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1. Introduction/Background 

1.1 RSM Limited were appointed by Welsh Government to undertake an evaluation of the 

implementation of Part 1 of the Housing (Wales) Act 2014 (the Act) via Rent Smart 

Wales. This final report covers the period November 2015 - August 2017. 

Evaluation Objectives  

1.2 The Welsh Government commissioned an evaluation over 2015 - 2017 with repeated 

fieldwork and reporting to monitor the impact of the Act on awareness, attitudes, 

behaviours, and practices of landlords, letting / managing agents, and tenants within 

the private rented sector in Wales.    

1.3 The evaluation has also gathered and assessed evidence regarding the practical 

processes involved in implementing the Act. The objectives of the evaluation were: 

 to evaluate the implementation by the licensing authority (Rent Smart Wales) and 

local authorities of the new legislation, considering the process of change, the 

impacts and benefits 

 to report on progress against the main objectives of the legislation 

 to identify, through interim reporting, the need for further improvement, 

developments and support 

 to obtain the views of the licensing authority, local authorities, private landlords, 

lettings agents and tenants on the implementation of the new legislation; 

 to evaluate the impacts on private landlords, lettings agents local authorities, and 

tenants. 

1.4 This report follows a baseline report1 published in November 2016 which sought to 

review how effectively the processes to implement the Act had been developed, levels 

of awareness and perceived future impacts.  

1.5 This is a final evaluation report, and as such contains predominantly summative 

analysis and commentary.  It reviews how effectively the Act has been designed and 

implemented since November 2015 and how the Act has been enforced since 

November 2016.2  

 

  

                                                
1
 RSM PACEC (2016) Evaluation of Rent Smart Wales, Welsh Government, GSR report number 76/2016.  

Available at: http://gov.wales/statistics-and-research/evaluation-rent-smart-wales/?lang=en 
2
 Enforcement powers commenced on 23 November 2016 

http://gov.wales/statistics-and-research/evaluation-rent-smart-wales/?lang=en
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Methodology 

1.6 The methodology for the final report uses qualitative and quantitative information 

gathered from primary and secondary data collected across the period June 2017 – 

November 2017.  It compares findings from this final wave of fieldwork to those 

gathered at the baseline stage (November 2015 – July 2016).  The methodology 

comprised: desk research and analysis of internal monitoring data; quantitative 

surveys with landlords / lettings agents and tenants, and subsequent in-depth 

qualitative interviews with a sample of respondents; and in-depth telephone interviews 

with local authority representatives and key external stakeholders, representing both 

the landlord and tenant segments of the private rented sector in Wales. Further detail 

on each component of the methodology is provided below.  

Desk Research 

1.7 A review of secondary documentation regarding the rationale for introducing the Act, 

the status of the private sector housing market in Wales, and the implications of 

associated societal and economic factors. This included a review of: 

 Stats Wales data on the levels of home ownership and provision of affordable 

housing to ascertain the growth and reliance on private rented sector housing 

 published policy documents detailing the rationale and context for improving 

housing standards in the private rented sector 

 Welsh Government / Rent Smart Wales publications on the requirements of the Act 

on landlords, letting agents and tenants and its implications for local authorities.  

1.8 A review of aggregate data from Rent Smart Wales relating to: 

 monthly figures for number of accounts set up on the system 

 monthly registrations received and approved 

 monthly training attendance and analysis 

 monthly licences approved 

 call volumes and performance 

 monthly service requests received by type 

 breakdown of data showing where customers have heard of Rent Smart Wales. 
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Research on other housing registration initiatives elsewhere  

1.9 A review of the experience of registration / licensing in the private rented sector in 

other regions of the UK (Leeds, Bristol, Newham etc), Scotland, and the Isle of Man, 

and further afield within the EU and internationally. This involved desk / online 

research and telephone consultations with individuals responsible for the scheme in 

each organisation.  

Research with Landlords and Letting Agents 

1.10 A quantitative online survey of landlords and letting agents administered by Rent 

Smart Wales (c. 61,485 landlords and 2,935 lettings agents3) during 27th July – 15th 

August 2017. The latter includes private individuals acting as agents for private 

landlords as well as more commercial organisations managing multiple properties.  

1.11 The landlord and letting agent survey closed on 15th August 2017 having been 

completed by 1,267 respondents. Of these 1,1884 indicated that they were a landlord 

(94%) and 70 a letting agent (6%). To increase response rates the survey was issued 

again via email to letting agents only however responses from letting agents 

represents just under 2% of the total landlords/agents on the Rent Smart Wales 

database. Therefore, the letting agent element of the sample cannot be considered 

representative of those on the Rent Smart Wales database and findings should be 

treated as indicative. 

1.12 Following the quantitative survey, in-depth interviews were completed with a sample of 

landlords and letting agents.  At the baseline stage, interviews were carried out with 50 

landlords and letting agents. Each were re-contacted in August 2017 and of these 22 

completed a follow-up interview (18 landlords and four letting agents). Reasons for 

drop-out by this cohort included: wrong number or no longer in service; on holiday and 

not contactable within the data collection timeframe; did not answer and did not wish to 

complete a follow-up interview. The interviews were designed to gain a more in depth 

understanding of their experience of Rent Smart Wales to date, specifically in relation 

to registration, licensing, training and communication.  

  

                                                
3
 The survey was sent to those on the Rent Smart Wales database who have an Agent licence reference number. 

However, these could also be landlords in their own right (the Agent licence covers them for their landlord 

activities also). 
4
 Nine respondents did not state if they were a landlord or a letting agent. 
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Research with Tenants 

1.13 A telephone survey was launched in July 2016. A usable sample of 435 contacts from 

the private rented sector was identified via the national survey for Wales re-contact 

database for 2014/15. The total sample size (those in the private rented sector that 

indicated they could be contacted for the purposes of research) was 873. However, of 

these a large proportion (314) had telephone numbers that when dialled were incorrect 

/ not recognised.  

1.14 Each contact was called a minimum of three times at different times of the day / week 

(including weekday, weekend and evening calls).  Of the 435 contacts 115 declined to 

participate and 220 were not contactable.  A breakdown of the responses are as 

follows: 

Table 1.1 Telephone response breakdown 

Initial Sample Size 873 

Telephone Number Not Recognised 314 

Now Own Their Home 49 

No longer Renting 20 

No Longer Renting in Wales 15 

No Longer Privately Renting 13 

Wrong Number 32 

Usable Sample 435 

Did Not Wish to Complete 115 

Repeatedly Straight to Voicemail 48 

Did not Answer after 7 calls 172 

Completed 100 

1.15 Telephone interviews were completed with 100 tenants, representing a response rate 

of 23%.5  The sample cannot be considered representative of private rented sector 

tenants in Wales and therefore the data needs to be treated with a degree of caution 

as certain groups might be either under or over-represented in the sample.  

1.16 Following the survey with tenants, in-depth interviews were conducted with 11 tenants, 

drawn from the survey cohort who indicated they were willing to be re-contacted.  As 

with the landlord and letting agent in-depth interviews described above, these 

interviewees were part of a cohort of 50 interviewees contacted at the baseline stage 

                                                
5
 Percentage of usable sample (N=435) 
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of the research. Reasons for drop-out by this cohort included: wrong number or no 

longer in service; owns own home or no longer rents; no longer resident in Wales; and 

did not wish to complete a follow-up interview. 

1.17 The telephone interviews with tenants were designed to gather in-depth qualitative 

information on their experience of renting in the private sector in the last 12 months, 

specifically their relationship and communication with their landlord/ letting agent; 

condition of their property; changes in their rental situation; and awareness of Rent 

Smart Wales/ its implications for tenants.  

Interviews with local authorities  

1.18 All 22 local authorities were contacted on a number of occasions with an offer to take 

part in a telephone interview for the evaluation. Of these, 18 local authorities 

completed an interview during July and August 2017 to help understand their plans for 

enforcement, any problems encountered to date, and to gather views on what further 

support may be required to effectively enforce the Act. 

1.19 Interviews were conducted with various roles within local government including 

Environmental Health Officers / Managers, Private Sector Housing Leads / Managers, 

Housing Enforcement Officers, Private Sector Development Officers, Domestic Public 

Health, Community Wellbeing Managers, Public Protection Managers, and Housing 

Improvement Managers. 

Interviews with Key Stakeholders 

1.20 Email invitations were sent to seven key stakeholders6 who could provide a strategic 

perspective on the enforcement of the Act from the landlord / letting agent, tenant and 

local government perspectives. Of the seven contacted five agreed to take part in a 

telephone interview during July and August 20177: 

 Rent Smart Wales 

 Welsh Local Government Association (WLGA) 

 Shelter Cymru  

 Residential Landlords Association  

 National Approved Lettings Scheme 

                                                
6
 Rent Smart Wales; Welsh Local Government Association; Shelter Cymru; Residential Landlords Association; 

National Approved Lettings Scheme; Guild of Residential Landlords and Welsh Tenants. 
7
 Note that several attempts were made to contact other external stakeholders, including the Guild of Residential 

Landlords and Welsh Tenants who were invited to take part in the research via both e-mail and telephone on a 

minimum of three occasions; no response was received.   
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Focus Groups 

1.21 A focus group was completed with ten Rent Smart Wales operational staff in 

November 2017 to gather evidence on administration of Rent Smart Wales; 

enforcement activities and lessons learnt to date. 

1.22 A focus group was undertaken with four members of the Rent Smart Wales 

Stakeholder Group in November 2017 to gather evidence of awareness of Rent Smart 

Wales; feedback on enforcement activities; and perceived impacts. 

Report Content 

1.23 The remainder of the report is set out under the following headings: 

 Section 2: Context & Rationale  

 Section 3: Respondent Profile  

 Section 4: Evaluation Findings 

 Section 5: Current and Perceived Future Impact 

 Section 6: Conclusions and Future Considerations. 
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2. Context and Rationale 

2.1 This section sets out the background to the Housing (Wales) Act (2014), to provide 

context and rationale for its objectives, and to describe the baseline position of the 

private rented sector prior to implementation of the Act8.  

Growth in and reliance on private rented sector housing9   

2.2 The number of dwellings in Wales across all tenures is estimated to have increased 

from 1,274,500 in 2000-01 to 1,383,814 in 2010-11 and to 1,412,617 in 2015-16; an 

increase of approximately 10.8% over the 15-year period.  

2.3 Over a similar period the estimated number of dwellings in the private rented sector 

increased by more than 120% from 90,445 to 201,782. However in comparison, the 

number of dwellings in the owner-occupied sector in Wales is estimated to have grown 

by less than 5%, and the number of dwellings in the social housing sector is estimated 

as having declined by approximately 7.5%. 

2.4 In 2015-16 it is estimated that just under 70% of dwellings in Wales were owner-

occupied (down from a peak of around 75%), compared with 15.9% in the social 

rented sector and 14.3% of dwellings being privately rented.  

The Need to Improve Housing Standards 

2.5 Research from across the UK has highlighted that accommodation and management 

standards within the private rented sector vary considerably. In England for example, 

research suggests that “35% of the [private rented] market is failing to meet the 

‘Decent Homes Standard’10 across the UK as a whole: 

“…there are areas of growth where there are concentrations of unemployment, low 

income and poor-quality housing”;11  

“We are obsessed with supply but the quality of the stock is a problem”;12 

  

                                                
8
 Note that there are limitations to the data on the private rented sector in Wales which limits the ability to 

estimate the actual scale of private landlordism. 
9
 StatsWales: Dwelling stock estimates by tenure. https://statswales.gov.wales/Catalogue/Housing/Dwelling-

Stock-Estimates  
10

 LGiU and Electrical Safety Council (2013) House Proud: how councils can raise standards in the private rented 

sector. 
11

 Public Policy Institute for Wales (2015) The Potential Role of the private rented sector. 
12

 Commons Select Committee (2013) Private Rental Sector. 

https://statswales.gov.wales/Catalogue/Housing/Dwelling-Stock-Estimates
https://statswales.gov.wales/Catalogue/Housing/Dwelling-Stock-Estimates
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“On most measurements of quality, the private rented sector performs worse than 

local authority and housing association portfolios. If the quality of many 

neighbourhoods in our cities is to improve, it is imperative to enhance standards of 

rental property in private ownership” 13.  

2.6 The origins of the intention to introduce regulation to the private rented sector, stems 

from the Rugg review of the private rented sector in England in 2008. The review 

suggested steps that could be taken by Governments to deal with issues of poor 

property condition, bad management and insecurity of tenure14. 

2.7 The Welsh Government recognised that some aspects of the principles of the review 

would apply equally to Wales and saw advantages in introducing and operating a 

number of the Department for Communities and Local Government’s (DCLG’s) 

proposals on a joint England / Wales basis. The Welsh Government, therefore, 

consulted on these proposals in February 2010 and found general support for the 

principle for improving standards in the private rented sector15. 

