes to conduct a baseline exercise of allMember Firms as part of
the AnnualRenewal 2025. Designed to gatherinformation to assess the current wellbeing policies, procedures and
processes of allMember Firms, the proposed question set for thisbaseline exerciseis at AnnexF.

The Property Institute anticipates that following the initial baseline exercise in 2025, subsequent Annual Renewals will
include questions designedto assess wellbeing policies, processes and procedures forexisting Member Firms using
‘by exception’reporting framed around the proposed question set shownat AnnexG.

‘By exception’reporting means that aMember Firm willnot need to duplicate their 2025 baseline exercise response
when completing their Annual Renewal from 2026 onwards; rather they are only expected toreport on anything that
has changed since submitting their2025 Annual Renewalreturn.

It follows, however, that any new Member Firms joining TPl after the 2025 baseline exercise has beenundertaken as
part of the 2025 Annual Renewal, will be expected to complete the full question set along the lines of that shown at
AnnexF, before thenreverting to a ‘by exception’reporting arrangementin subsequentyears.

The Property Institute anticipates using the data gathered from the Baseline Exercise in 2025, and the ongoing

‘By Exception’ Reporting from 2026 onwards, to inform subsequentindividual Member Firm feedback. Such
interventions with individual Member Firms will seek to drive continuousimprovementin those Firms; by encouraging
them to comply voluntarily with the Wellbeing Standardin circumstances where they fall short of the standard in
some way.

Furthermore, The Property Institute willanalyse all the responsesreceived from the baseline exercise, to see if
there are any common themes/issues that merit suitably anonymised feedback to allMember Firms and/orrevised
TPlguidance onwellbeing. This macro level analysis will also inform whether any changes are required to the 2026
onwards ‘By Exception’ Reporting arrangements, the Member Firm Audit methodology, and/or the TPI Consumer
Charterand Standards.

Any such changes arising from this macro-level analysis will be subject to Member Firm consultationin 2025
before The Property Institute judges whetherthey should comeinto force from1January 2026. Following member
consultation, any changes due to comeinto force from1January 2026 willbe communicated to Member Firms no
laterthan 30 September2025.
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The Property Institute invites and welcomes comments on the following consultation questionsinrelation to
wellbeing standards.

Q18 Doyouagreewiththe proposaltoundertake aBaseline exercisein 2025 to assess the wellbeing policies,
procedures and processes of TPIMember Firms? Y/N? Please give reasons foryouranswer.

Q19 Doyouagreewiththe proposed questionset forthe Baseline exercise (see AnnexF)? Y/N? Please givereasons
foryouranswer.

Q20 Doyouagree with the proposal toundertake an ongoing assessment of the wellbeing policies, procedures and
processes of TPIMember Firms using ‘by exception’ reporting? Y/N? Please give reasons foryouranswer.

Q21 Doyouagreewiththe proposed questionset forthe ongoing ‘by exception’reporting (see Annex G)? Y/N?
Please givereasons foryouranswer.
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Chapter 5 - Building Safety Competency Standards
- Self-Evaluation Scheme

The Building Safety Act 2022, (BSA) broughtinto force anew regulatory regime for the management of risks inthe
design, construction, and occupation of high-rise residential buildings, overseen by the HSE’s Building Safety
Regulator. Aswellasintroducing 35 new requirements for the management of HRB’s, new standards have been
publishedinthe form of PAS 8673, outlining the core competency principlesin safety management forthe
in-occupation phase.

Whilst many managing agents willnot be dutyholdersunder the BSA, TPlis aware that many will be relied upon to
support theirclients, who find themselves with new duties as Accountable Persons and Principal Accountable
Persons. Therefore, the ability of managing agents to meet and demonstrate high standards of competency and
capabilityiskey. TPIhasundertakeninterviews with severalMember Firms and used a survey to gauge how members
are approaching safety management competency, and compliance with the BSA. There was clearagreement

and expectation from ourmembership that we should be supporting ourmembers to achieve the competency
standards.

Inthe absence of any accreditation or qualification scheme to provide training or assurance of meeting the PAS
8673 competency standards, and based onthe feedback fromthe survey andinterviews conducted, The Property
Instituteis proposingits ownvoluntary structured self-evaluation scheme forMember Firms/Company Members,
with the aim of providing a pathway to competency at an organisational level. Theinsight gleaned from the
completed evaluations will also present The Property Institute with the opportunity to bolsterits support, guidance,
andtrainingto members, based onthe areas where members need the mostimprovement.

The Property Institute has devised a Competency Standards scheme. This scheme allows eachMember Firm to
holistically considerand self-score the organization’s achievement and progress on the comprehensive standards
and principles. These standards and principles focus on the management of safetyinresidential buildings. The
schemeisinformedbythe PAS 8673 standards and the forthcoming BSI Organisational Capability Management
Standard.

The 46 standards are set outunder 6 core strands of safety management and organisations will be asked to provide a
scoreforeachstandard:

Operating Environment
Leadership & Teamwork
Operational Practices
Planning, Monitoring & Control
Building Systems and Safety
Risk Management

RIS

The current draft of the scheme hasbeen peer-reviewed by members of the TPI Health & Safety Expert Group, which
include Member Firms and external H&S professionals.

