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“Being invested in shaping the 
future is integral to ARMA’s role and 
support for its members. The year 
has seen some notable successes, in 
particular the Government’s U-turn 
on building safety funding, the final 
RoPA working document and the 
move to renew the RICS Code of 
Practice starting in earnest.”  
 
Chairman, Michael Jacobs  
FIRPM, FRICS
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The past 12 months have been the most challenging 
since ARMA’s foundation. COVID issues, changes at the 
helm, and relentless workloads have required a dogged 
resilience as we fought our way through.

As the financial year closes, a return to a new normal is not out of 
reach. Summing up such a tumultuous year in a few sound bites 
is difficult as there have been so many, but clearly COVID-19 has 
driven the narrative. This has also been a year of organising a 
roadmap for the years ahead.

Lockdown No.1 became an existential threat to the organisation, 
both financially and in terms of our ability to deliver support 
to members. Reforecasts of the initial budget suggested a 
significant loss as the most likely outcome.   

FACAC and the main board moved quickly to “batten down the 
hatches” and change tack. We were able to cancel the in-person 
conference and the ARMA ACE Awards and training was taken 
online as a huge cost cutting exercise became necessary.

I am pleased to report that these measures have yielded an 
astonishingly positive result. They have been so successful that 
we expect to post a small surplus of funds. This was achieved 
through the sheer hard work of the secretariat for whom we 
cannot praise and thank highly enough.

From a standing start at the end of June of last year, all training 
moved online and the online conference offering was well 
received by those who attended. In fact, we believe ARMA was 
the first mover in this sense, with many commenting that they 
admired ARMA’s efforts to move its conference online rather 
than simply cancel, as others had done. This new platform 

Chairman’s Overview

Michael Jacobs, Chairman

“During the early months 
of lockdown, the regular 
live online updates with 
CEO, Nigel Glen, were 
hugely popular and a 
great way to connect to 
a wider audience.”

Michael Jacobs,  MRICS FIRPM, CHAIRMAN
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has been a phenomenal success story. The number of training 
courses and delegates attending exceeded 2,000 and of those, 
nearly a quarter were non-members. The online platform 
confirms that we can reach a much wider audience and deliver 
quality training at a competitive price point. Feedback from 
those attending has also been excellent. The online platform 
is here to stay, and we will deliver both online and in person 
training in a hybrid model moving into the future.

During the early months of lockdown, the regular live online 
updates with CEO, Nigel Glen, were hugely popular and a great 
way to connect to a wider audience. These sessions provided 
much needed support and help with simple informative advice. 
Again, feedback has been very positive.

We have committed considerable time to making sure that the 
ARMA guidance has continued to grow in number and several 
notes have been refreshed and updated for members. My 
thanks go out to the team who spend a considerable amount 
of time keeping these up to date and relevant. They remain 
an invaluable tool and useful source of practical and technical 
information for members.

Despite COVID, the day-to-day public facing work of ARMA has 
not stopped. The sheer number of committees, Government 
consultations, etc. has gathered pace and kept Council and Nigel 
extremely busy.

Being invested in shaping the future is integral to ARMA’s role 
and support for its members. The year has seen some notable 
successes, in particular the Government’s U-turn on building 
safety funding, the final RoPA working document and the 
move to renew the RICS Code of Practice starting in earnest. 

Additionally, the scale of the replies to Government calls for 
further information scaled up in the year, heralding a likely wave 
of new legislation to come. 

ARMA is now able to take part in these high-level consultations 
and shape our future for the benefit of all members.

The pace of growth of new members has also increased in all 
categories, with the organisation leaving the year supporting 
more than 500 firms, surpassing pre ARMA Q levels. 
Applications in all categories continue to gather pace and I 
confidently expect the next financial year to outperform the last 
one by a significant margin.

Equally, consolidation of the industry has also gathered 
momentum with some notable mergers and acquisitions taking 
place as private equity investment continues to be pumped 
into the sector. For those members who might be considering a 
move in this direction, ARMA is always on hand for support and 
informal and confidential advice.