2.8 The National Assembly for Wales’ Communities & Culture Committee launched an 

inquiry to look at standards in the private rented sector in October 2010. The report 

published in February 2011 “Making the Most of the private rented sector in Wales” 

made several recommendations for the Welsh Government to help regulate the sector, 

including that the Welsh Government:16 

1. actively seeks to promote a positive public image of the private rented sector as a 

tenure of choice in Wales 

2. promotes the development and use of Social Letting Agency schemes and Private 

Leasing Schemes by local authorities 

3. produces a specific strategy for making the most of the private rented sector in 

Wales 

4. continues to promote Landlord Accreditation Wales, working with publicly funded 

bodies and bodies representing the interests of both landlords and tenants to share 

and develop understanding and incentives for landlords to become accredited 

                                                
13

 IPPR (2014) Back to Rising Damp – Addressing Housing Quality in the private rented sector 
14

 Rugg, Julie and Rhodes, David (2008) The private rented sector: its contribution and potential 
15

 Welsh Government: http://gov.wales/consultations/housing-and-

regeneration/proposalprivaterentsector/?lang=en 
16

 National Assembly for Wales Communities and Culture Committee (2011) Making the most of the Private 

Rented Sector in Wales. 

http://gov.wales/consultations/housing-and-regeneration/proposalprivaterentsector/?lang=en
http://gov.wales/consultations/housing-and-regeneration/proposalprivaterentsector/?lang=en
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5. researches the potential effectiveness and feasibility of a mandatory licensing or 

registration scheme for all managers of private rented sector accommodation 

(including landlords) in Wales 

6. takes appropriate legislative action to enable the introduction of statutory regulation 

of all letting agencies in Wales 

7. encourages local authorities to continue to improve the strategic co-ordination of 

their different departments’ engagement with the private rented sector 

8. works with local authorities to develop ways of increasing tenants’ knowledge of 

their legal rights 

9. works with local authorities to develop and disseminate further guidance on 

bringing empty homes back into use, including the provision of examples of good 

practice, and monitors the outcomes of such guidance  

10. examines the potential for developing a ring-fenced fund, from which local 

authorities can allocate grants or recyclable loans to landlords and property 

developers, with the purpose of improving empty properties, recycling them back 

into use for renting to vulnerable households. 

2.9 Wales already had a voluntary Landlord Accreditation Wales scheme (LAW) in place, 

which had been operated by Cardiff Council on behalf of all local authorities in Wales. 

Research on the perspectives of landlords and agents on landlord accreditation in 

Wales found that the Landlord Accreditation Wales scheme had positive effects on the 

standards and practices of a number of landlords and agents.17 However, at this stage, 

it noted that there was not significant support for proposed mandatory registration and 

accreditation in Wales and there were significant pockets of uncertainty about, and 

resistance to, the introduction of legal regulation within the private rented sector. 

Provisions regarding the private rented sector within the Housing (Wales) Act 

2014 

2.10 The Housing (Wales) Act was introduced in 2014 to improve the supply, quality and 

standards of housing in Wales. The priorities of the housing act are: 

 more homes 

 better quality homes  

 better housing-related services18. 

                                                
17

 Jones, Gary Allan (2015) "Perspectives of landlords and agents on landlord accreditation in Wales", 

International Journal of Housing Markets and Analysis, Vol. 8 Iss: 2, pp.223 - 238 
18

 Welsh Government: http://gov.wales/topics/housing-and-regeneration/legislation/housing-act/?lang=en 

http://gov.wales/topics/housing-and-regeneration/legislation/housing-act/?lang=en
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2.11 There are eight elements to the Housing (Wales) Act 2014 covering a broad range of 

issues including homelessness, standards for social housing and housing finance 

among others.  Part 1 of the Act relates specifically to the “Regulation of Private 

Rented Housing” and is the focus of this evaluation. 

2.12 As a result of the Act, Welsh Government has established Rent Smart Wales. Rent 

Smart Wales is the brand name for government activity associated with administering 

the registration and licensing requirements set out under Part 1 of the Housing (Wales) 

Act 2014. Rent Smart Wales was launched on 23 November 2015 and from that date 

landlords and lettings agents who needed to register and/or become licensed could 

register and apply for a licence. The policy allowed 12 months for landlords and 

lettings agents to meet the new registration and licence requirements.19 

2.13 Overall, the Act “aims to improve the supply, quality and standards of housing in 

Wales”20.  Its purpose is to “introduce significant improvements across the housing 

sector to ensure that people have access to a decent, affordable home, and better 

housing-related service.” 21  

2.14 Part 1 of the Act is primarily concerned with quality and standards in the private rented 

sector and is intended to deliver: “Improved standards and management in the private 

rented sector by the introduction of a mandatory registration and licensing scheme”.22 

2.15 Lesley Griffiths, the then Minister for Communities and Tackling Poverty highlighted 

the expected benefits of the Act for tenants and landlords in the following statement:  

“Rent Smart Wales will improve the image of the private rented sector, which is an 

increasingly important housing option for many people. It will bring benefits to 

people who rent their home in the sector whilst at the same time, improve the 

practices of landlords and agents and help to tackle the bad landlords who give the 

sector a bad name”. 23  

  

                                                
19

 Welsh Government: http://gov.wales/about/cabinet/cabinetstatements/2015/rentsmartstartdate/?lang=en 
20

 Welsh Government: http://gov.wales/topics/housing-and-regeneration/legislation/housing-act/?lang=en 
21

 Welsh Government: http://www.assembly.wales/Laid%20Documents/PRI-LD9558-EM%20-

%20Housing%20(Wales)%20Bill%20-%20EXPLANATORY%20MEMORANDUM-18112013-251741/pri-ld9558-

em-e-English.pdf 
22

 Welsh Government: http://gov.wales/legislation/programme/assemblybills/housing/?lang=en  
23

 Welsh Government: http://gov.wales/about/cabinet/cabinetstatements/2015/rentsmartstartdate/?lang=en 

http://gov.wales/about/cabinet/cabinetstatements/2015/rentsmartstartdate/?lang=en
http://gov.wales/topics/housing-and-regeneration/legislation/housing-act/?lang=en
http://www.assembly.wales/Laid%20Documents/PRI-LD9558-EM%20-%20Housing%20(Wales)%20Bill%20-%20EXPLANATORY%20MEMORANDUM-18112013-251741/pri-ld9558-em-e-English.pdf
http://www.assembly.wales/Laid%20Documents/PRI-LD9558-EM%20-%20Housing%20(Wales)%20Bill%20-%20EXPLANATORY%20MEMORANDUM-18112013-251741/pri-ld9558-em-e-English.pdf
http://www.assembly.wales/Laid%20Documents/PRI-LD9558-EM%20-%20Housing%20(Wales)%20Bill%20-%20EXPLANATORY%20MEMORANDUM-18112013-251741/pri-ld9558-em-e-English.pdf
http://gov.wales/legislation/programme/assemblybills/housing/?lang=en
http://gov.wales/about/cabinet/cabinetstatements/2015/rentsmartstartdate/?lang=en
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What Rent Smart Wales means for Landlords 

2.16 The new regulations for landlord registration and licensing within the private rented 

sector include training for landlords and agents who let and manage properties in 

Wales24. 

2.17 With the introduction of this new legislation, landlords and agents must comply and 

become registered and licensed via Rent Smart Wales. This means that: 

 all private landlords who have a rental property in Wales must register themselves 

and the addresses of their rental properties in Wales25 

 all landlords and agents, wherever they operate, can approach one body (Rent 

Smart Wales) to register and obtain a licence 

 for the licensing authority to grant a licence, the applicant must be deemed ‘fit and 

proper’26 

 landlords and agents who carry out letting and management tasks are well trained 

and operating to a Code of Practice to deliver better managed properties in the 

private sector which, in turn, will improve standards27 

 landlords and agents are provided with relevant, up to date information and 

professional development opportunities to successfully manage tenancies within 

the law and rented accommodation in good repair 

 if a licence holder fails to comply with any condition of their licence, or is no longer 

‘fit and proper’ then their licence can be revoked.28 

What Rent Smart Wales means for Tenants 

2.18 The Welsh Government has developed a guide for tenants called “A Home in the 

private rented sector” which is available on the Rent Smart Wales website to assist 

tenants in understanding their responsibilities and rights when renting privately.  

  

                                                
24

 Welsh Government: http://gov.wales/topics/housing-and-regeneration/housing-

supply/renting/privately/?lang=en 
25

 Welsh Government: http://gov.wales/topics/housing-and-regeneration/housing-supply/renting/privately/landlord-

and-agent-registration/?lang=en 
26

 Rent Smart Wales: 

https://www.rentsmart.gov.wales/Uploads/Downloads/00/00/00/14/DownloadFileEN_FILE/RENT-SMART-

WALES-FEE-POLICY-2015.pdf 
27

 http://gov.wales/topics/housing-and-regeneration/legislation/housing-act/specific-elements/private-rented-

housing/?lang=en 
28

 Rent Smart Wales: https://www.rentsmart.gov.wales/en/landlord/landlord-licensing/ 

http://gov.wales/topics/housing-and-regeneration/housing-supply/renting/privately/?lang=en
http://gov.wales/topics/housing-and-regeneration/housing-supply/renting/privately/?lang=en
http://gov.wales/topics/housing-and-regeneration/housing-supply/renting/privately/landlord-and-agent-registration/?lang=en
http://gov.wales/topics/housing-and-regeneration/housing-supply/renting/privately/landlord-and-agent-registration/?lang=en
https://www.rentsmart.gov.wales/Uploads/Downloads/00/00/00/14/DownloadFileEN_FILE/RENT-SMART-WALES-FEE-POLICY-2015.pdf
https://www.rentsmart.gov.wales/Uploads/Downloads/00/00/00/14/DownloadFileEN_FILE/RENT-SMART-WALES-FEE-POLICY-2015.pdf
http://gov.wales/topics/housing-and-regeneration/legislation/housing-act/specific-elements/private-rented-housing/?lang=en
http://gov.wales/topics/housing-and-regeneration/legislation/housing-act/specific-elements/private-rented-housing/?lang=en
https://www.rentsmart.gov.wales/en/landlord/landlord-licensing/


 

 

Page | 13 

2.19 As a result of the Act, tenants can ask the prospective landlord if they are licensed 

when viewing a property and can verify if the landlord is licensed, or the property they 

wish to rent is listed and the landlord is registered, via the online check on the website. 

2.20 The new regulations for landlord registration and licensing within the private rented 

sector are also intended to help make tenants more aware of their rights and 

responsibilities. Including that they must: 

 pay their rent on time  

 look after the property  

 be considerate to their neighbours or they could be evicted for anti-social behaviour  

 not take in a lodger or sub-let without seeking permission from their landlord.29 

2.21 The Rent Smart Wales tenants guide also intends to make tenants aware of their 

rights and inform them that their landlords must: 

 maintain the structure and exterior of the property 

 deal with any problems with the water/sewerage, electricity and gas supplies 

 maintain in good working order any appliances and furniture they have supplied 

 carry out the repairs landlords are responsible for 

 arrange an annual gas safety check by a qualified gas safety engineer 

 give at least 24 hours’ notice of visits when they need access to the property 

 be registered with Rent Smart Wales and have a personal and property licence if 

necessary.30 

Implications for local authorities 

2.22 Under the Housing Act 2004 local authorities can already assess housing conditions 

and enforce improvement works in the private rented sector. The new Act is in addition 

to the regulatory functions that local authorities already have within the private rented 

sector and is intended to have several implications for local authorities, including the 

provision of: 

 an overview on where rented accommodation is, which will allow them to 

disseminate information and, if necessary, strategically intervene in issues as 

necessary 

 an up to date register of landlord details 
                                                
29

 Rent Smart Wales:  
30

 Rent Smart Wales: 

https://www.rentsmart.gov.wales/Uploads/Downloads/00/00/00/02/DownloadFileEN_FILE/Rent Smart Wales-

Tenant-s-Guide.pdf 

http://www.rentsmart.gov.wales/
https://www.rentsmart.gov.wales/Uploads/Downloads/00/00/00/02/DownloadFileEN_FILE/RSW-Tenant-s-Guide.pdf
https://www.rentsmart.gov.wales/Uploads/Downloads/00/00/00/02/DownloadFileEN_FILE/RSW-Tenant-s-Guide.pdf
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 powers of enforcement to local authorities one year after the Act comes into 

force.31 

2.23 Moreover, selective licensing and discretionary licensing is also in operation in many 

local authority areas in Wales to deal with more problematic HMOs and private rented 

sector properties. However, these are property licensing schemes as opposed to 

landlord licensing schemes and therefore there is no overlap or duplication with Rent 

Smart Wales. 