Ratherthan offering accreditation, the scheme provides a pathway for continuousimprovement. This pathway
allows MemberFirms to feelmore assured and to demonstrate theircommitment to improving and working towards
achievingcompetency. We propose that the scheme should be repeated atleast annually, inline with the Annual
Renewalprocess.

To support Member Firmsinachieving competency, the scheme will have a dual function of acompetency toolkit,
providing links torelevantinformation sources, furtherreading, and training and development opportunities, to help
organisationsunderstand how they canimproveinline with the standard.

TPlis also considering offering participatingmembers a separate ‘badge’ to declare that they are part of the scheme,

and we will provide context and information on the scheme on the TPlwebsite, so the wider public canunderstand
the premise of the commitment.
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The Property Institute is seeking several volunteerMember Firms to participate in the self-evaluation scheme as
part of a pilot programme. Thisinitiative aims toidentify any areas forimprovement before we extend it to the wider
membership.

Itis proposed that the pilot will startin the early autumn andrun forthree months, to give us time to make any
improvements orchanges.

Following the pilot programme, itis ourintention to offer the scheme to allMember Firms as part of the 2025 Annual
Renewal process andinitially, it willbe on avoluntary basis.

Q22 DoesyourMemberFirmwish to participate inthe proposed Pilot Schemein early autumn 20247 Y/N?
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Chapter 6 - Revised Annual Renewal

Once ayeareachMemberFirm and Associate Firm of The Property Institute isinvited to renew theirmembership.

This Annual Renewal process usually takes place inMay. EachMember Firm administratoris notified in writing when
therenewal portal goeslive, usually on1May eachyear, togetherwith confirmation of how torespond to the Annual
Renewal question setand the deadline for submitting aresponse, usually setas 15 May.

Onreceipt, Annual Renewalreturns are checked by The Property Institute Secretariat. Subject to the returnbeing
completed satisfactorily, therenewalis approved, and the MemberFirmreceives amembershipinvoice. Once the
MemberFirm’s administratorhas arranged payment of thatinvoice, the MemberFirmis sentamembership certificate
confirming membership forthe next 12 months.

By way of background, the proposed core text forthe Annual Renewal question set forMember Firms forthe 2024/25
Annual Renewalisincluded at AnnexG.

The Property Institute is proposing to amend the Annual Renewal question set for 2025 onwards as detailed in
Chapters 3-4 and summarised immediately below.

° Ethics - proposed question set for Baseline exercise in2025, and ‘by exception’ reporting 2026 onwards (see
Chapter3,andAnnexesB&C).

° Wellbeing - proposed question set for Baseline exercisein 2025, and ‘by exception’ reporting 2026 onwards
(see Chapter5,and Annexes E & F).

Apartfromthese proposed changestorefiectthe changesassociated with ethicsand wellbeing, The Property
Institute is not proposing any additional significant changes to the Annual Renewal process (eitherin terms of timing
orcontent). The Property Institute, however, may judge it appropriate to add ahandful of additional questions to the
Annual Renewal questionset eachyear, forexample, to capture Member Firm views on live policy issues.

The Property Institute invites and welcomes comments on the following consultation questioninrelation to the
Annual Renewal.

Q23 Apartfromthe changesto the AnnualRenewal detailedin Chapters 3 (Ethics)and 4 (Wellbeing), doyou agree
with the proposal thatthe Annual Renewal should be framed similar to the 2024 Annual Renewal, apart froma
handful of additional questions onlive policyissues that The Property Institute may judge appropriate? Y/N?
Please givereasons foryouranswer.
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Chapter 7 - Further planned changes (Customer Service
and TPl Consumer Charter and Standards)

The Property Institute seeks to set and uphold high standards of professionalism amongst Member Firms. From
January 2015, allMember Firms must operate according to the principles containedin the Consumer Charterand
meet therequirements of the Standards. The aim being toraise standards of residential leasehold management
throughindependentregulation,and a Consumer Charterand Standards that are specific to managing agents.

Since January 2015, the Consumer Charterand Standards document has beenupdated torefiectlatest best practice
and legislation. Forexample, the current (3rd) edition of the RICS Residential and Service Charge Code.

The current Version 2B of the Consumer Charter and Standards dates from June 2021and can be found

The next (4th) edition of the RICS Residential Service Charge Codeis due to be published later this year. Additionally,
the Leasehold and Freehold Reform Billis currently (April 2024) progressing through Parliament.

The Property Institute anticipates the Consumer Charterand Standardsis likely to require some furtherchange once
that 4th editionisinthe public domain, and the Billhasbecome law, law, (both expectedlaterin 2024). Forexample,
the Billmay necessitate changes oninsurance commissions and freehold estate service charges.

Additionally, The Property Institute anticipates preparing a proposed new Customer Service Standard toreflect,
amongst otherthings, the greater transparency of information forleaseholderslikely to be required by the Leasehold
and Freehold Reform Bill.

The Property Institute plans to consult on changes to the Consumer Charterand Standards, and a proposed new
Customer Service Standard, laterin 2024, informed by the anticipated publication of the 4th edition of the RICS
Residential Service Charge Code, and the anticipated passinginto law of the Leasehold and Freehold Reform Bill.
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Annex A - Member Firm Consultation Paper (Spring 2024)
Response Form

Please complete questions1-5inclusive.

