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What is the C4C 
Judgement?

What evidence 
do we have to 
support that 
judgement?

What impact is 
this having on 
customers?

What is our 
recommendation?

1  !"#"$%$!&'()'*(+,-./&

0' Even harder with 
.!*$11$21$)$!&$*'
"13.2)').-4'#)'
53.!"'2$32/$

637'#&&$!*#!-$'#&'
meetings and with 
(!83/8$%$!&'"$!$1#//5'
9'2#1&(-./#1/5'53.!"'
2$32/$

:.)&3%$1)'#1$'!3&'
;$(!"'213231&(3!#&$/5'
#!*'+#(1/5'1$21$)$!&$*

<='>?3'&3'74$1$'2$32/$'#1$'9'
53.!"'2$32/$@')(!"/$'A.%)

<B'>'C$//'D3;':$!&1$)'&3'
$!-3.1#"$'2$32/$'&3'"$&'
(!83/8$*

R10 - Use tenants that are 
(!83/8$*'&3'213%3&$';$!$,&)

2 C4$1$'()'"$!$1#/'
#2#&45'&37#1*)'
(!83/8$%$!&'#!*'
83/.!&$$1(!"

As above – and 
).18$5)'3+'!3!>
(!83/8$*'&$!#!&)'@'
TARAs. 

A#!5'"13.2)'#1$'
232./#&$*';5'&4$')#%$'
83/.!&$$1)''

E(*$)21$#*'
(!83/8$%$!&'()'!3&'
4#22$!(!"'#!*'&4$1$'
()'#'+$$/(!"'&4#&'&4$'
F)#%$'3/*'+#-$)G'#1$'
#/7#5)'(!83/8$*H'C4()'
-#!'/$#*'&3'#')$!)$'
that there is a form of 
F-/3)$*')432G'74$1$'
#//'23&$!&(#/'8($7)'#1$'
!3&'4$#1*H'I&'-#!'#/)3'
/$#*'&3'#'/#-J'3+'+1$)4'
ideas and different 
2$1)2$-&(8$)'#1$'!3&'
obtained.

R10 - Use tenants that are 
(!83/8$*'&3'213%3&$';$!$,&)

<KK'>'<$-1.(&'&3')2$-(,-'&4(!")'
!3&'"$!$1#/

<KL'>':#%2#("!'&3'&$//'2$32/$'
;$!$,&)'3+'"$&&(!"'(!83/8$*

<KM'>N)$'%31$'F$8$!&'*1(8$!G'
1$-1.(&%$!&'(!'F)2$-(#/G'/3-#&(3!)

R18 - Use a wide variety of 
%$&43*)'&3'1$-1.(&'83/.!&$$1)'
#!*'(!83/8$'&$!#!&)'(!'&4$'
213-$))

3 O2$-(#/()&'#-&(8(&5'4#)'
/$))'3+'#'213;/$%'7(&4'
1$-1.(&%$!&

VAS interviews 
)437$*'8#-#!-($)'
,//$*'$#)(/5'74$!'
).;P$-&'3+'83/.!&$$1(!"'
%#*$'-/$#1H'Q/)3'F(&R)'
S3.1'O43.&G')437$*'
&#1"$&$*'731J'()'%31$'
$++$-&(8$

T()213231&(3!#&$'
(!83/8$%$!&'@'.!*$1'
(!83/8$%$!&'(+').;P$-&'
#1$#'!3&'%#*$'-/$#1

<KK'>'<$-1.(&'&3')2$-(,-'&4(!")'
!3&'"$!$1#/'#!*'213%3&$'&4$'
+#-&'&4#&'83/.!&$$1)'-#!'2(-J'#!*'
-433)$'437'%.-4'(!83/8$%$!&'
&4$5'73./*'/(J$

<U'>' %#(/'#*8$1&)'1$'
1$-1.(&%$!&'#-&(8(&5

<KU'>'V++$1'W$X(;/$'(!83/8$%$!&'
9'43%$';#)$*'@'!3&'*$2$!*$!&'
on attending meetings
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What is the C4C 
Judgement?

What evidence 
do we have to 
support that 
judgement?