Future role for Rent Smart Wales 

2.24 Recent research on letting agent fees to tenants32 outlined the potential impact on 

agents, landlords and tenants, as well as possible implications for the private rented 

sector market, if these fees were to be banned. 

2.25 This research noted the importance of Rent Smart Wales in licensing landlords and 

letting agents and in improving standards. It also highlighted that this would be 

increasingly important to ensure any increase in self-management did not result in a 

poorer service for tenants. 

2.26 In addition, if a ban on letting agents’ fees were to be implemented there is a role for 

Rent Smart Wales in enforcing this.  

Housing registration and enforcement initiatives elsewhere 

2.27 There are numerous registration and enforcement schemes in operation elsewhere in 

the UK and internationally.  This section of the report reviews the experience of 

registration / licensing in the private rented sector in other regions of the UK, 

specifically:  

 Bristol (Licensing of private rented sector properties and Private Housing 

Enforcement Policy) 

 Leeds (Leeds Landlord Accreditation Scheme) 

 Isle of Wight (Housing and Communities Support Service: Housing Renewal 

Section) 

 Scotland Private Rented Housing Act (2004; 2011 and 2014) 

 Newham (Property Licensing Scheme) 

                                                
31

 Welsh Government (2015) Frequently asked questions on Rent Smart Wales and the new legislation for private 

sector landlords and agents 
32

 Clarke, Anna; Jones, Michael; Muir, Kathryn (2017). Research into letting agent fees to tenants. Cardiff: Welsh 

Government, GSR report number 48/2017.  

Available at: http://gov.wales/statistics-and-research/research-letting-agent-fees-tenants/?lang=en 

http://gov.wales/statistics-and-research/research-letting-agent-fees-tenants/?lang=en
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 Ireland (Residential Tenancies Act, 2004) 

 Isle of Man (Voluntary Landlord Scheme) 

2.28 The key aim across all schemes is to improve the standard of properties and 

management within the private rented sector, however the basis for the comparator 

schemes can vary, for example, the Scottish scheme is compulsory and based in 

legislation (similar to Rent Smart Wales), whereas the Leeds Accreditation Scheme is 

voluntary.  

2.29 Each of the comparator schemes aims to either register or license landlords, none are 

carrying out registering and licensing concurrently in the same manner as Rent Smart 

Wales.  This serves as useful evidence of the unique and ambitious nature of the 

scheme in Wales, and emphasizes the opportunity that exists to share learning from 

the Rent Smart Wales experience with other jurisdictions across the UK. 

2.30 Some schemes have a dual function; they seek to both improve the standards within 

the private rented sector (management and / or living standards) as well as addressing 

wider societal problems (e.g. anti-social behaviour), Rent Smart Wales currently does 

not have this wider focus.   

2.31 Schemes such as in Newham use multiple datasets to identify potential problem areas 

and to develop targeted interventions. While all 22 local authorities in Wales are 

encouraged to use a range of datasets only some allow cross-referencing of local 

housing data with council tax.  Discussions with local authority representatives 

suggested a need for tax related data to be shared more routinely to assist with 

identification of non-compliant landlords and therefore inform enforcement planning.   

2.32 Some schemes utilise cross-sectoral support and involve collaboration with other 

agencies, such as the police and fire services, and in the Newham example this was 

due to the specific ASB remit of the scheme. However, feedback from Rent Smart 

Wales stakeholders suggested cross-agency working is also developing in Wales and 

involves, for example, Environmental Health Officers completing Rent Smart Wales 

checks and the development of training with the fire service. 

2.33 Within all compulsory schemes (like Rent Smart Wales) non-compliance results in 

fines being issued.  Some also have additional powers, for example Newham Council 

uses several enforcement tools including33: 

  

                                                
33

 Information provided via telephone interview to RSM PACEC from Newham Council January 2017 
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 Rent Repayment Orders – 12 months’ rent can be recovered 

 Management Orders – takes control away from the landlord 

 Ultimate sanction – Compulsory Purchase Order (CPO) or Enforced Sale of 

property. 

2.34 This is similar to the enforcement powers available to Rent Smart Wales, specifically34: 

 Fixed Penalty Notices35  

 Prosecution36  

 Rent Stopping Order37 

 Rent Repayment Order38  

2.35 Rent Smart Wales also have the power to prevent landlords managing their properties 

and letting agencies operating at all in Wales if their licence is revoked. 

2.36 As at June 2017 the Newham private rented sector enforcement team had helped 

make 1,135 prosecutions against criminal landlords and served 2,170 notices to 

improve housing conditions and management.39 

  

                                                
34

 Rent Smart Wales Enforcement Policy 2017  
35

 RSW has the power to issue fixed penalty notices in respect of certain breaches under the Act. These notices 

give the offender the opportunity to avoid prosecution by payment of the prescribed sum (£150 or £250) in 

recognition of the offence.  
36

 RSW may prosecute breaches of the Act, particularly in respect of those who flout the law or who act 

irresponsibly, or where there is a risk to health and safety. Where Fixed Penalty Notices have failed to secure 

compliance previously, then prosecution is likely 
37

 A Rent Stopping Order has the effect of stopping the rent payable by a tenant to a landlord while it is in force 
38

 A rent repayment order has the effect of requiring the landlord to repay rent that has been paid for a specific 

period of time stated in the order during which the landlord has been found to have committed an offence under 

section 7(5) or 13(3) 
39

 https://www.newham.gov.uk/Pages/News/Newham-council-New-Government-must-support-Newham-to-

protect-private-sector-renters.aspx 

https://www.newham.gov.uk/Pages/News/Newham-council-New-Government-must-support-Newham-to-protect-private-sector-renters.aspx
https://www.newham.gov.uk/Pages/News/Newham-council-New-Government-must-support-Newham-to-protect-private-sector-renters.aspx
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3. Respondent Profile 

3.1 This section sets out the respondent profile to the two surveys conducted to inform this 

report, namely a landlord and letting agent survey and a survey of tenants issued in 

July 2017.  

Respondents to the Landlord and Lettings Agent Survey 

3.2 A total of 1,267 responses were received from a combination of letting and 

management agents, and private sector landlords with varying degrees of involvement 

in the letting and management of their properties. 

3.3 Of these, 1,18840 indicated that they were a landlord (94%) and 70 indicated that they 

were a letting agent (6%). 

3.4 As illustrated in Figure 3.1, of the 1,188 landlords, just over half (n=637, 54%) let and 

manage their own properties, the remaining 46% (n=551) employ others to either let 

and/or manage their properties. This is broadly similar to the landlord respondent 

profile at baseline. 

3.5 Of the 70 letting and/or management agents, the majority (n=44, 63%) are both a 

letting and management agent. Almost a quarter (n=16, 23%) are managing agents 

and the remaining (n=10, 14%) are letting agents only, as shown in Figure 3.2. This is 

a similar respondent profile to the baseline survey return.  However, a higher 

percentage of respondents reported being a managing or letting agent than previously 

(23% and 14% compared to 5% and 8% respectively). 

Figure 3.1: Which of the following profiles best describes your role? (landlords) 

Source: RSM (N=1,188) 

  

                                                
40

 Nine respondents did not state if they were a landlord or a letting agent 



 

 

Page | 18 

Figure 3.2: Which of the following profiles best describes your role? (letting 
agents) 

 

Source: RSM(N=70) 

Involvement in Property 

3.6 Respondents were asked about their involvement in the private rented sector, 

including whether it was their main income or business, a form of investment, or if they 

were involved for some other reason, such as being unable to sell; 1,267 respondents 

provided an answer. 

3.7 For most respondents, property is an investment but not their main business or income 

(n=796, 63%) while 13% of respondents viewed property as their main business or 

source of income (n=161) and 3% stated that their main business is solely the 

management and letting of other people’s properties (n=40).  

3.8 In total 19% (n=234) of respondents indicated that they are landlords because they 

have either inherited property or are unable to sell (‘accidental’ landlords), a difference 

of 2% from the baseline where 17% reported being an ‘accidental landlord’.  

Property Ownership 

3.9 When asked approximately how many rental properties they owned, a total of 1,173 

(99%) landlords provided a response.41 The majority stated they owned between one 

and five rental properties (n=1,026, 88%) with a further 7% (n=80) owning between six 

and ten rental properties and 5% (n=60) owned between eleven and fifty rental 

properties. Less than 1% own more than 50 properties. Figure 3.3 provides a 

breakdown of the number of rental properties owned by survey respondents. 

                                                
41

 Note that only landlords provided a response to this question 
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Figure 3.3: Approximately how many properties do you own? (All) 

Source: RSM (N=1,173) 

  

Location of Letting and Management Activity 
 

3.10 Respondents were also asked about the number of rental properties they let and / or 

managed.  Given that there are notably more private landlord respondents than there 

are letting / management agent respondents, it follows that most respondents let and / 

or managed between 1 and 5 properties (80%).  

3.11 Of the 835 landlords who responded, 97% (n=811) let and / or managed 1 – 20 

properties. Of the 68 letting agents who responded, 34% (n=23) let and / or managed 

1 – 20 properties, while 43% (n=29) of letting agents let and / or managed over 100 

properties, as shown in Figure 3.4. 

3.12 Survey respondents were asked to identify the local authority areas in which the 

properties they owned, let and / or managed were located.  The largest proportion of 

respondents (14%) were from the Cardiff area, followed by Rhondda Cynon Taff (7%), 

and Swansea (7%). Responses reflect the rates of private renting in the Welsh local 

authorities (in 2015/16 approximately 13% of privately rented dwellings were in Cardiff; 

9% in Swansea and 8% in Rhondda Cynon Taff)42. The fewest respondents operated 

in the Merthyr Tydfil local authority. 

                                                
42

 Statswales: Dwelling stock estimates by local authority and tenure (2015/16) 

https://statswales.gov.wales/Catalogue/Housing/Dwelling-Stock-Estimates/dwellingstockestimates-by-

localauthority-tenure 

https://statswales.gov.wales/Catalogue/Housing/Dwelling-Stock-Estimates/dwellingstockestimates-by-localauthority-tenure
https://statswales.gov.wales/Catalogue/Housing/Dwelling-Stock-Estimates/dwellingstockestimates-by-localauthority-tenure


 

 

Page | 20 

Figure 3.4: Approximately how many properties do you let and / or manage  

Source: RSM (N=903) 

Respondents to the Tenant Survey 

3.13 This section details the profile of the respondents to the tenant questionnaire. As 

detailed in the methodology, responses were obtained from individuals that had 

completed the National Survey for Wales in 2014 and had agreed to be re-contacted.  

To minimise the burden on respondents, profile questions were not asked in the 

evaluation questionnaire.  Instead, responses from the evaluation questionnaire were 

matched to respondent profile data contained within the National Survey for Wales 

2014-15 re-contact database.  The profile information set out here is therefore drawn 

from the National Survey for Wales 2014-15 data.  There were 100 responses to the 

tenant questionnaire. 

Gender 

3.14 There was an even distribution of male and female respondents, with marginally more 

males completing the survey than females (55% compared to 45% respectively). This 

is reflective of the private rented sector as the 2011 census found that within the 

private rented sector 56% of households had a male Household Reference Partner43 

(HRP). 44 

  

                                                
43

 Refers to the person in whose name the dwelling is rented or in the case of joint tenants the person with the 

highest income 
44

 Stats Wales, Statistical Bulletin SB15/2014, 2011 Census data – characteristics of households in Wales, 25th 

February 2014 
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Age 

3.15 In terms of the age of respondents, (44%, n=44) were aged between 21 and 40 while 

46% (n=46) of respondents were aged 41 and over. This is also reflective of the 

private rented sector as the 2011 census found that 45% of HRPs in the private rented 

sector were aged 24 – 34.45  

Ethnicity  

3.16 Most of the respondents (96%) identified as being of white British ethnic origin.  At the 

time of the 2011 Census, the private rented sector in wales was the most ethnically 

diverse of the tenures. However, 92.1% of HRPs were reported as white and the 

remaining 7.9% as various BME groups. 46 

Respondent background  

3.17 In addition to background information drawn from the National Survey of Wales 

database, the evaluation questionnaire also asked some background questions and 

the findings are outlined in the following paragraphs. 

3.18 All respondents (100%) stated that they rent their accommodation from a private 

landlord.  

3.19 The majority of respondents (85%, n= 85) stated that they were satisfied or very 

satisfied with their current accommodation, as illustrated in Figure 3.5. This is similar 

to the baseline findings where 89% (n=145) stated that they were satisfied or very 

satisfied with their current accommodation. Those that were either dissatisfied or very 

dissatisfied was also close to baseline figure of 6% (n=10).  