Please complete 6-24 as appropriate.

Please sendthe completed formto The Property Institute nolaterthan 23:59 hours onMonday 3 June 2024.
Postaladdress: The Property Institute, 3rd Floor, 2-4 St George’s Road, Wimbledon, London, SW19 4DP
Email:

1 Name:

2 Role/Job Title

3 Response on behalf of (insert name of firm)

4 Membership status
Please tickas appropriate:
MemberFirm

Associate
Other

ooag

5 Type of Organisation
Please tickas appropriate:
Managing Agent
Landlord/Freeholder
RMC
Other

oogo

6 Doyouagreewith the proposalthat The Property Institute stopsreviewing Member Firms based on different
scopesoveranine-yearperiodandintroducesan ‘all-in-one’ approachto Member Firm Audit, witheach firm
anticipatedtoreceive suchan‘allinone’ auditonce every threeyears? [Tick as appropriate]

Yes O No O

If youansweredyes to Question 6 please give reasons foryour answer:

7 Doyouagreewiththe proposaltointroducerisk-basedreviews, whereby the reviewer will have the ability to
judge the seriousness of the failure taking mitigating factorsinto account and score accordingly?
Yes O No O
If youansweredyes to Question 6 please give reasons foryour answer:

8 Doyouagree with the proposaltointroduce anew grading of ‘Satisfactory’ to complement the existing audit
grading categories?
Yes O No O
If youansweredyes to Question 8 please give reasons foryouranswer:

9 Doyouagreewith the proposalthatMember Firms whoreceive arating of improvement Required’ or
‘Unsatisfactory’ could be subjectto targetedintervention measures to bringthembackinto compliance
sooner?

Yes O No O

If youansweredyesto Question 8 please give reasons foryouranswer:
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10

n

12

13

14

15

16

17

18

Doyouagreewiththe proposaltoundertake aBaseline exercisein 2025 to assess the professional and ethical
behaviour of TPIMember Firms?
Yes O No O

If youansweredyesto Question 10 please givereasons foryour answer:

Doyouagree withthe proposed question set forthe Baseline exercise (see Annex B of consultation paper)?
Yes O No O

If youansweredyesto Question 1l please givereasons foryouranswer:

Doyouagreewith the proposal that questions 1-4 at Annex B of the consultation paperare ones that should be
prioritised by TPlinterms of individualMember Firm feedback?

Yes O No O

If youansweredyesto Question12 please give reasons foryouranswer:

Linked to the previous question, doyou agree with TPI’'s proposed approach where feedback to individual
MemberFirmsisrequiredinrelationto questions 1-4 at Annex B of the consultation paper?

Yes O No O

If youansweredyes to Question13 please givereasons foryouranswer:

Doyouagreewith the proposalto undertake anongoing assessment of the professional and ethical behaviour
of TPIMemberFirmsusing ‘by exception’ reporting?

Yes O No O

If youansweredyes to Question 14 please give reasons foryouranswer:

Doyouagree with the proposed question set forthe ongoing ‘by exception’reporting (see Annex C of the
consultation paper)?

Yes O No O

If youansweredyes to Question15 please givereasons foryouranswer:

Doyouagreewiththe proposalthat questions 1-4 at Annex C of the consultation paperare ones that should be
prioritised by TPlin terms of individual Member Firm feedback?

Yes O No O

If youansweredyesto Question16 please give reasons foryouranswer:

Linkedto the previous question, do you agree with TPI’'s proposed approach where feedback to individual
MemberFirmsisrequiredinrelationto questions 1-4 at Annex C of the consultation paper?

Yes O No O

If youansweredyesto Question17 please give reasons foryouranswer:

Doyouagreewith the proposalto undertake aBaseline exercise in 2025 to assess the wellbeing policies,
procedures and processes of TPIMember Firms?
Yes O No O

If youansweredyes to Question 18 please give reasons foryouranswer:
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19

20

21

22

23

24

Doyouagreewiththe proposed question set forthe Baseline exercise (see Annex F of the consultation paper)?
Yes O No O

If youansweredyes to Question19 please give reasons foryouranswer:

Doyouagree with the proposaltoundertake anongoing assessment of the wellbeing policies, procedures and
processes of TPIMember Firms using ‘by exception’ reporting?

Yes O No O

If youansweredyes to Question 20 please give reasons foryouranswer:

Doyouagree withthe proposed question set forthe ongoing ‘by exception’reporting (see Annex G of the
consultation paper)?

Yes O No O

If youansweredyes to Question 21 please give reasons foryouranswer:

DoesyourMemberFirmwishto participateinthe proposed Pilot Schemein early autumn 20247
Yes O No O

If youansweredyesto Question 22 please give reasons foryouranswer:

Apart fromthe changesto the Annual Renewal detailedin Chapters 3 (Ethics) and 4 (Wellbeing), doyou agree
withthe proposalthat the Annual Renewal should be framed similar to the 2024 Annual Renewal, apart froma
handful of additional questions onlive policy issues that The Property Institute may judge appropriate?