What impact is 
this having on 
customers?

What is our 
recommendation?

4 Y$32/$'*3!R&'
.!*$1)&#!*'74#&'
:3%%.!(&5'
 !"#"$%$!&'#-&.#//5'
means

C4C members 
&4$%)$/8$)'$H"H'IQ@C?H'
C$!#!&').18$5H'CQ<Q'
).18$5H

Y3&$!&(#/'(!83/8$%$!&'
/3)&

<K'>'Y13%3&$'CQ<QR)'#&'Z$7'
C$!#!-5'[()(&'9'437'%#!5'
2$32/$'"$&'1$+$11$*'3!'#!*'74#&'
*3'CQ<QR)'*3'7(&4'&4$%\

<]'>'N)$')3-(#/'%$*(#'&3'+$$*'
;#-J'3!'#-&(3!'&#J$!

<K='9'<$8#%2'&4$'
-3%%.!(-#&(3!')&1#&$"5

#!*'$X2/#(!@*$,!$@213%3&$'
74#&':3%%.!(&5' !"#"$%$!&'
#-&.#//5'()'#!*'23))(;/5'1$!#%$'
#)')3%$&4(!"'%31$'%$#!(!"+./

5 :3%%.!(-#&(3!'
%$&43*)'#1$'!3&'-/$#1'
$!3."4'(!'$X2/#(!(!"'
74#&'(!83/8$%$!&'
$!&#(/)

Q//'-3%%.!(-#&(3!)'
!3&'.!*$1)&33*'7$//'
$!3."4H

Y3&$!&(#/'(!83/8$%$!&'
/3)&

<]'>'N)$')3-(#/'%$*(#'&3'+$$*'
;#-J'3!'#-&(3!'&#J$!'#)J'!$7'
&$!#!&)'&3'.)$'^#-$;33J

<K=''>'<$8#%2'&4$'
-3%%.!(-#&(3!')&1#&$"5

<_`'>'A#J$'&4$'7$;)(&$'%31$'
#&&1#-&(8$'7(&4'/$))'&$X&'@'%31$'
8().#/)'#!*'2138(*$'#221321(#&$'
/(!J)'&3'1$/$8#!&'$X&$1!#/'
organisations

6 C4$'8#1($&5'3+'2$32/$'
(!83/8$*'()'/(%(&$*'#!*'
*3$)'!3&';13#*/5'1$W$-&'
&4$'-.)&3%$1'213,/$''

Q'!.%;$1'3+'2$32/$'
#&&$!*'%./&(2/$'"13.2)'
and new initiatives 
&$!*'&3'#&&1#-&'&43)$'
#/1$#*5'(!83/8$*a'C4$1$'
()'!3'$8(*$!-$'3+'#'
1$"./#1'(!W.X'3+'!$7'
1$-1.(&)H'E4$1$'&4$1$'
4#8$';$$!'!$7'1$-1.(&)'
$H"H'I&R)'S3.1')43.&'#!*'
:M:a'1$&$!&(3!'4#)'
;$$!'#!'()).$

Y3&$!&(#/'(!83/8$%$!&'
/3)&H'T.$'&3'&4$'/(%(&$*'
!.%;$1'3+'2$32/$'
(!83/8$*a'%#!5'(!'
%./&(2/$'"13.2)a'
the same views are 
1$2$#&$*/5'$X21$))$*H'
C4()'%$#!)'&4$')$18(-$'
does not obtain views 
of a wide range of 
2$32/$

<='>'?3'&3'74$1$'2$32/$'#1$'9'
53.!"'2$32/$@')(!"/$'A.%)

<B'>'C$//'D3;':$!&1$)'&3'
$!-3.1#"$'2$32/$'&3'"$&'
(!83/8$*

<KL'>'-#%2#("!'&3'&$//'2$32/$'
;$!$,&)'3+'"$&&(!"'(!83/8$*

<KM'>'N)$'%31$'F$8$!&'*1(8$!G'
1$-1.(&%$!&'(!'F)2$-(#/G'/3-#&(3!)