3.20 Most respondents (34%, n=34) stated that they had been living in their current 

accommodation for 2 – 5 years. Approximately 25% (n=25) had lived in their current 

accommodation for over 10 years and 22% (n=22) for between 5 and 10 years. A 

further 18% (n=18) had lived in their current accommodation for less than 2 years, as 

illustrated in Figure 3.5. This is different to the baseline where the majority, (31%, 

n=51) stated they had been living in their accommodation for less than 12 months, 

followed by 25% of residents (n=40) stating that they had been living in their 

accommodation for 2- 5 years. Of the baseline respondents, 14% (n=23) stated that 

they had been living in their accommodation for over 10 years.  Differences between 

                                                
45

 Stats Wales, Statistical Bulletin SB15/2014, 2011 Census data – characteristics of households in Wales, 25th 

February 2014 
46

 Stats Wales, Statistical Bulletin SB15/2014, 2011 Census data – characteristics of households in Wales, 25th 

February 2014 
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the baseline and current profiles of respondent tenure are likely due to a combination 

of overall respondent numbers (fewer responses to the most recent survey) and the 

fact that the survey was administered to the same population one year later 

(explaining the lower proportion of respondents checking the ‘less than 12 months’ 

option). 

Figure 3.5: Time in accommodation  

 

Source: RSM Tenant Survey (N=100) 
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4. Evaluation Findings 

4.1 This section presents findings from the methodology set out in section two.  It is 

structured under the following sub-headings. 

 General awareness and understanding 

 Registration and licensing 

 Training provision 

 Enforcement  

General Awareness and Understanding 

4.2 This section outlines data from Rent Smart Wales in relation to website usage and 

presents findings from landlords / letting agents, tenants, local authorities and wider 

external stakeholders regarding levels of awareness of Rent Smart Wales generally as 

well as specifically in relation to enforcement. 

4.3 Google Analytics data from Rent Smart Wales suggests that there has been increased 

website usage, including increases in the number of times the Rent Smart Wales 

pages have been viewed (referred to as the number of ‘sessions’47) as well as the 

number of different individuals that have accessed the Rent Smart Wales website 

(referred to as the number of ‘unique users’).48  

4.4 As shown in Figure 4.1 the number of web sessions increased from 30,886 in March 

2016 to 53,134 in March 2017 and peaked at 271,081 in November 2016 

(enforcement commenced in this month). The number of unique users increased from 

16,447 in May 2016 to 21,679 in July 2017 and peaked at 115,000 in November 2016. 

This suggests there was a sharp increase in line with the registration deadline and a 

continuing trend above the equivalent months in 2016. Data on unique users was not 

available before May 2016. 

4.5 Figure 4.1 also shows that the number of user accounts created has also increased 

from 2,013 in November 2015 to 103,903 in total by August 2017, with a peak of 

31,573 new accounts in November 2016 (likely to be due to the commencement of 

enforcement).  

 

                                                
47

 Refers to the number of visits to the Rent Smart Wales website (i.e. one user could have made multiple visits) 
48

 Unique user refers to the number of individual users that have accessed the website  



 

 

Page | 24 

Figure 4.1: Number of sessions / unique users and user accounts (November 
2015 – July 2017) 

Source: Rent Smart Wales 

4.6 Results from the survey of landlords and lettings agents identified high levels of 

awareness, with 100% of letting agents and 99% of landlords indicating they were 

aware of Rent Smart Wales. Note that high levels of awareness is to be expected 

among the survey population given that the sample was drawn from the Rent Smart 

Wales registration database. 

4.7 Beyond levels of awareness, the landlord and letting agent survey sought to 

understand the degree of more detailed knowledge in the sector regarding Rent Smart 

Wales. 

4.8 To explore levels of knowledge regarding registration and licensing requirements, 

respondents were asked to state whether they thought a series of statements 

regarding registration and licensing requirements were true or false. Figures 4.2 and 

4.3 illustrate the level of knowledge of landlords and letting agents respectively.  

4.9 In comparison to the knowledge of registration and licensing in the baseline findings, 

overall a larger proportion of landlords responded correctly to each statement. In 

particular, knowledge of registration is almost 8% higher and knowledge that private 

landlords require a licence is 10% higher than in the baseline findings. 
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4.10 Figure 4.3 illustrates the responses of letting and management agents. In line with the 

baseline findings, the knowledge among letting agents is higher than it is among 

landlords. More than 90% of letting agents chose the correct response regarding the 

requirement for registration (94%), licensing (98.5%), training (92%) and renewal 

(95.5%). 
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Figure 4.2: Landlord knowledge of registration and licensing 

 

Source: RSM, (N= 1170, 1164, 1165, 1163, 1165, 1167 respectively)
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Figure 4.3: Agent knowledge of registration and licensing 

 

Source: RSM, (N=66, 66, 66, 67, 67, 67)
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4.11 Overall, knowledge amongst landlord respondents has improved and while letting 

agent’s knowledge is similar to the baseline findings, this was consistently higher 

than landlords. There was a notable difference between knowledge of registration 

and licensing renewal where 75% (n=876) of landlords were correct compared to 

95% (n=64) of letting agents.49  

4.12 The majority of respondents (83%) were not aware of any enforcement undertaken 

concerning Rent Smart Wales since November 2016.  

4.13 Interviews with landlords and lettings agents suggested that interviewees 

understood the requirements under the Act (21 of the 22 individuals stated that they 

fully understood their requirements). Information was gathered from a range of 

sources. Seven had received this information from training, five from their own 

online research, three had received information from their local authority, three from 

their letting agent. The remaining three cited the Welsh Assembly, general media 

and the Landlord Association respectively.  

4.14 Tenants were asked if they had ever heard, read or seen anything about Rent 

Smart Wales. Over half of tenant respondents (53%, n=53) were aware of Rent 

Smart Wales (5% (n=5) of these respondents were made aware through RSM and 

taking part in the evaluation). 

4.15 While 42% (n=42) indicated that they were not aware of Rent Smart Wales this 

demonstrates an increased level of awareness from the baseline where 79% 

(n=121) stated they were unaware. 

  

                                                
49

 Caution with these findings is required due to significantly different respondent numbers. 
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4.16 The majority of the 53 respondents had heard of Rent Smart Wales via the media 

(n=18, 34%) or from their landlord (n=11, 21%) while small percentages referred to 

their letting agent (n=3, 6%), tenant organisations, leaflets and posters (1% 

respectively).50 In addition, 43% (n=23) stated they had heard about Rent Smart 

Wales in other ways and the most common were: 

 Word of mouth (n=8)  

 RSM and taking part in the evaluation (n=5) 

 The internet (n=4) 

 Local Council (n=2) 

 Work colleagues (n=2) 51 

4.17 Focus groups with Rent Smart Wales staff also highlighted a perceived lack of 

awareness amongst tenants in relation to what is and is not required by landlords 

and / or letting agents under the Act and as a result Rent Smart Wales staff felt they 

receive complaints that are inaccurate or not relating to Rent Smart Wales. 

4.18 Interviews with tenants found a lack of awareness regarding Rent Smart Wales. 

Specifically, interviewees were unaware of the tenant’s guide produced by Rent 

Smart Wales or enforcement of Rent Smart Wales as a legal requirement. While 

tenants had some awareness of the legislation, they were not aware of how it could 

benefit them. For example one tenant noted “landlords have to sign up to something 

now, which is not a bad idea”. In addition, one tenant believed Rent Smart Wales 

was not relevant for them as it only applied to ‘bad landlords’, stating “I understood 

it as legislation coming in to deal with bad landlords and so thought it was irrelevant 

for me”. 

4.19 When asked what information they would like on Rent Smart Wales interviewees 

highlighted the need for ‘basic information’ such as what it is and how it can 

help tenants. In addition, most tenants reported being unsure of how to find out if 

their landlord or letting agent is registered or licensed.   

  

                                                
50

 Note: respondents could tick more than one option 
51

 Two were unsure / could not remember how they were made aware 
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4.20 Interviews with external stakeholders (n=5) found that while interviewees were 

aware of Rent Smart Wales most felt that the full implementation and enforcement 

of the Act was still in its early stages. Interviewees felt that further work was 

required to raise awareness amongst landlords and lettings agent of the 

consequences of non-compliance and amongst tenants of their rights by 

providing more accessible information.  

4.21 Findings from the focus group and interviews with landlord and letting agent 

representative bodies suggested that there are still numerous landlords and letting 

agents unaware of Rent Smart Wales and/or their requirements under the Act and 

how this differed from requirements for e.g. HMO licensing.  

4.22 Moreover, it was suggested that further awareness raising work was needed to 

reach those that are not already active in the sector or involved in landlord forums 

etc. as well as those in more rural areas and those outside of Wales.  

4.23 Tenant and landlord and letting agent representative bodies felt that the 

implementation of the Act was being managed and administered well. In particular, 

stakeholders felt Rent Smart Wales had been responsive to issues raised. For 

example, one interviewee noted that a lack of consistency in how information (such 

as the date of a landlord’s registration) was provided to support cases being taken 

to court. However Rent Smart Wales responded to this by updating the webpages 

to include registration date. 

4.24 Engagement with stakeholder groups was also cited as helpful (for example the 

Rent Smart Wales operational group meets monthly to discuss issues with the 

systems/ any training needed etc.). 

4.25 However the majority of interviewees highlighted that the number of applications 

received prior to the November 2016 deadline had been significantly 

underestimated, felt in part to be due to no incentivisation to register early from the 

outset.  

4.26 Implementation was criticised by some interviewees who felt that there was a lack 

of forward planning from the outset. In particular, one interviewee noted that there 

has been a lack of clarity at different stages of the implementation process, 

highlighting that, for example, there was no consultation on how enforcement would 

be managed between local authorities and Rent Smart Wales until six months after 

the registration deadline had passed.  
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4.27 Four of the five interviewees also felt that greater planning was required to 

implement the Act more efficiently, with one stakeholder stating, “it was launched 

quickly, and all issues not thought through, the timing of the registration caused 

hiccups and [Rent Smart Wales] ended up being under considerable pressure to get 

things done – this should have been staggered to allow for less pressure on the 

service” 

4.28 Interviews with local authorities also highlighted that there had been a ‘massive 

influx of enquiries and applications’ prior to the deadline. It was suggested that this 

resulted in a significant backlog of applications that has impacted on enforcement 

as local authorities are not aware of whether an application is in process or has 

been declined.    

4.29 Local authorities indicated they were aware of Rent Smart Wales and its 

requirements for landlords and letting agents. Approximately one third of local 

authorities stated that they were clear or very clear52 on the work required by local 

authorities to enforce the new legislation. These interviewees felt that the 

Memorandum of Understanding (MOU)53 had provided clear protocols for the 

relationship between local authorities and clear guidance had been provided from 

Rent Smart Wales on how to log enquiries etc. It was noted that any issues or 

queries were easily overcome by contacting Rent Smart Wales.  

4.30 However, it was suggested that the MOU does not provide sufficient detail on who 

is responsible for different actions or how the responsibilities are to be implemented. 

For example, one interviewee noted “it is not clear who is responsible for doing what 

and when” and as a result enforcement actions taken to date have been limited. 

4.31 All local authority interviewees stated that it is was not clear if the local authority or 

licensing authority were responsible for taking the lead on enforcement and more 

definitive guidance is required in relation to bringing prosecutions or issuing fixed 

penalty notices (FPN).  

 

 

                                                
52

 Rated their understanding / clarity as a 4 or 5 when asked to rate on understanding on a scale of 1 to 5 

(where 1 was unclear and 5 was completely clear) 
53

 The MOU between Rent Smart Wales and each of the 22 local authorities outlines the roles and 

responsibilities of each in relation to the delivery and implementation of Part 1 of the Housing (Wales) Act 

2014 across Wales 
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Registration and Licensing 

4.32 The number of landlords registering with Rent Smart Wales per month has 

increased from 1,497 in November 2015 to 87,614 at the end of December 2017, 

with a monthly peak of 26,366 in November 2016. 

4.33 In total 22,243 landlord and letting agent licences have been approved (19,327 

landlords and 2,916 letting agents) as of December 2017.  

4.34 The number of approved landlord licences is significantly lower than landlord 

registrations as not all landlords will require a licence. In addition, the prioritisation 

of letting agent applications resulted in a backlog of landlord licence applications.  

4.35 Rent Smart Wales’ monitoring data also identifies increases in the number of 

telephone enquiries (referred to as ‘call volumes’) regarding registration and 

licensing, increasing from 1,242 in December 2015 to 3,356 in July 2017, having 

peaked at 9,267 in November 2016.  

4.36 While Landlords and Letting agents responding to the survey were generally very 

aware of the need to become registered / licensed, they were less confident about 

awareness of Rent Smart Wales across the private rented sector more broadly. 

Figure 4.4 illustrates the perceived level of awareness regarding mandatory 

registration and licensing in the sector generally. The majority of letting agents 

(60%, n=40) and landlords (40%, n=467) felt that sector awareness was poor or 

very poor while only 22% (n=257) of landlords and 19% (n=13) of letting agents felt 

that overall awareness was either good or very good.  