Yes O No O

If youansweredyes to Question 23 please give reasons foryour answer:

If youhave any furthercomments on the proposed changes outlinedin this consultation paper, pleaseinclude
theminthe boxbelow:
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Annex B - TPl Annual Renewal 2025
- proposed Ethics Questions for Baseline Exercise 2025

1. Doesthe firmhave awritten Ethics Statement 2? [Tick as appropriate]
Yes O No O

2. Doesthefirmhave awritten Health & Safety Policy Statement 3?7
Yes O No O

3. Doesthefirmhave anAnti-money laundering policy 4?
Yes O No O

4. Doesthe firmhave an Anti-Bribery and Corruption policy %7
Yes O No O

5.  Inthelast10years, hasthe firmorany of the directors beeninvolvedinliquidation, bankruptcy or
arrangements with creditors?
Yes O No O
If youansweredyes to Question 5 pleaseinclude details here:

6. Inthelast10years, hasthe firmorany of the directorsbeenremoved as manager by the Tribunals or court?
Yes O No O
If youansweredyes to Question 6 pleaseinclude details here:

7. Inthelast10years, hasthe firmeverbeenrefused orhad revoked membership of any trade body or
professional body?
Yes O No O
If youansweredyesto Question7 pleaseinclude details here

8. Inthelast10years, hasyourfirmorany of the directors everbeenreprimanded, warned about conduct,
disciplined or publicly criticised by any professional orregulatory body?
Yes O No O
If youansweredyes to Question 8 pleaseinclude details here:

9. Inthelast10years, hasyourfirmorany of the directors everbeenmade the subject of acourt orderat the
instigation of any professional orregulatory body, orare currently subject to aninvestigation by any other
professional orregulatory body?

Yes O No O

If youansweredyes to Question 9 pleaseinclude details here:

2 Formore informationplease visit
3 Formoreinformationplease visit
4 Formoreinformation please visit
5 Formoreinformationplease visit
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10.

1.

12.

13.

14.

15.

16.

17.

18.

19.

Doyouhave aprocedure forcompleting conflict of interest checks?
Yes O No O

Inthelast10years, has the firmorany of the directors beeninvolved with any criminal prosecutions relating
to property dealings orthe management of money?
Yes O No O

If youansweredyes to Question 11 pleaseinclude details here:

Inthelast10 years, have any of the directors of the firm everbeen convicted of a criminal offence whichis
not ‘spent’ under the Rehabilitation of Offenders Act 1974 or the equivalentin anotherjurisdiction (Motoring
excludedunlessitresultedinacustodial sentence)?

Yes O No O

If youansweredyesto Question12 pleaseinclude details here:

Inthelast10years, have any of the directors of the firm everbeen givenabanning order?

Yes O No O

If youansweredyesto Question13 pleaseinclude details here:

Are any of any of the directors of the firm been subject to any current claim oraware of any impending claim
forprofessional negligence of loss of money or subject of aninvestigation by anemployerora professional
body?

Yes O No O

If youansweredyes to Question 14 pleaseinclude details here:

Inthelast10years, hasyourfirmbeen subjectto any proceedingsina court of law or to anyjudicial or
administrative procedures that have led tojudicial oradministrative orders against the firm?

Yes O No O

If youanswered Yes to Question 15 please advise what thiswasinrelation to? Forexample, bankruptcy or
insolvency orders, any orders for payment of money orrestrictions on the operation of the firm.

Inthelast10 years, has your firm orany of the directors made any compromise orarrangement withiits
creditors, orotherwise failed to satisfy creditorsin full?

Yes O No O

If youansweredyes to Question17 pleaseinclude details here:

Inthelast10years, has the firmeverbeen convicted of acriminal offence?

Yes O No O

If youansweredyes to Question 18 pleaseinclude details here:

Inthelast10years, hasyour firm orany of the directors beeninvestigated on allegations of misconduct or
malpracticein connectionwithits professional orbusiness activities whichresultedinaformal complaint
being proved but no disciplinary orderbeing made?

Yes O No O

If youansweredyesto Question19 pleaseinclude details here:
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Annex C - TPl Annual Renewal 2026 onwards
- proposed Ethics Questions

Preliminary Question
Didyour firm complete areturnforthe Ethics Baseline Exercise 20257 Y/N

° If Yes, please answer the following questions on a ‘by exception’ basis only. le. Onlyif theresponse has
changedsince yourpreviousresponsein 2025.
° If No, please answerall questions.

1. Doesthe firmhave awritten Ethics Statement®? [Tick as appropriate]
Yes O No O

2. Doesthefirmhave awritten Health & Safety Policy Statement’?
Yes O No O

3. Doesthefirmhave anAnti-money laundering policy®?
Yes O No O

4. Doesthe firmhave an Anti-Bribery and Corruption policy®?
Yes O No O

5.  Sinceregistrationwith TPI, has the firm or any of the directors beeninvolvedinliquidation, bankruptcy or
arrangements with creditors?
Yes O No O

If youansweredyesto Question 5 pleaseinclude details here:

6.  Sinceregistrationwith TPI, has the firm or any of the directors beenremoved as manager by the Tribunals or
court?
Yes O No O
If youansweredyes to Question 6 pleaseinclude details here:

7. Sinceregistrationwith TPI, has the firm everbeenrefused orhad revoked membership of any trade body or
professionalbody?
Yes O No O
If youansweredyesto Question7 pleaseinclude details here:

8.  Sinceregistrationwith TPI, has yourfirm orany of the directors everbeenreprimanded, warned about
conduct, disciplined or publicly criticised by any professional orregulatory body?
Yes O No O
If youansweredyes to Question 8 pleaseinclude details here:

9. Sinceregistrationwith TPI, has your firm orany of the directors everbeen made the subject of acourt orderat
theinstigation of any professional orregulatory body, orare currently subject to aninvestigation by any other
professional orregulatory body?