<_U'Y13%3&$'&52$)'3+'
(!83/8$%$!&'&4#&'*3'!3&'
(!83/8$'#&&$!*(!"'%$$&(!")'
#!*'1$)$#1-4'74#&'2$32/$'#1$'
#-&.#//5'(!&$1$)&$*'(!
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4

What is the C4C 
Judgement?

What evidence 
do we have to 
support that 
judgement?

What impact is 
this having on 
customers?

What is our 
recommendation?

7 C4$'(%2#-&'3+'
(!83/8$%$!&'()'!3&'
%#*$'-/$#1'&3'&43)$'
"$&&(!"'(!83/8$*

<$-1.(&%$!&'%#&$1(#/)'
*3'%#J$'-/$#1'74#&'
2$1)3!#/'"#(!)'%#5'
;$'#-4($8$*'&413."4'
83/.!&$$1'(!83/8$%$!&H'
I!+31%#&(3!'2138(*$*'()'
!3&'*(1$-&'$!3."4H

Y3&$!&(#/'(!83/8$%$!&'
/3)&H'Q'"1$#&$1'8#1($&5'
3+'(!83/8$*'2$32/$'
()'%())$*H'OJ(//)'#1$'
!3&'*$8$/32$*'#!*'
32231&.!(&($)'&3'*3')3'
#1$'!3&'&#J$!H

<_]'N)$'-#)$')&.*($)'&3'
2.;/(-()$'&4$'(%2#-&'3+'
(!83/8$%$!&'%31$'7(*$/5'#!*'
2138(*$'1$"./#1'.2*#&$)

8 :3%%.!(-#&(3!)'!3&'
$++$-&(8$'9')3-(#/'%$*(#'
()'.!*$1'.)$*

O%#//'!.%;$1)'3+'
^#-$;33J'+3//37$1)H'
6(&&/$'1$)23!)$'&3'
#1&(-/$)'(!'C4$'b1(*"$'
#!*'I!'C3.-4H'?$&'
I!83/8$*'2#"$)'!3&'(!'
F&32'&$!G'3+'7$;2#"$'
hits

T()213231&(3!#&$'#!*'
!3&'+.&.1$'2133+'#)'
&4$1$'#1$')("!(,-#!&/5'
%31$'3/*'2$32/$'
(!83/8$*'&4#!'3&4$1'
#"$'"13.2)

<c'>'A3!&4/5'-#%2#("!)'.)(!"'
)3-(#/'%$*(#'3!')2$-(#/()&'&32(-)

<K]'N)$;/3")@8(*$3-/(2)H83X'
232)

>E$;-4#&)'3!'/(8$'&32(-)

>N)$'O4$+,$/*'^31.%

>b#/#!-$*'.)$'3+'^#-$;33J'(H$H'
!3&'#//'#;3.&'$8(-&(3!)

9 C4$';$!$,&)'3+'
(!83/8$%$!&'#1$'
!3&'%#*$'-/$#1'&3'
(!*(8(*.#/)

C$!#!&').18$5'9'
%().!*$1)&#!*(!"'
3+'&4$'8(1&.$)'3+'
(!83/8$%$!&H'Z3&'
213%3&$*';5'#!5'
managers interviewed

Y3&$!&(#/'(!83/8$%$!&'
/3)&'#!*'F2$1)3!#/'
(%2138$%$!&G'
32231&.!(&5'%())$*H'
6#-J'3+'$++31&'&3';.(/*'
)3-(#/'-#2(&#/'#!*'
2$1)3!#/')J(//)

<B'>'Q)J'D3;':$!&1$)'&3'
$!-3.1#"$'2$32/$'&3'"$&'
(!83/8$*

10 C4$'F"$&&(!"'(!83/8$*G'
)$-&(3!'3+'&4$'7$;)(&$'
()'!3&'(!8(&(!"'@'7#1%'@'
7$/-3%(!"'$!3."4a31'
easy to navigate

[QO'*(*'!3&'&4(!J'(&'7#)'
-/$#1'31'.)$1'+1($!*/5'
d%3;(/$'8$1)(3!eH'
:M:'-3%2#1()3!'7(&4'
3&4$1'/3-#/'2138(*$1)'
websites

E(*$1'#--$))'()'
(%2#-&$*'#++$-&(!"'
23&$!&(#/'(!83/8$%$!&

<_c'Z#8("#&(3!'3!'&4$'7$;)(&$'
needs to made easier – 
$)2$-(#//5'&4$'%3;(/$'2/#&+31%H'
6(!J)')43./*';$'$#)($1'&3',!*

<KB'>'I!&$"1#&$'&4$':3.!-(/'
f3.)(!"'O$18(-$'7(&4(!'&4$'%#(!'
:3.!-(/'7$;)(&$
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5

What is the C4C 
Judgement?