Figure 4.4: Level of awareness regarding mandatory registration and 
licensing in the sector generally  

      Source: RSM (letting agent and landlord, N=66 and N=1168 respectively)  
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4.37 For letting agents, this is similar to baseline findings however for landlords it 

represents a 6% increase in those reporting that levels of awareness were good or 

very good. 

4.38  Landlords and agents were asked whether they had registered (landlords only) and 

/ or obtained a licence (agents, and those landlords that let or managed their own 

properties). The following paragraphs set out results from the landlord and letting 

agent survey regarding the extent of registration and licensing, the ease with which 

respondents could register and / or obtain a licence, and levels of knowledge and 

understanding among landlords and agents of different facts about registration and 

licensing. 

4.39 The majority of landlords responding to the survey (N=1,175) had already registered 

as a landlord with Rent Smart Wales (99%).  This is over a 10% increase in 

comparison to the baseline findings in which 87% of landlords had already 

registered, however such an increase is expected given that the baseline survey 

was completed prior to the commencement of enforcement and the second survey 

was completed after. Of those ‘accidental landlords’54 who answered (n=230), 98% 

are registered with Rent Smart Wales and of the intentional landlords55 (n=930), 

99.7% are registered.  

4.40 The proportion of those who do have a licence has notably increased by almost 

60% in comparison to the baseline findings. A total of 1,029 (85%) landlords have 

applied for a licence and 187 (15%) have not. 

  

                                                
54

 ‘Accidental landlords’ refers to respondents who stated they were unable to sell, or that had inherited their 

property 
55

 ‘Intentional landlords’ refers to respondents who stated that property was their main business/ income or 

was an investment  
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4.41 While not all landlords need to apply for a licence, other reasons given by 

respondents for why they have not applied for a licence to date include: 

 Applicant awaiting certification following application 

 Applicant is aware of the requirements, but does not think it applies to them 

 Applicant has not had the time to do it yet 

 Applicant is planning on selling their property 

 Applicant has paid to register as a landlord but have not received any further 

information 

 Applicant’s property is not on the market to let 

 Applicant believes it is too expensive 

 Applicant is unaware of the requirements. 

4.42 Landlords who have already registered were asked about the registration process, 

including how easy was it to register, how easy it was to find out what they needed 

to do to comply with the new duties under Rent Smart Wales, and how easy was it 

to find out information about Rent Smart Wales. 

4.43 Approximately half of landlords found it very easy or quite easy to register with Rent 

Smart Wales (51%, n=593) and a similar proportion reported finding it quite or very 

easy to find out information about Rent Smart Wales (54%, n=440). This is a slightly 

lower percentage compared to the baseline findings, where over 63% and 67% of 

landlords found it very easy or quite easy to register and find out information about 

Rent Smart Wales respectively. In addition, 47% (n=514) stated that they found it 

easy or very easy to comply with the new duties under Rent Smart Wales, which is 

also slightly lower than the 51% that reported this at baseline. 
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Figure 4.5: Ease of registration, information and compliance (Landlords) 

        Source: RSM (N=1162, 1093, 814 respectively) 

 

4.44 When comparing accidental landlords (n=223) to intentional (n=990), a larger 

proportion of intentional landlords (48.4%, n=479) felt it was either quite or very 

easy to find out what they needed to do to comply with Rent Smart Wales than 

accidental landlords (41.2%, n=92). Similarly, when asked how easy it was to find 

out information about Rent Smart Wales, of the accidental landlords (n=136), 37.4% 

thought it was either quite or very easy to find information whereas 52.7% of 

intentional landlords (n=666) believed it to be easy.  

4.45 A total of 70 lettings agents answered the above question. The majority of letting 

agent’s perceived finding information to be either very easy (22%) or quite easy 

(32%). One fifth of respondents thought finding out information about Rent Smart 

Wales was either quite difficult (14%) or very difficult (6%). 

4.46 Reasons given by respondents who found registration difficult include: 

 the poor design of the Rent Smart Wales website which led to account 

duplication 

 difficulties contacting the Rent Smart Wales staff and obtaining support and 

 not receiving notification of the change in registration processes as they 

generally operate outside of Wales. 
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4.47 Steps suggested to improve the process include: 

 overall process too complicated and should be streamlined 

 staff should be available to offer support outside of working hours, as many 

landlords work full-time outside of the property business and 

 registration and licensing should be amalgamated into one process. 

4.48 Figure 4.6 outlines letting agent responses on how easy was it to apply for a    

licence, how easy was it to find out what they needed to comply with new duties 

under Rent Smart Wales, and how easy to find information about Rent Smart Wales.  

4.49 In total 38% (n=24) felt it was quite or very easy to apply for a licence, a similar 

proportion (43%, n=28) found it easy to find out what they needed to do to comply 

with new duties, and a higher proportion (54%, n=35) found it easy to find out 

information about Rent Smart Wales. Overall, these figures are c.10% lower than 

those reported at baseline, suggesting a marginal decrease in letting agent’s 

experience of the licensing process. 
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Figure 4.6: Ease of licensing, information and compliance (Agents)  

 

Source: RSM (N=64, 65, 65 respectively) 

4.50 Reasons why applicants found the process difficult include: 

 the process was time consuming 

 exam was too difficult 

 language was too confusing 

 it was difficult to access the phone helpline and 

 the website was not user friendly. 

4.51 Suggested improvements to the system include: 

 reduce the number of steps involved in the application 

 provide a progress bar which lets you see how far along the application is 

 provide a “save and return” function to allow people to return to the application; 

and 

 have a source with accurate updates on the Rent Smart Wales service and 

current issues in applications etc. 
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4.52 However findings from the focus group with Rent Smart Wales staff highlighted 

that changes have been made within the last year to improve the registration and 

licensing process. This includes more staff resources available to explain the 

process and address any queries; availability of a questionnaire that landlords can 

complete to identify if they need a licence; and more online guidance, for example a 

clear statement indicating if an application has been submitted or not.56 

4.53 When asked about how the licensing process could be improved in future, 

interviews with landlords and lettings agents as part of the longitudinal study 

returned the following suggestions:  

 greater variability in pricing for agents as some single office agencies pay the 

same as larger multi-branch ones and  

 shorter process with clearer guidance and language.  

4.54 The majority of letting agents (73%, n=49) and landlords (64%, n=917) believed that 

the difference between licensing and registration was not widely understood.  

4.55 A slightly higher percentage of letting agents and landlords indicated that the 

differences were not understood at baseline (79% and 67% respectively), however 

similar to the baseline findings, a higher proportion of letting agents than landlords 

believed the difference between registration and licensing was not understood. 

  

                                                
56

 It was indicated that previously landlord and letting agents were completing application forms and not fully 

submitting them, meaning their application was not processed  
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Figure 4.7: Understanding the difference between registration and licensing 

Source: RSM (Agent N=67, Landlord: N=1,143) 

4.56 Respondents that believed the difference was not widely understood provided 

suggestions as to how this could be improved; these included: 

 clearer and more concise information detailing who is required to register / 

obtain a licence and when (for example a ‘fact sheet’) 

 dissemination of information on registration and licensing as well as the 

difference between both across a wider range of media  

 simplify or possibly combine the two processes (e.g. once an applicant is 

registered they are told that they need to also obtain a licence if they meet a set 

of criteria. 

4.57 When tenants were asked whether they knew if their landlord was registered, 40% 

(n=21) of 53 respondents stated that their landlord had registered and 60% (n=32) 

stated that they did not know.  

4.58 Tenants were also asked whether they knew if their landlord or letting agent was 

licensed.  55% (n=29) of 53 respondents stated their landlord was licensed, 43% 

(n=23) did not know and 2% (n=1) stated their landlord or letting agent was not 

licensed. 

4.59 Local authority interviewees suggested there is an increased number of landlords 

registered and / or obtaining a licence in their area, however it was also estimated 

that there was a significant percentage still to be registered. 

4.60 Local authorities referred to a range of approaches that were being undertaken to 

identify those that were yet to register or obtain a licence. These included obtaining 

extra intelligence from existing databases (e.g. housing benefits and council tax), 

focusing on known problem areas and checking properties for registration when 

they get a complaint regarding conditions.  
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4.61 Interviews with local authorities therefore suggest that Rent Smart Wales is 

encouraging improved linkage of data and information sharing across services.  

Welsh Government and Rent Smart Wales should consider how momentum in 

information sharing across local authority service areas can be further supported. 

4.62 However one local authority highlighted that it has been a significant challenge to 

explain to landlords who are already registered with a pre-existing licensing scheme 

for Houses of Multiple Occupation (HMOs) that this is only for licensing a property 

and registration with Rent Smart Wales is still required.  
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             Training Provision 

4.63 Training is a key part of the licensing process for both landlord and letting agents 

and it was expected that those involved in managing or letting a property will be 

trained and licensed by 23 November 2016.   

4.64 In total 34,178 landlords and 5,515 letting agents have been trained between 

December 2015 – July 2017.57 Of these, 73% of landlords and 59% of letting agents 

attended Rent Smart Wales courses, the remaining attended courses run by 

external providers. 

4.65 Of those that attended Rent Smart Wales courses (N=28,095) the majority of 

landlords (77%) and letting agents (68%) completed the training online.  

4.66 Respondents to the quantitative landlord and letting agent survey were asked if 

they had accessed licensing training to date and 1,235 provided a response (1,169 

landlords and 66 letting agents). Of these 95% (n=63) of letting agents had 

accessed training, compared to 64% (n=747) of landlords [note - the question was 

not applicable for 27% of landlord respondents as they assigned a licensed agent to 

manage their properties]. This is a significant increase from the baseline where 52% 

of letting agents and 35% of landlords stated they had accessed training.58  

However such an increase is expected given that the baseline survey was 

completed prior to the commencement of enforcement and the second survey was 

completed after. 

Figure 4.8: Access to licensing training 
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4.67 A total of 232 accidental landlords responded to the question. Figure 4.9 below 

highlights their responses in comparison to intentional landlords (n=988). 

                                                
57

 Data provided by Rent Smart Wales to RSM PACEC (August 2017) 
58

 2017 survey respondents: letting agents n=70; landlords n=1188. Baseline survey respondents: letting 

agents n=110; landlords: 662.  
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Figure 4.9: Have you accessed licensing training yet? 

Source: RSM (N= 1,220 Accidental landlords (732), Intentional landlord (988)) 

4.68 A lower percentage of accidental landlords have accessed training (58%, n=135) 

however a higher percentage plan to assign a licensed agent to let and manage 

their property (32%, n=75).  

4.69 Of the respondents who have not yet accessed training, 83% (n=92) stated they did 

not have plans to do so. This is higher than at baseline where 47% of landlords and 

53% of agents stated they had no plans in place to access training and is in contrast 

with the high levels of awareness reported (100% of letting agents and 99% of 

landlords indicated they were aware of Rent Smart Wales). 

4.70 Respondents were asked to explain why they do not have plans in place to access 

training and the most common responses included (n=79):  

 do not feel they need it as they believe they are a good landlord with several 

years’ experience and therefore do not need training (n=12) 

 have a letting agent and therefore not needed (n=15)   

 were not aware it was a requirement (n=10).  

4.71 Responses also suggested confusion between what enforcement meant for 

accessing training, with one respondent noting they believed the November 

deadline also applied to accessing training and so they could no longer complete 

this.  

4.72 Those who had accessed training were asked how easy this was to undertake. 

Similar to the baseline findings, 75% (n=48) of letting agents and 65% (n=484) of 

landlords found it quite or very easy to undertake training. 

4.73 Of 136 accidental landlords 56% (n=76) found it easy to undertake training, slightly 

lower than 66% (n=416) of intentional landlords. In addition, 20% (n= 27) of 

accidental landlords perceived it to be either difficult or very difficult in comparison 

to 15% (n=92) of intentional landlords.  
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4.74 In terms of the format of training, the majority completed to date has been 

completed online (of 786 respondents, 61% (n=487) accessed online training). Only 

36% (n=284) completed face-to-face training compared to 80% in the baseline 

findings.   

4.75 This finding represents a positive development vis a vis the position at baseline 

evaluation stage.  At that time the evaluation research found that availability of 

online training was limited, and uptake was sporadic as a result.  Subsequent 

provision of online training has clearly been well received and has been the 

preferred route for accessing training among survey respondents. 

4.76 Respondents who had completed the training were asked if they felt the Code of 

Practice was adequately covered. The majority of landlords (86%, n=587) and 

agents (78%, n=46) felt that this was the case. These figures are approximately 4% 

lower than those reported in the baseline findings.  

Figure 4.10: Was the content of the Code of Practice adequately covered? 