Yes O No O

If youansweredyes to Question 9 pleaseinclude details here:

¢ Formore informationplease visit
7 Formoteinformation please visit
8 Formoreinformation please visit
? Formore information please visit
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10.

1.

12.

13.

14.

15.

16.

17.

18.

19.

Doyouhave aprocedure forcompleting conflict of interest checks?
Yes O No O

Sinceregistration with TPI, has the firm or any of the directors beeninvolved with any criminal prosecutions
relating to property dealings orthe management of money?
Yes O No O

If youansweredyes to Question 11 pleaseinclude details here:

Sinceregistration with TPI, have any of the directors of the firm everbeen convicted of a criminal offence which
isnot ‘spent’ under the Rehabilitation of Offenders Act1974 or the equivalentin anotherjurisdiction (Motoring
excludedunlessitresultedinacustodial sentence)?

Yes O No O

If youansweredyesto Question12 pleaseinclude details here:

Sinceregistration with TPI, have any of the directors of the firm everbeen givenabanning order?

Yes O No O

If youansweredyesto Question13 pleaseinclude details here:

Are any of any of the directors of the firmbeen subject to any current claim oraware of any impending claim for
professional negligence of loss of money or subject of aninvestigation by anemployerora professionalbody?
Yes O No O

If youansweredyesto Question 14 pleaseinclude details here:

Sinceregistration with TPI, has your firm been subject to any proceedingsina court of law or to any judicial or
administrative procedures that have led tojudicial oradministrative orders against the firm?

Yes O No O

If youanswered Yes to Question15 please advise what thiswasinrelation to? Forexample, bankruptcy or
insolvency orders, any orders for payment of money orrestrictions on the operation of the firm.

Sinceregistration with TPI, has your firm or any of the directors made any compromise orarrangement with its
creditors, orotherwise failed to satisfy creditorsin full?

Yes O No O

If youansweredyes to Question17 pleaseinclude details here:

Sinceregistration with TPI, has the firm everbeen convicted of a criminal offence?

Yes O No O

If youansweredyes to Question 18 pleaseinclude details here:

Sinceregistration with TPI, has your firm orany of the directors beeninvestigated on allegations of misconduct
ormalpracticeinconnectionwithits professional orbusiness activities whichresultedin aformal complaint
beingprovedbutnodisciplinary orderbeing made?

Yes O No O

If youansweredyes to Question19 pleaseinclude details here:
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Annex D - The Property Institute - proposed guidance on
Ethical and Professional standards

[NB. Anticipated for publicationinautumn 2024 and cominginto force from1January 2025; cross references to the
TPIConsumer Charterand Standards are to existing Edition 2B (June 2021).

Introduction

The Property Institute seeks to set and uphold high standards of professionalism and ethicsamongst Member Firms.
This guidanceis to help MemberFirms whenthey are responding to fourkey questions associated with Ethicaland
Professional standards, that are due to beincludedinthe Annual Renewal from 2025 onwards.

The Property Institute Consumer Charter covers the work of residentialmanaging agents and requires the highest
standards of clientand customerservice.

TPIMemberFirms must adopt the Charterand must, amongst other things, be honest, fair, openand transparent and
provide atimely and professional service.

Awritten Ethics Statementis one way Member Firms candemonstrate they are adopting this aspect of the Charter.
Many businessesrequire theiremployees and management to undergo ethical training and theiracknowledgment
that they haveread and understood the company’s ethics statement. With thatinmind, aMember Firm Ethics
Statement couldinclude clauses around the following:

° Provisionand maintenance of reliable services forclients and leaseholders.
° Sustaining high standards of conduct and behaviour.
° Upholding the reputation of the profession.

The Healthand Safety at Work etc. Act 1974 requires that every business must have a policy formanaging health and
safety . This statutoryrequirementisreferencedin Standard 6.2f of the TPl Consumer Charterand Standards.
Ahealthand safety policy sets out the general approach to health and safety. It explains how the employer, will
manage healthand safetyintheirbusiness. It should clearly say who does what, whenand how.

If abusiness has five ormore employees, they must have awritten policy. If abusiness has fewer than five employees
they do nothave to write anything down, butitisusefultodo so.

The business must share the policy,and any changestoit, with theiremployees. The policy should coverthree areas.

° Part1: Statementof intent
State yourgeneral policy on health and safety at work, including your commitment to managing health and
safety andyouraims. As the employerormost senior personinthe company, youshouldsignitandreview it
regularly.