What evidence 
do we have to 
support that 
judgement?

What impact is 
this having on 
customers?

What is our 
recommendation?

11 C4$1$'()'#'/#-J'3+'
.!*$1)&#!*(!"'7(&4(!'
&4$')$18(-$'3+'&4$'13/$'
3+'C6V)'#!*'#/)3';5'
tenants and TARAs. 
C4$'13/$'-3./*';$'%31$'
F-3%%.!(&5G'*1(8$!

Q1$#'A#!#"$1)'
%$$&(!"H'CQ<Q').18$5''
>'.!*$1)&#!*(!"'3+'
C6V)'13/$'#!*'%$$&(!"'
with TLOs

C6V'13/$'!3&'+.//5'
1$#/()$*'9'23))(;/5'
/3)(!"'7(*$1'
(!83/8$%$!&'7(&4'
tenants beyond the 
)-32$'3+'CQ<Q)

<K_'>'':/$#1$1'13/$'+31'C6V)'9'
13/$'(!'&4$'-3%%.!(&5'#!*'+31'
&4()'&3';$'-3%%.!(-#&$*H'

R21 - Consider renaming TLO to 
C$!#!&'#!*':3%%.!(&5'6(#()3!'
V+,-$1'>'C:6V

12 CQ<Q)'*3'!3&'32$1#&$'
-3!)()&$!&/5

Z3&'#//'CQ<Q)'#1$'#;/$'
to offer the same range 
3+'#-&(8(&($)'&3'/$85'
2#5$1)'#!*'!3&'#//'#1$'
213#-&(8$'(!'$!"#"(!"'
with members given 
&4$(1'1$)3.1-$)

Y3&$!&(#/'(!83/8$%$!&'
/3)&'#!*'!3&'#//'/$85'
2#5$1)'1$-$(8$'&4$'
same information 
#;3.&'#-&(8(&($)'#!*'
32231&.!(&($)'+31'
(!83/8$%$!&

<K'>''Y13%3&$'CQ<QR)'#&'Z$7'
C$!#!-5'[()(&'9'437'%#!5'
2$32/$'"$&'1$+$11$*'3!'#!*'74#&'
*3'CQ<QR)'*3'7(&4'&4$%\

<_'>':3!)()&$!&')&#++'!.%;$1)'
-3%%(&&$*'&3': '#!*'CQ<Q'
).2231&H

<__'>'C4$'!$7'1$-3"!(&(3!'
23/(-5')43./*';$'1$#)3!#;/5'
#!*'-3!)()&$!&/5'#22/($*'#!*'
$!+31-$*'74$1$'#221321(#&$

<_L'>'Q'%(!(%.%'CQ<Q'
-3%%.!(-#&(3!')&#!*#1*')43./*'
;$'#22/($*'#-13))'#//'#1$#)'$H"H'
#&'/$#)&'3!$'!$7)/$&&$1'#'5$#1

<_M'>'CQ<Q)')43./*';$'
$!-3.1#"$*'&3')4#1$'"33*'
21#-&(-$

R25 - Provide information to 
/$85'2#5$1)'#;3.&'437'&4$'/$85'
()'.)$*

Other recommendations

R3 Staff competent to give training to tenants

R4 Time taken up during meetings by people who monopolise them - manage them
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This document can be supplied in alternative formats, please contact:
 !"#$"%&'()*+'(,-./)%'0'(,-./)%'1,-2).3' "45)/"

Tel: 0114 293 0000 or 205 3333 

66672!"#$"%&73,57-89/,-./)%!,-2).3 

This document is printed on paper from a sustainable source
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