 

Source: RSM (N=734 (675 landlords and 59 agents)) 

4.77 Of the respondents (61 agents and 731 landlords) 74% (n=45) of letting agents 69% 

(n=502) of landlords felt that the training was very, quite or somewhat useful as 

illustrated in Figure 4.11. For example, one respondent noted that because of the 

training they now “follow the correct procedures to comply with current legislation…I 

cross the I's and dot the T's where I might have missed something before, e.g. 

forget to show energy performance certificate”.  

4.78 This is lower in comparison to baseline statistics where 90% of agents (n=45) and 

83% of landlords (n=135) felt the training was very or somewhat useful.  

4.79 Of the 800 respondents that answered the question regarding how useful they 

found the training, the majority (62%) felt that the training was very or somewhat 

useful. 
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Figure 4.11: How useful did you find the training? 

 

 

 

 

 

 

 

 

 

 

 

Source: RSM PACEC (N=792 (61 Agents and 731 Landlords)) 

4.80 When asked why the training was not useful responses (139) varied. The following 

reasons were given by respondents:  

 already knew the information 

 a lot of information was irrelevant to the landlord’s situation 

 thought it was a waste of time and money 

 similar training can be provided by other resources 

 course was rushed therefore information was forgotten 

 a lot of information was common sense. 

4.81 In relation to value for money, 47% (n=345) of landlords and 60% (n=37) of letting 

agents felt the training provided value for money. This has decreased by 20% and 

10% respectively in comparison to baseline findings. However, it must be noted that 

there is a large difference in sample size when comparing to baseline findings. 

4.82 Reasons why respondents believed that the training was good value for money 

include: 

 relevant and useful information was provided 

 provided good insight into the requirements of a landlord 
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 it was thorough and included all the key points and 

 it was user-friendly and accessible. 

4.83 Reasons why they thought it was not good value for money include: 

 a lot of information was tailored to landlords with more than one property 

 for landlords with years of experience the training was largely unnecessary 

 cost was too high for the basic online information provided. 

4.84 Positive feedback from respondents are detailed below 

“Huge amount of information provided in a clear & relevant manner. I could never 

have researched this without the help provided” 

“As a new landlord, it was good to know what needs to be considered, rights and 

responsibilities. However, established landlords might find this process a little be 

condescending” 
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4.85 Negative feedback included: 

“I think that this is only a way to make more money from the sector, and it is all 

unnecessary. Good landlords like myself adhere to the law regarding property 

rental. This course should be a penalty forced upon those with a bad track 

record, and complaints about them... a bit like a driver’s awareness course” 

“I have been a good and responsible landlord for more than 20 years - this 

requirement to be licensed and trained is a nonsense - a waste of time and 

money.  Use the law to pursue bad landlords.  I am now in the process of selling 

my Wales portfolio and will invest outside of the principality” 

“Notes were very poor, and there was very little detail to take home and refer to 

after the days training. I thought there would be more training around the 

implementation of relevant paperwork that might be needed during a tenancy, 

e.g. section 8 etc., to aid reputable landlords (along with access to such 

documents on the website). I contacted Rent Smart Wales about this and they 

said something about some extra written information that was being worked on (I 

have heard nothing since). Also, I tried to get some hard copies of landlord 

leaflets that were advertised on the website and they said I had to print them 

myself. So, my feeling is I have paid out what I consider a lot of money and have 

not a great deal to show for it.” 

4.86 The majority of respondents (80%, n=634) indicated that the training provided had 

not impacted on how they manage or let property and of the 732 landlords, 80% 

(n=585) stated they would not do anything differently as a result. Responses from 

both intentional and accidental landlord reported similar findings. Similarly, of the 62 

agents, 75.8% (n=47) felt that the training had not impacted on how they let or 

manage properties are let or managed.  

4.87 For those who reported that the training had an impact on their approach to, 

managing/letting, the following changes were outlined: 

 having more professional relationship with clients 

 informing tenants on their rights and the provided a copy of the Tenant’s Guide; 

and 

 improving Health and Safety measures and got certification. 
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4.88 Interviews with landlords and lettings agents found that most interviewees who 

had undertaken training in the last 12 months (n=6) found it easy to find a training 

provider via the Rent Smart Wales website (three completed the training online and 

three face to face). Of these, four felt the training was useful and provided an insight 

into what is needed by landlords.  

4.89 All interviewees who had undertaken the training in the last 12 months stated they 

felt it was useful for landlords and letting agents. However, those that completed the 

face to face training indicated this provided a better opportunity to ask questions 

and develop a better understanding of what is required of landlords and lettings 

agents under the Act if it was not already understood.  

4.90 The remaining interviewees had undertaken training over 12 months ago (n=16). Of 

these the majority felt that it has had no impact on their activities / they have not 

done anything differently as a result of the training received, indicating that they 

were already compliant with legislation. However, all highlighted that the training 

provided access to useful advice from Rent Smart Wales and provided an 

opportunity to meet other landlords/ letting agents.  

4.91 Of the16 landlords/ letting agents 56% felt that they would like additional refresher 

training however the suggested time frame for this varied from every 10 years to 

every 6 months or ongoing.  
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Enforcement 

4.92 Enforcement of the Act has legally been in place since 23 November 2016. Local 

authorities have a key role to play in the enforcement of the Act as they are required 

to support Rent Smart Wales in identifying landlords and issue Fixed Penalty 

Notices where required. The following paragraphs detail key findings from 

interviews with local authorities on their experience of enforcement to date, as well 

awareness and knowledge of enforcement amongst landlords, letting agents and 

tenants.  

4.93 As at December 2017; 196 Fixed Penalty Notices have been served (six by local 

authorities and 190 by Rent Smart Wales. 73 were served on unregistered 

landlords, 101 on unlicensed landlords, 17 on unlicensed agents, four for not 

providing information requested under Section 37 and one for providing false 

information). There have been seven convictions led by Rent Smart Wales (fines 

total £12,607) and six led by Local Authorities, so a total of 13 convictions. 

4.94 All local authorities noted that prior to November 2016 their role in relation to Rent 

Smart Wales was awareness raising and publicity. Some local authorities reported 

an increased workload prior to November 2016 due to high levels of telephone and 

email enquiries from landlord and letting agents about the requirements of the Act, 

as well as local awareness raising and engagement with landlords (e.g. participation 

in landlords and resident’s forums).  

4.95 However most local authorities reported that their workload has not increased 

significantly following November 2016 as they were not undertaking formal 

enforcement actions and their workload in relation to awareness raising etc. has 

remained the same or started to decrease. 

4.96 Many local authority representatives reported that they did not have detailed plans 

specific for Rent Smart Wales enforcement activities. Rather, they are utilising or 

adapting the MOU or adding to existing plans for housing enforcement activities. 

Only two of the local authorities stated that they had a written enforcement plan in 

place.  

4.97 When asked how their local authority will identify those who are yet to register or get 

a licence the key approaches reported by the 18 interviewees to identify non-

compliant landlords/ letting agents were: 

 identification of landlord not registered/ licensed as part of existing work (in this 

instance non-compliance would be ‘added on’ to the existing prosecution work 
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being undertaken). For example, if a local authority receives a complaint from a 

tenant about the condition of their rented property they will check the Rent Smart 

Wales database to confirm if the landlord is registered, if not, non-compliance 

will be added to the original complaint for action. A small number also referred to 

carrying out enforcement work as part of their routine inspections 

 proactive enforcement work (for example cross checking the names on the Rent 

Smart Wales database against licensed HMOs, housing benefits databases or 

applications for local authority grants lists to identify those not registered)59 

 completing service requests for Rent Smart Wales to follow-up landlords who 

have not finished the registration / licensing process.  

4.98 All local authorities reported reservations about taking prosecution and enforcement 

action and stated there is currently a “soft/ light touch” approach being adopted to 

enforcement due to a perceived lack of capacity to undertake such work on a 

significant scale. Local authority interviewees suggested that enforcement was not 

being carried out to its fullest extent due to a lack of capacity. This was cited in 

relation to both the capacity of the local authorities as well as Rent Smart Wales.  

4.99 For example, several local authorities highlighted that FPNs are not being issued to 

all landlords they identify as not registered with Rent Smart Wales60 due to a lack of 

capacity among Rent Smart Wales or local authority teams to ‘see it through’. 

Specifically, it was noted that issuing a FPN is part of a formal process leading to 

prosecution, however if the landlord does not pay there is limited capacity for Rent 

Smart Wales or local authorities to move forward with large numbers of 

prosecutions within the required timeframe.   

4.100 Feedback from landlords, letting agents, tenants, local authorities and key 

stakeholders highlighted a number of areas for development, as detailed below.  

4.101 Financial claims process – all local authorities received grant monies from the 

Welsh Government for awareness raising, promotional and enforcement activities 

(for example data cleansing, as well as to fund attendance at forums, meetings and 

briefings with different departments). In line with most Welsh Government grants for 

a specified purpose, local authorities are notified in advance of the amount of grant 

they have been awarded, and are able to claim retrospectively for work carried out 

                                                
59

 Other actions reported included: one local authority bought an ABCDE energy rating database which has 

those certificates with data on tenure and therefore identifies properties in private rented sector that can be 

followed up 
60

 For example, those paying housing benefit that are not registered 
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in response to service requests from Rent Smart Wales. While all local authorities 

stated that both were beneficial, they highlighted that making financial claims 

retrospectively has impacted on their ability to plan enforcement activities or recruit 

additional staff to support enforcement work. For example, one interviewee noted 

that retrospective funding “precluded the employment of staff to a large extent, as 

there often were not funds present to pay them, affecting the ability to recruit with 

confidence”.  

4.102 In addition, the majority of local authorities felt there had been a lack of guidance on 

the financial claims process and how information on work completed should be 

recorded, also suggesting local authorities had been requested to implement the 

claims process within a short timeframe and with little training on how to do this. 

4.103 Most local authority representatives stated more information was needed on what 

work would be required from local authorities to enforce the Act. For example, one 

interviewee noted they would be required as per the MoU with Rent Smart Wales to 

complete an audit of letting agents, however they had not yet been provided with 

assistance on how to do this or what would be required.   

4.104 It was noted by local authority interviewees that having access to the Rent Smart 

Wales database was useful to obtain information on registered landlords. However 

local authorities reported that updating the Rent Smart Wales database was more 

complex than expected and in some cases there is ‘double recording’ as registered 

landlords and letting agents are recorded on both a local authority and Rent Smart 

Wales database.  

4.105 Many local authorities stated that while training provided by Rent Smart Wales on 

how to use their database was useful, more detail was needed on specific areas 

and specific actions, for example how to raise service requests  

4.106 Local authorities highlighted the need for continued and increased advertising to 

include promotion of enforcement, raising awareness at a national level and profile 

raising through successful prosecutions of non-compliant landlords or letting agents. 

This was highlighted as crucial to demonstrate that enforcement action will be taken 

to encourage compliance from those not yet registered and / or licensed.  

4.107 Approximately half of local authorities stated that they had received sufficient 

support from Rent Smart Wales to help them enforce the Act, specific support 

highlighted included visits from Rent Smart Wales staff to help local authority staff 
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understand the process as well as the provision of online resources and information 

on how to log enquiries etc.  
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4.108 Local authorities noted that key obstacles in the next few months were: 

 unknown workload – most local authorities stated that it was difficult for them to 

plan-ahead as they were not aware of the scale of the work that would be 

required from local authorities in the coming months in relation to enforcement. 

As a result, interviewees felt unable to plan or indicate what resources they 

would need going forward 

 audit of letting agents – many local authorities indicated that they anticipated 

being required as per their MoU with Rent Smart Wales to complete an audit of 

letting agents in the coming months however there has been no, or very brief, 

training on what this will require  

 resources – many local authorities indicated that while they have identified some 

non-compliant landlords, it cannot take on the c.300 cases (one local authority) 

that this has generated and therefore staff have to decide which to follow-up and 

/ or prosecute  

 identification of unregistered landlords and letting agents – all local authorities 

cited this as an issue and most were unsure how this could be overcome  

4.109 A small number of local authorities stated that they were working with other local 

authorities in relation to enforcement.  In particular, interviewees referred to working 

with other local authorities if dealing with properties in another areas and cited good 

communication and information sharing as key activities.  

4.110 Key stakeholder interviews returned mainly positive findings regarding 

enforcement activities and interviewees felt enforcement was moving forward as 

anticipated. However it was recognised that to date work by Rent Smart Wales has 

focused on capturing the ‘willing’ landlords and letting agents and further work was 

required to identify those that have not yet complied. Key stakeholders had a more 

positive perception of enforcement work possibly due to being less aware of the 

operational issues highlighted by local authorities.   