° Part 2: Responsibilities for health and safety
Listthe names, positions androles of the people inyourbusiness who have specific responsibility for health and
safety.

° Part 3: Arrangements for health and safety
Give details of the practical arrangements you have in place, showing how you will achieve your healthand
safety policy aims. This couldinclude, forexample, doing arisk assessment, training employees and using
safety signsorequipment.

Atemplate to create ahealthandsafety policy canbe found at the Health and Safety Executive here:

10 Forfurther details see International Ethics Standard for the global property market
" Forfurtherdetails about thislegal requirement see the HSE website:
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Whilst The Property Institute’s Member Firms are not directly covered by the requirements of the Money Laundering
Regulations 2007, asresidential property managementis not specifically citedin those regulations, Member Firms
arerequiredto consider the statutory framework around money laundering'?.

Moneylaundering means exchanging money or assets that were obtained criminally formoney or other assets that
are ‘clean’. The cleanmoney or assets do not have an obvious link with any criminal activity. Money laundering also
includes money thatisusedto fund terrorism.

The legal definition of money launderingis the termused foranumber of offencesinvolving the proceeds of crime or
terrorist funds to conceal, disguise, convert, transfer orremove property, whichis orrepresents aperson’s benefit
from criminal conduct, out of the United Kingdom. Orbecoming concernedin an arrangementwhich facilitates the
acquisition, retention, use or control of criminal property by oron behalf of anotherperson.

There are two further third-party offencesrelatingto money laundering. Firstly, failure to disclose one of the principal
offenceslisted above where there are reasonable grounds forknowledge or suspicion. Secondly tipping off a
personwhoisoris suspected of beinginvolvedin moneylaundering eitherdirectly orindirectlyin suchaway asto
reduce thelikelihood of or prejudice aninvestigation.

Giventhe above, anappropriate Anti-money laundering policy for The Property Institute’s Member Firms could
include the following elements:

° Implementation of policies to preventand detect money laundering whichinclude internal controls, risk
assessments and staff training.

° Encourage all staff members toreport suspicious activities and toraise concerns.

° Zerotolerance of any money laundering activity undertaken by staff, contractors and clients.

° Have written terms of business with clients, contractors and leaseholders.

The Property Institute’s Member Firms are required to adhere to the requirements of The Bribery Act 2010" and
mitigate risks where the business may be exposedto bribery. This statutory requirementisreferencedin Standard
6.2e of the TPI Consumer Charterand Standards.

MemberFirms should apply a procedure appropriate to the size of the business and should ensure allemployees
adhere to the procedure, and monitorandreview the policy regularly.

The policy shouldinclude:

° The methodology toreduce and manage therisks of bribery.

° Rules around accepting gifts, hospitality ordonations.

° Guidance onhow to undertake business, egnegotiating contracts.
° Rules on mitigating conflicts of interest.

Review
The Property Institute will keep this guidance underreview and updateitasnecessaryinfuture to ensureitreflects
latestrelevantlegislation and best practice.

The Property Institute
April2024

2 Forfurther details about who needs toregister formoneylaundering supervisionsee:
3 Further details at
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Annex E - proposed Wellbeing Standard (forinclusion as anew
voluntary standard 8.0 in the TPl Consumer Charterand
Standards)

When dealingwith supporting the mental and physical health of employees atwork, Managing Agents;

a) Shouldhave anUnreasonable BehaviorPolicy;

b) Musthave aWorkstation Assessment Procedure;
See: The Health and Safety (Display Screen EQuipment) Regulations 1992 Act

c) MusthaveanAccidentReportingPolicy;
See: Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 2013
See:The Social Security (Claims and Payments) Regulations 1987

d)  Shouldhave appropriate policies forwellbeing atwork;

e) Mustcomplywiththelegal framework for flexible working requests and
Should haveinplace a Flexible Working Policy; and
See: Employment Rights (Flexible Working) Act 2023

f)  Shouldhave suitable and accessible mental health signposting available.

The Managing agent Should listento employees through constructive communicationand have anemployee
feedbackpolicy.

When managing employees, the Managing Agent Should provide a fair, ethical and flexible approach to the
leadership and management of employees and;

a) Shouldhaveinplace aclearteamstructure andline managementand provide allemployeeswith and
organisational chart;

b)  Shouldhaveinplaceanappraisal/review procedure; and

c) Shouldhavejob descriptionsavailable forallroles.

Managing Agents should help employees to achieve their potential and purpose through learning, training and
developmentand;

a) Shouldhave atraining policy appropriate to the size and structure of the organisation; and
b) Shouldhave anemployeeinductionprocedure.

