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Record Keeping – Knowledge Information Management (KIM)

Manual and electronic records should be easy to find, manage and dispose of, 
when necessary. Good record keeping starts when you create records and 
continues through to deletion. Classifying, categorising and indexing new records 
can help with this. It also helps to keep a record of where you store information.

The aims of the emphasis on good record keeping in this strategy are:

1. A change in culture and mindset, in which our record keeping is fundamentally 
about us and the trust placed upon us by our tenants.

2. To realise the enormous potential benefits of information to improve our 
safety and quality of homes, safeguarding and health outcomes.

3. Information regarded as a professional service in its own right for us all – with 
appropriate support in using information available for those who need it, so 
that information benefits everyone and helps reduces inefficiencies.

4. Information used to drive integrated services improvement both internally and 
with partner organisations.

5. Information recorded once, at our first contact with professional staff, and 
shared securely between those who need it to enable data to flow between 
systems whilst keeping our confidential information safe and secure.

6. A culture of transparency, where access to high-quality, evidence-based 
information about services and the quality of care held by Government and 
agencies is openly and easily available to us all.

7. The widespread use of modern technology to make our services more 
convenient, accessible and efficient.

8. To provide insightful information to managers, trustees and funders.

For most of us, record keeping is a key part of everyday practice. Doing it well and 
ensuring we meet the required standards is fundamental to effective services 
Ultimately if no record is made, the agencies we work with may consider the events 
not to have happened.

We live in a world where hand-written notes are becoming a thing of the past and 
electronic record keeping is commonplace. Electronic records make handwriting 
misunderstandings redundant and facilitate improved communication across the 
organisation.

Hand-held devices allow records to easily be updated on the go. Shared records 
and the sharing of records can greatly improve communications across the 
organisation, while also ensuring tenant confidentiality is maintained, where 
necessary.

The housing management system should be the primary system to maintain 
records about properties, landlords, tenants, suppliers, repairs, maintenance, rent 
and service charge income. 

SharePoint could be the primary storage library for all documents, correspondence, 
certificates.

Important notes from telephone calls, emails and any other contact with a resident 
or their advocates will be noted in the CRM of the housing management system and 
a copy of any relevant notes (e.g. withing emails) stored in SharePoint.

Good record management is the legal record of the interaction with, and 
assessment and treatment of, the tenant. If it’s not written down it didn’t happen! 

It is important for effective safeguarding and communication for everyone working 
in social housing organisations.

Cover photo by Photo by Ahmed Hasan on Unsplash

25/05/2023 @2023 GM All Rights Reserved 2



Knowledge and Information Management (KIM) Action Plan
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Data Standards ICT Systems
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Define the oversight 
role of governance for 
knowledge and 
information 
management. 

Implement a knowledge and 
information management 
strategy.

Benchmark against other 
organisations’ good practice in 
knowledge and information 
management.

Review safeguarding policies 
and procedures.

Train staff on the requirements 
of the Equality Act 2010.

Review internal guidance around 
recording vulnerabilities.

Appointments

• Set out clear 
requirements to record 
an appointment as 
missed.

• Conduct wastage 
analysis on missed 
appointments.

• Implement an automated 
appointment reminder 
system.

Develop organisational key data recording standard 
requirements that will ensure good records that support the 
business and demonstrate compliance with national 
standards.

Make adherence to the minimum 
standard for knowledge and information 
management part of the service level 
agreement with third parties.

Have a clear categorisation 
system for ATIS/FOI requests.

Publish FAQs on websites 
and keep them updated.

Review existing databases for capability and capacity to record those 
key data requirements.

Train staff on using systems.

Schedule sensitive information reviews.

Ensure databases are easy to interrogate, and that the data can be 
extracted and used.

Stress test systems prior to change.

Undertake a risk assessment regarding knowledge and 
information shortfalls before the change.

Investigate incoming datasets 

Establish clear data exception 
reporting processes.

Richard Blakeway, Housing Ombudsman, May 2023
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“Poor information management is such a 
strong and reoccurring theme across service 
areas that it is actually the closest thing the 
sector could get to a silver bullet. “
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What is a record?
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Classification Example Information Required Documents Notes

Contact Tenant, Landlord, Supplier, 
Colleague

Name and address
Contact details, vulnerabilities

Application. Tenancy Personal and 
confidential information

Property Homes of tenants, type of building Landlord, type, bedrooms, year 
built

Survey, Contract Checked by surveyor

Components Roof, bathroom, kitchen, heating, 
windows

Heating type, installation dates, 
condition, lifespan

Survey, Specification Periodic survey

Safety records Fire, gas, electrical, legionella, radon, 
damp/mould, EPC

Periodic checks, certificates and 
actions required

Survey, Certificates Linked to property and 
contact

Repair Repair or improvement to property 
or component 

Details of cause, dates reported 
and actioned, appointments, cost 
and satisfaction

Order, Survey, 
Photographs

Communications with 
supplier / contractor

Payments Income: rents and service charges Date, amount, period, method Receipts, Benefits Relating to tenant, 
amounts owed (arrears)

Expenditure: goods and services 
received

Date, amount, supplier, service 
receipt, location of goods

Invoices, Purchase 
Orders

Stock control and 
depreciation

Case Complaint, ASB, H&S breach, visit by 
government agency

Event, incident, or action requiring 
further consideration

Form / Letter Responsibility for 
resolving
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