4.111 It was recognised by the Licensing Authority that while the systems have been set 

up and working relationships with local authorities are being developed, this 

requires ongoing refinement and the number of enforcement actions need to be 

increased.   
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4.112 Respondents to the quantitative landlord and letting agent survey were asked if 

they had received sufficient detail on enforcement. Overall 64% of respondents 

stated that they had not received any communication regarding enforcement.  Of 

those that had received information on enforcement, the majority stated they had 

received this from a letting agent (15%) or via the media (12%). 

4.113 Respondents were also asked if they had been subject to any enforcement action 

and of the 800 respondents, almost all (99.63%) said they have not been subject to 

any enforcement action. In addition, the majority of respondents (83.5%) were not 

aware of any enforcement undertaken concerning Rent Smart Wales since 

November 2016.  

4.114 Few respondents commented on how effective the enforcement has been. Of those 

that did (n=137), the majority (approximately 64%) thought it is either not at all 

effective or not very effective. 

4.115 Longitudinal interviews with landlords and letting agents suggested that the 

majority were aware of enforcement and what this involved, as well as knowing 

where to find additional detail if needed. However, while many of the interviewees 

(n=13) were aware of enforcement action being taken, none had been the subject of 

enforcement action in the last 12 months.  Note there is a risk of bias on the basis 

that those landlords and lettings agents that were prepared to engage in the 

longitudinal evaluation are also likely to be those most knowledgeable about the 

Act. 

4.116 Interviews with tenants found that just under half (45%, n=5) were aware that 

Rent Smart Wales was being enforced as a legal requirement. Interviewees that 

they became aware via: the media (n=3), a letter from their landlord and copy of the 

return document from Rent Smart Wales on completion of training (n=1) and from 

their own research (n=1). 
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5. Current and Perceived Future Impact  

5.1 Respondents were asked what sort of impact they anticipated Rent Smart Wales 

would have on landlords, letting agents, tenants and the private rented sector.  

Landlords and letting agents 

5.2 Landlord and letting agent survey findings highlighted that 53% of landlords and 

52% of letting agents (n=1,219) felt that Rent Smart Wales has had a major or 

moderate impact on landlords, as shown in Figure 5.1. This is less than the 66% of 

landlords (n=653) and 81% of letting agents (n=109) that believed Rent Smart 

Wales would have an impact on landlords at baseline (February / March 2016).61  

Figure 5.1: How much of an impact do you think Rent Smart Wales has had on 
landlords? 
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RSM (N=66 (agents), N=1153 (landlords)) 

  

                                                
61

 Note: caution should be used when comparing the baseline and follow-up analysis due to the difference in 

sample size 



 

 

Page | 55 

 

5.3 In addition, 40% of landlords and 56% of letting agents (n=1,210) felt that Rent 

Smart Wales has had a major or moderate impact on letting agents, as shown in 

Figure 5.2. This is less than the 50% of landlords (n=653) and 83% of letting agents 

(n=109) that believed Rent Smart Wales would have an impact on letting agents at 

baseline.62 

Figure 5.2: How much of an impact do you think Rent Smart Wales has had on 
letting agents? 
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5.4 Interviews with landlords and lettings agents found mixed views regarding the 

impact of Rent Smart Wales on landlords and interviewees referred to both positive 

and negative impacts. 

5.5 A small number of landlords and lettings agents suggested Rent Smart Wales could 

have a potentially negative impact on their business going forward, with eight 

interviewees stating that it would have a financial impact (five referred to additional 

costs on their business and three to lower profits) while four stated they would 

consider no longer renting properties. Only two indicated they would pass the cost 

onto tenants; this is less than at baseline when 25 (50%) of interviewees indicated 

rents could increase, suggesting this impact may not be as significant as first 

anticipated. 

5.6 However, similar to the findings at baseline, nine interviewees felt Rent Smart 

Wales would improve the quality of management in the sector and three suggested 

that the standards of living for tenants were likely to increase. 

                                                
62

 Note: caution should be used when comparing the baseline and follow-up analysis due to the difference in 

sample size 
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5.7 Key stakeholder interviewees felt that the provision of training will help to raise 

standards amongst landlords and letting agents and has resulted in a ‘higher level 

of awareness of responsibilities than before’. 

5.8 In addition, feedback from a Rent Smart Wales interviewee noted that as licences 

are issued with a set of required conditions63 this is helping to increase the 

safeguards in place for those managing property in the private rented sector. While 

many applicants have secured appropriate safeguards64 prior to and during the 

application process, at December 2017 113 agents who had not have now provided 

evidence of these or a professional body membership. Rent Smart Wales are also 

in communication with a further 87 agents who are currently working towards 

securing these safeguards following the issue of their licence.65 

5.9 Over 60 commercial agents who did not have these safeguards in place previously 

have now provided the evidence that they have secured them. 

5.10 Furthermore, it was highlighted that one service request type being received by 

Rent Smart Wales is requests from landlords to confirm that agents have the 

appropriate safeguards in place. This could suggest that information is raising 

landlord knowledge and expectations and therefore they are seeking more 

reputable businesses to manage/let their properties. 

  Tenants  

5.11 When asked about impact on tenants, similar to the baseline findings both 

Landlord and letting agent survey respondents felt that Rent Smart Wales has 

had a limited impact on tenants (25% of landlords and 21% of letting agents stated 

it has had a major or moderate impact), as shown in Figure 5.3. However, this is 

less than the 40% of both landlords and letting agents that stated this at baseline. 

  

                                                
63

 Licences are issued with a set of conditions that are varied in accordance to the circumstances of the 

licence. A full description of the types of conditions that can come with a licence can be found on the Rent 

Smart Wales website - 

https://www.rentsmart.gov.wales/Uploads/Downloads/00/00/00/50/DownloadFileEN_FILE/Type-of-Licence-

and-Conditions.pdf  
64

 The majority of licences to letting agents are issued with a requirement in place for the agent to hold Client 

Money Protection, Professional Indemnity Insurance and membership to a Redress scheme for the duration of 

the licence. For Agents who do not have these business safeguards at time of licence application, Rent Smart 

Wales issue the licence with a condition that they need to provide these within 6 weeks of the licence being 

granted. 
65

 Information provided by Rent Smart Wales to RSM PACEC (January 2018) 

https://www.rentsmart.gov.wales/Uploads/Downloads/00/00/00/50/DownloadFileEN_FILE/Type-of-Licence-and-Conditions.pdf
https://www.rentsmart.gov.wales/Uploads/Downloads/00/00/00/50/DownloadFileEN_FILE/Type-of-Licence-and-Conditions.pdf
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Figure 5.3: How much of an impact do you think Rent Smart Wales has had on 
tenants?  

            Source: RSM (N=66 (agents), N=1150 (landlords)) 

5.12 Landlord and letting agents survey respondents who believed that Rent Smart 

Wales had a positive impact on tenants (21%, n=1182) stated there is potential for 

consistency in standards, with one respondent noting “hopefully tenants will see a 

reduction in unscrupulous landlords and know that their landlords are fair and 

comply with legislation and regulations so that the quality of housing and services 

they buy improve over time”. 

5.13 Respondents who believed that Rent Smart Wales has had a negative impact on 

tenants (14%, n=1182) stated that: 

 tenants may be forced to move if landlords sell their properties and 

 there may be increased rent or costs incurred, with one respondent noting “it 

potentially increases tenants’ costs due to agencies & some landlords having to 

recoup the additional costs to them as rental income / costs margins are already 

low in many areas”. 

5.14 Of the respondents that felt it would have no impact a significant number highlighted 

that tenants are unaware or often not interested in Rent Smart Wales or its 

implications, for example one respondent stated “none have commented on it 

except one existing tenant said he did "not want all this paperwork" and felt it was 

overwhelming when I sent him the mandatory tenant information, gas safety 

certificate etc.” 

5.15 The remaining 66% felt Rent Smart Wales has had a ‘neutral’ impact on tenants. 
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5.16 Tenant interviewees were asked if communication with their landlord or letting 

agent had increased, decreased or stayed the same in the last 12 months and all 11 

interviewees stated that there had been no change, with most interviewees (nine of 

the 11) stating they were content with the level of communication.   

5.17 As shown in Figure 5.4 and similar to the baseline findings, a majority of tenants 

(85%, n=100) felt satisfied or very satisfied with the management standards and 

level of communication with their landlord / letting agent, the condition of their 

current accommodation and overall management of their property.  

Figure 5.4: Satisfaction with the condition of your accommodation 

Source: RSM, (N=100) 

 

5.18 A minority of interviewees felt that Rent Smart Wales was unlikely to have an impact 

on their experience of renting from private sector landlord; with four stating they 

believed it was not relevant to them and viewed it as only affecting letting agents 

and landlords.  

5.19 Tenants were also asked to specify what Rent Smart Wales should seek to address 

in future.  Similar to baseline findings, 45% (n= 5) of respondents stated that it 

should improve property conditions, and 36% (n=4) believed it should improve poor 

management standards. 

5.20 External stakeholder interviewees felt that awareness amongst tenants was low 

and more work is needed to provide more accessible notices and information.  
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Private rented sector as a whole 

5.21 Figure 5.5 summarises Landlord and letting agent survey respondents on the 

likely impact of Rent Smart Wales on the sector. Approximately half of landlords 

(48%) and letting agents (34%) (n=1,231) believed that Rent Smart Wales would 

have a major or moderate impact on the sector. 

Figure 5.5: Anticipated impact of Rent Smart Wales on the sector 

         Source: RSM (N=1,231) 

5.22 Approximately one third of accidental and intentional landlords (33% and 35% 

respectively) believe it to have had major or moderate impact. A quarter of 

accidental landlords felt it had a minor or no impact whilst over a third of intentional 

landlords (34%) felt the same way.   

5.23 Respondents were also asked how Rent Smart Wales will impact on the sector. 

Those who suggested it would have a positive impact (21%, n=1,202) noted that 

high profile cases will make landlords consider the standard of their lettings. 

5.24 Those that felt Rent Smart Wales would have a negative impact (38%, n=1,202) 

referred to the following: 

 increased costs for both landlords and tenants 

 increased the amount of “red tape” compliant landlords have to go through 

 penalising already ‘good’ landlords whilst not addressing the issue of rogue 

tenants and 

 fees will encourage landlords with fewer properties to sell. 

5.25 The remaining 42% felt Rent Smart Wales has had a ‘neutral’ impact on the sector. 
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5.26 When asked about the impact of Rent Smart Wales on the private rented sector 

over time 50% (n=614) believed its impact will increase over time.  

5.27 Respondents reported a perception that Rent Smart Wales will have a positive 

impact on the private sector over time stated that: 

 It could increase the focus on compliance and high-profile cases may increase 

the overall standard of the private rented sector  

 If enforcement is properly implemented and funded rogue landlords will be 

identified and dealt with more readily. 

5.28 Respondents who felt that Rent Smart Wales will have a negative impact on the 

private sector over time highlighted that if landlords sell their properties it will reduce 

the number of readily available private rented sector houses. 

5.29 Interviews with the local authorities found that all were optimistic that Rent Smart 

Wales could realise the impacts it was intended to achieve over time however, 

similar to baseline findings, all those interviewed also felt it was too early in the 

process to ascertain definitive impacts.  

5.30 Interviewees were unsure if the commencement of enforcement had resulted in a 

significant upturn in the number of landlords registering and obtaining a licence. 

While it was recognised that immediately prior to the deadline there was a 

significant increase in the number of enquiries and applications, it was felt that 

‘there remains a long way to go’ (Rent Smart Wales statistics on the number of 

landlords registered and having obtained a licence at December 2017 is 

documented in paragraphs 4.32 and 4.33). 

5.31 A small number of local authority interviewees indicated enforcement has had some 

impact however it was noted that more prosecutions of those not complying are 

needed in order to have significant impact on housing conditions and standards. 

5.32 It was suggested that going forward enforcement by local authorities will depend on: 

 greater clarity on roles and responsibilities  

 sufficient resource to carry out enforcement and  

 publicity regarding prosecutions to encourage those yet to register to comply.  
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Future Opportunities and Challenges 

5.33 The research has highlighted several strengths and weaknesses that will provide 

opportunities and challenges for realising the Act’s potential future impact. 