The Managing Agent Should create a supportive, caring, inclusive and empathetic culture and;

a) Shouldhave aCorporate Social Responsibility policy;

b) Mustcomplywiththe Equality Actand Should have an equality, diversity andinclusion policy;
See: Equality Act 2010

c) Shouldhave appropriate humanresources policies and documents; and

d) Shouldprovide asuitable policy to support and give appropriate signposting for people going through
personal challenges and promote work/life balance.
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Annex F - TPl Annual Renewal 2025 - proposed Wellbeing
Questions for Baseline Exercise 2025

1. Doesyour firmhave an Unreasonable behaviourpolicy?
Yes O No O

2. Doesyoufirmhave aWorkstation Assessment Procedure?
Yes O No O

3. Doesyourfirmhave anAccident Reporting Policy?
Yes O No O

4.  Doyoubelieve yourfirmhas appropriate policies forwellbeing at work?
Yes O No O

5. Doesyoufirmhave suitable and accessible mental health signposting available?
Yes O No O

6. Doesyourfirmadhere tothe Public Interest Disclosure Act 19987
Yes O No O

7. Doesyourfirmhave a whistle blowing policy?
Yes O No O

8. Doesyourfirmhave aclearteamandline management structure and provide allemployeeswith an
organisational chart?
Yes O No O

9.  Doesyourfirmhavejob descriptions available forallroles?
Yes O No O

10. Doesyourfirmcomply with the Employment Relations (Flexible Working) Act 20237
Yes O No O

11.  Doesyourfirmhave aflexible working policy?
Yes O No O

12. Doesyourfirmhave anadequate training policy?
Yes O No O

13. Doesyourfirmhave anemployeeinduction procedure?
Yes O No O

14. Doesyourfirmhave anappraisal/review procedure?
Yes O No OJ

15. Doesyourfirmhave a Corporate and Social Responsibility policy?
Yes O No O

16. Doesyourfirmadhere to the Equality Actand have an equality, diversity and inclusion policy?
Yes O No O

17.  Doesyourfirmhave appropriate humanresources policies and documents?
Yes O No O

18. Doesyourfirm provide a suitable policy to support and give appropriate signposting for people going through
personal challenges and promote work/life balance?
Yes O No O
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Annex G - TPl Annual Renewal 2026 onwards
- proposed Wellbeing Questions

Preliminary Question
Didyour firm complete areturn forthe Wellbeing Baseline Exercise 20257 Y/N

o If Yes, please answer the following questions on a ‘by exception’ basis only. le. Only if the response has changed
since yourpreviousresponsein 2025.

D If No, please answerall questions.
1. Doesyourfirmhave an Unreasonable behaviour policy?
Yes O No O

2. Doesyoufirmhave aWorkstation Assessment Procedure?
Yes O No O

3. Doesyourfirmhave anAccident Reporting Policy?
Yes O No O

4. Doyoubelieveyourfirmhasappropriate policies forwellbeing at work?
Yes O No O

5. Doesyoufirmhave suitable and accessible mental health signposting available?
Yes O No O

6. Doesyourfirmadheretothe PublicInterest Disclosure Act1998?
Yes O No O

7. Doesyourfirmhave a whistle blowing policy?
Yes O No O

8. Doesyourfirmhave aclearteamandline management structure and provide allemployeeswith an
organisational chart?
Yes O No O

9.  Doesyourfirmhavejob descriptions available forallroles?
Yes O No O

10. Doesyourfirmcomply with the Employment Relations (Flexible Working) Act 20237
Yes O No O

11.  Doesyourfirmhave aflexible working policy?
Yes O No O

12.  Doesyourfirmhave anadequate training policy?
Yes O No O

13.  Doesyourfirmhave anemployeeinduction procedure?
Yes O No O

14. Doesyourfirmhave anappraisal/review procedure?
Yes O No O




Member Firm Consultation Paper

\ PROGRAMME 25
TPI )

15.

16.

17.

18.

Spring 2024

Doesyourfirmhave a Corporate and Social Responsibility policy?
Yes O No O

Doesyourfirmadhere to the Equality Act and have an equality, diversity and inclusion policy?
Yes O No O

Doesyourfirmhave appropriate humanresources policies and documents?
Yes O No O

Doesyourfirm provide a suitable policy to support and give appropriate signposting for people going through
personal challenges and promote work/life balance?
Yes O No O
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Annex H - Member Firm Renewal Form 24/25 Core Text

Please complete therenewal form below, making sure you complete all the required fields marked *.

Company contactinformation:
This sectionis theinformation that willbe shownin the company website listing (search foramember section) and will
be used by TPIforgeneraluse.

Name of Firm*
Address*
City *

County*
Postcode *
Telephone*
Email *
Website *
ContactName *

ContactEmail *

Additional contact: for TPl use only please confirm the CEO/MD details:
Name *

Job Title *

Phone*

Mobile *

Email *

Othercontactinformation
ForTPluse only couldyouplease provide an:

Additional Marketing/PR Contact Name *
Additional Marketing/PR Contact Job Title *
Additional Marketing/PR Contact Email *
Additional Marketing/PR Contact Phone *

Company Information and Procedures
Please confirm any change of ownership, corporate structure or trading name/s of your firm since yourlastrenewal if
you have not already notified TPl previously: *

Please confirmany acquisition ormergerthat has takenplaceinthelast12 monthsif you have notalready notified TPI
previously: *

Please confirmwho would be the best personto contactinrelationto the TPl Audit:
Name *

Email *
JobTitle *
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Company Procedures:
If any Company procedures have changedinthelast12 months, canyou confirmthey were changedinaccordance
withthe TPIguidelines *

Yes
No

If No, please email info@tpi.org.uk with details.