5.34 Key strengths highlighted include: 

 amount of information on the private sector – the Rent Smart Wales database is 

collecting data on the private rented sector in Wales and analysis of this has the 

potential to inform evidence-based policy, with one key stakeholder noting that 

‘getting information about court actions and number of landlords in Wales has 

always been hard and availability of information has now increased’ 

 relationships – local authorities highlighted they had a good relationship with 

Rent Smart Wales and felt they could easily communicate with Rent Smart 

Wales staff to ask any queries. This was also highlighted in the focus group with 

Rent Smart Wales staff, with specific examples including the provision of a 

dedicated area of the Rent Smart Wales website for local authorities and 

meetings held by Rent Smart Wales with each local authority to explain 

enforcement processes and address any queries etc.   

 training – stakeholder feedback highlighted that the training provided is likely to 

have a positive impact on landlord and letting agent practices over time and 

provides information that they would not have received otherwise  

 registration and licensing – the number of registration and licences had 

increased significantly from the baseline  

 evidence of impact – there is limited evidence of a positive or negative impact on 

tenant’s awareness of Rent Smart Wales, their property conditions or 

relationship with their landlord and / or letting agent. In addition, while over 66% 

of landlords and 81% of letting agents anticipated that Rent Smart Wales would 

have major or moderate impact on their respective groups at baseline, a smaller 

percentage believe this has occurred. It is recognised that there is still 

significantly more work to be completed with regards to enforcement, therefore 

there is an opportunity for further research on the impact on each of these 

groups.  
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5.35 Key weaknesses and challenges highlighted include: 

 planning / clarity on future work required – local authorities highlighted the need 

for more information on the future work they will be required to carry out and 

possible training on what future work will be required, and how it is to be 

delivered (for example the planned audit of letting agents) 

 claims process – local authorities reported that the process of paying monies 

retrospectively for work carried out was prohibitive to resourcing enforcement 

activities and greater funding was needed to employ an additional staff member, 

where required, to carry out the work required by the MOU. However, it is 

recognised that this is how most ringfenced funding to local authorities is 

awarded.  

 registration and licensing process – all local authorities and key stakeholders 

emphasised that the enforcement deadline had resulted in a significant backlog 

in registration and licensing applications and thus the statutory 8-week period for 

licences to be issued by Rent Smart Wales was not being met  

 publicity – while all local authorities and stakeholders recognised that publicity 

and promotional work had been undertaken to raise awareness of Rent Smart 

Wales, all key stakeholders noted that enforcement of the Act needs to be seen 

to be effective by publicising cases that go to court and the penalties imposed  

 compliance – local authorities, landlords and letting agents suggested that it will 

be difficult to identify unwilling landlords and ensure they comply with the Act, in 

particular those that reside outside of Wales. Local authority interviewees 

indicated that while they are some plans in place to identify these are part of 

existing work most do not have a specific, proactive enforcement plan to achieve 

this   

 resources – local authorities and key stakeholders felt there was insufficient 

resources at local level and within Rent Smart Wales to robustly enforce the Act. 

At a local level, most local authorities reported that this was being integrated with 

existing work however noted this limited what could be achieved. In addition, it 

was suggested limited proactive enforcement work was being completed due to 

insufficient resource at local or national level to complete legal proceedings 

within the necessary timeframe. 
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6. Conclusions & Future Considerations 

6.1 The following paragraphs summarise the key findings from each stage of the 

research. 

Implementation 

6.2 Overall local authorities and landlords / letting agents have consistently indicated 

that Rent Smart Wales has provided good quality information and guidance.  

However, it was also suggested that in the initial stages of introducing the scheme 

there was insufficient planning, particularly in relation to the funding given to local 

authorities which two interviewees felt could have been provided in a timelier way to 

allow for greater planning of activities. 

6.3 In addition, at baseline local authorities highlighted a lack of clarity on how Rent 

Smart Wales would be enforced and the roles and responsibilities of those involved. 

While the majority of local authorities indicated the MOU had provided more detail, 

consultees stated more explicit information is needed on who is responsible for 

completing specific actions regarding enforcement (i.e. the Local or Licensing 

Authority) 

General Awareness and Understanding  

6.4 Part 1 of the Housing (Wales) Act 2014 is being implemented in the most part as 

intended, with an initial period of one year to allow for registration of landlords and 

licensing of landlords and letting agents followed by enforcement via local 

authorities since November 2016. In the period November 2016 – April 2017 a ‘light 

touch’ to enforcement was applied to allow additional time for those who had not 

submitted registration or licensing applications prior to the deadline additional time 

to do so. 

6.5 There is an increasing awareness of the Act as evidenced by the rising call volumes 

to Rent Smart Wales (from 1,254 in December 2015 to 3,356 in July 2017).  

6.6 Overall the survey findings suggest that while the knowledge of landlords has 

increased, letting agents have a greater knowledge and understanding of the 

requirements of Rent Smart Wales. This is particularly evident in relation to renewal 

requirements as 95% of letting agents compared to 75% of landlords that 

responded to the RSM PACEC follow-up survey were aware that registration and 

licensing are to be renewed every five years.  
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6.7 However, there is consistently little evidence of tenant awareness of Rent Smart 

Wales, what the requirements are and what it means for them / their landlord or 

letting agent. 

Registration / Licensing  

6.8 The number and rate of landlords registering with Rent Smart Wales has increased 

significantly and peaked at 26,336 registrations in November 2016 (when 

enforcement powers came into effect). While this declined in subsequent months, 

between January and August 2017, 1000 – 2000 landlords have been registered 

per month. At August 2017, a total of 79,440 landlords have been registered.  

6.9 The number of licences approved has increased from four in January 2016 to 1,537 

in July 2017. This increased month on month up to December 2016 and 

subsequently approvals have varied between 755 and 1,563 per month. At August 

2017 in total 14,956 licences have been approved (12,726 for landlords and 2,230 

for letting agents). However there is scope for the number of licences approved to 

increase further as a number of applications are still to be processed.  

6.10 Of those that have registered or obtained a licence, the majority of landlords and 

letting agent survey respondents (51%) noted they found it easy or very easy to 

register, however this is a small decrease on the 64% reported at baseline.    

6.11 The survey findings also indicate that while 50% of landlords found it quite or very 

easy to register and find information on Rent Smart Wales; a higher percentage of 

‘accidental’ landlords compared to ‘intentional’ landlords found it difficult or very 

difficult to find information.  

6.12 Suggestions by landlord and letting agent respondents to improve the registration 

and licensing process included: 

 streamlining the process 

 availability of staff to offer support outside of working hours, as many landlords 

work full-time outside of the property business 

 more publicity around requirements and deadlines and 

 amalgamation of registration and licensing into one process (where applicable). 
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6.13 However, while there is evidence that awareness of Rent Smart Wales and 

compliance with registration and licensing is increasing, overall sector awareness is 

perceived by landlords and letting agents as being low. Specifically, most landlords 

and letting agent survey respondents (60% and 40% respectively) believe that 

sector awareness of registration and licensing requirements is poor or very poor 

and a high percentage of tenant survey respondents (60%) did not know if their 

landlord was registered.  

6.14 In addition, while there were high levels of awareness of the need for registration 

and licensing to be renewed every five years (75% of landlords and 96% of letting 

agents), there were low levels of awareness of the fine for not registering with Rent 

Smart Wales (49% of landlords and 31% of letting agents were unaware). 

6.15 A high percentage of letting agents (73%) and landlords (64%) indicated that the 

difference between registration and licensing is still not widely understood. While 

this represents a decrease from the baseline findings, it suggests greater work is 

still needed to clarify the differing requirements. 

Training 

6.16 In total 34,178 landlords and 5,515 letting agents have been trained during 

December 2015 – July 2017, with the majority of courses being completed online.  

6.17 Most landlord and letting agent survey respondents (94% of letting agents and 64% 

of landlords) reported that they have accessed training to date, demonstrating an 

increase from the baseline.66  

6.18 The majority of landlords (72%) and letting agent (67%) survey respondents 

indicated the training received was very or somewhat useful and helped them to be 

more aware of their responsibilities as a landlord or letting agent.   

6.19 In addition, qualitative interviews with landlords and letting agents indicated that 

additional refresher training would be beneficial to reflect any changes in the law 

and to keep landlords ‘up to date’, especially if it they are not professional landlords.  

  

                                                
66

 However it should be noted that the sample sizes for both groups varied between baseline and follow-up. 

2017 survey respondents: letting agents n=70; landlords n=1188. Baseline survey respondents: letting agents 

n=110; landlords: 662. 
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Enforcement  

6.20 Local authority interviewees reported that while the number of registration and 

licensing enquiries increased in the weeks preceding the enforcement deadline in 

November 2016, thereafter enforcement has not involved a significant amount of 

time or dedicated work. 

6.21 Moreover, interviewees suggested that enforcement has not proceeded at pace due 

to a lack of clarity on what the local authority is responsible for doing and when, as 

well as the backlog of registration and licensing applications with Rent Smart Wales. 

6.22 A significant issue raised by many local authority interviewees was a lack of 

capacity at a local level to adequately enforce the Act and follow-up all of the FPNs 

they could potentially issue with prosecutions within the required timeframe. While 

many local authorities reported they were referring several cases to Rent Smart 

Wales for action, interviewees believed there was also insufficient capacity at a 

national level to carry out the work required within the timescales. However, some 

enforcement activity is taking place as demonstrated by the 196 Fixed Penalty 

Notices issued and 13 successful convictions that have taken place so far.  

6.23 While it was acknowledged that processes for enforcement activities would take 

time to embed and most local authority interviewees stated they did not expect a 

sharp upturn in workload, there is limited evidence of forward planning for how this 

will happen in future months.   

6.24 Findings from the landlord and letting agent survey also indicated a lack of 

awareness of enforcement activities since November 2016. 

Current and Perceived Future Impact  

Strengths / Weaknesses 

6.25 The strengths and weakness of Rent Smart Wales to date are highlighted in 

paragraphs 5.29 and 5.30, however in summary these are: 

 Strengths: 

- the development of the Rent Smart Wales database is providing a valuable 

source of information that could be used to inform policy decisions relating 

to the private rented sector 

- a good working relationship has developed between the local authorities 

and Rent Smart Wales 
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- training has provided information to landlords and letting agents that they 

would not have received otherwise and   

- an increasing number of registrations and licences have been approved. 

 Weaknesses: 

- greater clarity is needed on the future workload of local authorities, 

particularly in relation to the audit of letting agents. While interviewees 

acknowledged that the MOU provides high level detail on roles and 

responsibilities; they highlighted the need for more clarity on who is 

responsible for completing specific tasks and when. Suggestions for 

improvement included providing scenarios of prosecutions and FPNs 

- while the number of registrations and approved licences have increased, 

there is a significant backlog resulting from an increased number of 

applications immediately prior to the November 2016 deadline 

- there is little evidence of detailed planning at a local level on how non-

compliant landlords will be identified. This is largely being integrated into 

existing work and greater planning is needed for proactive enforcement to 

identify those the authority might not otherwise come into contact with 

- there is reported lack of resources at a local level and perceived 

insufficient resources at national level to enforce the Act   

- the majority of landlord and letting agent survey respondents and 

interviewees also felt that greater planning was required to implement the 

Act more efficiently and in particular more detailed planning for the 

registration and licensing renewal process. 

  



 

 

Page | 68 

Future Considerations  

6.26 The report has detailed a number of positive findings however the following points 

are recommended for future consideration: 

 The research findings suggest that while awareness of Rent Smart Wales has 

increased amongst landlords and letting agents, there is a perceived lack of 

awareness of the differing requirements for registration and licensing. 

Consideration should be given to issuing fact sheets or possibly combining the 

processes so that on completion of registration landlords are informed they also 

need a license if they meet a set of criteria.  

 There is evidence that local authorities require further information and 

communication on how they should carry out enforcement in their area and 

when. Rent Smart Wales should complete further work to clarify the day to day 

or ‘practical’ responsibilities for enforcement and communicate this to each local 

authority. This could include information detailing scenarios and timelines for 

prosecutions and FPNs. 

 Local authority interviews highlighted they are experiencing pressures in terms 

of implementing Rent Smart Wales and in enforcing standards going forward. 

Therefore, consideration should be given to facilitating access to other or better 

data to support local authorities in identifying non-compliant landlords / letting 

agents and have appropriate data sharing protocols in place to allow local 

authorities to use this for the purposes of enforcement. 

 There is a potential opportunity to better promote Rent Smart Wales through 

engagement between the Welsh Government, local authorities and the ‘better’ 

landlords and / or letting agents. In addition, successful enforcement activities or 

prosecutions should be promoted to increase awareness.  

 Refresher training for landlords and letting agents should be considered by the 

Welsh Government and Rent Smart Wales, possibly to coincide with licensing 

renewal dates.67 This should be supplemented with regular, ongoing 

communication with those already trained on any changes relating to the Act 

and its requirements. 

                                                
67

 Rent Smart Wales and Welsh Government are currently working with stakeholders to develop proposals for 

training required for re-licensing and the first CPD course has been delivered as a pilot to inform those 

proposals. In preparation for this a review of the legislative position has been undertaken and Rent Smart 

Wales is working with stakeholders to seek their input. 
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 The Welsh Government and Rent Smart Wales should consider how the data 

being collected on the Rent Smart Wales database can be maximised to 

provide an accessible source of information on the private rented sector in 

Wales. There is currently a dearth of information on the sector and it is critical 

that the Rent Smart Wales data can be used to provide evidence of how the 

sector is changing, who it is housing etc. and how it works in relation to other 

tenures. 
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