Has your Complaints handling procedure changedinthe past12 months orsince your membership Accreditation
(whicheveristhelater)?*

Yes
No

If yes, please upload

No filechosen

Organisation Preferences
Thisinformationwill help leaseholderstorunanadvance searchin Search foraMember.

Are willingto considermanaging blocks where fees are £2000 orless?
Areyou preparedtoactinRight to Manage situations?

Areyouwilling to be nominated for Appointment of aManager by the Tribunal?
Are youwillingto considerworkrelating tolease extensions and variations?

Areyou prepared toundertake collective enfranchisement work?

Statistical Information:

Number of blocks of leasehold flats managed *

Number of leasehold flats managedinblocks declared above *

Number of leasehold houses managed *

Number of freehold residential units managed *

Blocks managedforlesseeswho are freeholders *

Blocks managed forinvestorfreeholders *

Blocks managedforlesseeswho control the management *

Blocks managedthat are purpose built *

Blocks managedthat are conversions *

Annual Service Charge (excludingreserve funds) billed last yearinwhole pounds only * (Please DO NOT use symbols,
commas, letters, orfull stops).

Approx. Reserve Funds heldinwhole pounds only * (Please DO NOT use symbols, commas, letters, or full stops)
Number of employees*

Blockswith1-10 flats *

Blocks with11-50 flats *

Blockswith50+ flats *

How many of the buildings that youmanage are under1iImin height *

How many of the buildings that youmanage are 1Tmto 18 minheight *

How many of the buildings that you manage are over18min height *
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Other organisations and Regions
Isyour firmregulated by the Royal Institution of Chartered Surveyors (RICS)?

Isthe firmamemberof Property Mark?
Pleaseindicate which of the followingindependentredress schemes your firmbelongs to:
Property Redress Scheme

The Property Ombudsman (forresidential leasehold Management)

Regions

Please selectthe areasyouwishto appearinonthe TPlwebsite when searching by postcode. If your officeis based
inLondonplease select the areaaccordingly. Your first listingis FREE but must be yourlocal area of operation.
Additionallistings cost £51each.

North East
North West
Yorkshire
EastMidlands
West Midlands
Wales
SouthWest
South East
East
LondonNorth
London South
LondonWest

LondonEast

Declaration
Please confirmthe name and email of the personthat completed thisrenewal:

Name *
Email *
JobTitle *

Annual Declaration

Pleasereadthe below declaration of compliance carefully before submitting. Please note thatif aFirmis found to
have givenfalse ormisleadinginformationin order to gainmembership during the application process, TPIreserves
theright to dispense with the application. Should a Firm be found to have givenfalse or misleadinginformationin
orderto gainmembership aftermembership has been awarded, this willbe referred to TPI Board orcommittee
appointed by the Board as a potential case fordisciplinary action, which carries the possibility of removal from
membership.

Inthe course of completing this section, you entered personal data, such as yourname and email address. TPl takes
itsresponsibilitiesinrelationto the processing of your personal data seriously. You are invited toread TPI’s privacy
policy which sets out how yourdata willbe processed.
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Privacy Policy
I/we declare forthe yearending 30 April 2025, that |/we agree to:

° Comply with TPI’'s aims and objectives, Memorandum & Articles of Association (available on
request)and TPIBye-Laws;

° Comply withthe TPIConsumer Charterand Standards and where procedures are stated, abide by
them;

° Abide by the RICS Service Charge Residential Management Code, any otherrelevantrecognised
codesand allrelevantlegislation;

° Ensure that the required accountant’sreport onclient bankaccounts orRICS Annual Returnis
submitted annually, unless you have beenreviewed by TPl within the last 12 months;

° Maintain adequate insurances for professionalindemnity and submit the required annual
certificate;

° Maintain a current Health & Safety Policy Statement (if applicable);

° Fully comply with TPIrequirementsregarding complaints;

° Maintainmembership of anindependent redress scheme;

° Ensure that where there may be conflicts of interest they are fully disclosed to affected parties and
disclose any commissions that we may receive to our clients;

° Inform TPI, inrelationto our firm, of any on-going and future litigationin the Tribunals or the Courts
(including ourremoval as amanager). Similarly, for criminal prosecutions relating to property
dealings orthe management of money;

° Provide evidence of ourcommitment to training and professional development if required;

° Display, where appropriate, the TPILogo on all letterheads and otherrelevant printed material;

° Inform TPlimmediately of any changes to the controlling ownership of ourbusiness and/orthe
controlling directors/principals;
° Inform TPlimmediately of any acquisition ormerger;

° Reportany known orsuspected Clientloss to TPl as soon as possible after our firmbecomes aware
of it. Evenif our firm does not know the full extent or details of the Client loss, the firm should advise
TPlassoonasitbecome aware of the problem. Where fraud or dishonesty is suspected, thenthe
detailsmustalso bereportedto the police and any otherrelevant authorities;

° Pay the appropriate membership and audit fees, which willbe set by TPIBoard from time to time,
upondemand.

Ihavereadthe TPIBye-Laws*

lagree tothe Declaration*
Submit

If you areready to submit yourrenewal forreview, please confirm by checking the boxbelow.
O

If youleave the boxunchecked, youwillbe able to come back and update yourrenewal at alater date.
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