Whilst this year has been incredibly hard, the sheer scale of 
hard work done by all the team has allowed ARMA to more than 
weather this storm. It also confirms just how resilient it can be in 
the most adverse of conditions. 

Finally, whilst we move into a new financial year, the quick 
and decisive actions taken this time last year has left ARMA, 
healthier, leaner, and better positioned to continue to support 
our members in a post-COVID world.

Michael Jacobs
Chairman
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ARMA 
Governance Chart
As at April 2021

FINANCE AND  CORPORATE 
AFFAIRS  COMMITTEE

Michael Toogood (Chair)                
Knight Frank LLP

Tony Hymers 
Burlington Estates 

Graham Donaldson 
Mainstay Group

William Heneker                                   
Lamberts Chartered Surveyors

Colin Cohen                                         
Colin Cohen Property Management

Richard Benson                                     
Kinleigh Folkard and Hayward

Michael Jacobs                                       
Michael Laurie Magar Ltd

Lisa Warren 
Residential Management Group Ltd

TECHNICAL 
COMMITTEE

COUNCIL
Michael Jacobs* (Chairman)
Bsc (Hons) MIRPM MRICS 
Michael Laurie Magar Ltd

Michael Toogood*
BSc Hons, AIRPM
Knight Frank LLP 

Lisa Warren
MIRPM AssocRICS

Residential Management Group Ltd

Patrick Ward
AssocRICS FIRPM

Premier Estates

David Bentham
AssocRICS FIRPM

Homestead Consultancy Services Ltd

Emma Power
MIRPM AssocRICS
Warwick Estates

Tony Hymers*
FIRPM, FRICS

Burlington Estates 

William Heneker
BSc (Hons), FRICS, FIRPM

Lamberts Chartered Surveyors

Richard Benson
BSc (Hons) MIRPM

Kinleigh Folkard and Hayward

Graham Donaldson
Mainstay Group 

Lyndsey Cannon-Leach
BA (Hons) MIRPM AssocRICS

Pennycuick Collins

Colin Cohen
FIRPM

Colin Cohen Property  
Management

* These Members also form 
the Executive Committee

ARMA
SOLICITORS
Colman Coyle

ARMA
AUDITORS

Hartley
Fowler LLP

Patrick Ward (Chair)
Premier Estates

Mark Snelling (Consultant)
Safety Mark

Mark Varley
FirstPort Property Services Ltd

Rachel Dobson
Mainstay Residential Ltd

Alick Lawrence
Trinity Estates

Vanessa Brandham
Rendall and Rittner Ltd

 

David Flack
HML Group

Ian Scott
Cadogan Estates Ltd

Jason Clarke
Warwick Estates

Jonathan Gough (Consultant) 
Fexco Property Services

Shaun Lundy (Consultant) 
Tetra Consulting Ltd

Daniel Cox (Consultant) 
Aminity75

HEALTH, SAFETY & FIRE COMMITTEE

PARTNERS ADVISORY 
COMMITTEE

Lisa Warren (Chair)
Residential Management  Group Ltd

Paul Bates
Cleankill

Iain Cameron
Metro Bank

Richard Hickie
BGM Lewis Hickie Ltd

Yashmin Mistry
JPC Law

David Pickering
ILECS Ltd

Mike Turner
Ian Williams

Cassandra Zanelli
PMLS Ltd

Rob Mayo
Insurety Ltd

Lisa Warren (Chair)
Residential Management  Group Ltd

Sam Walker
Trinity Estates 

Daniel Potter
Mainstay Residential Ltd.

Michael Maunder Taylor
Maunder Taylor

Debbie Cook
Residential Management Group Ltd

James Tarr
Andrews Online
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Marketing & Business 
Development Executive
Jaclyn Thorburn MCIM

Marketing & 
Communications Officer
Andrew Taylor

The ARMA 
Secretariat Team

Supported by the following team members:

Chief Operating Officer
Noella Lee FIRPM, AssocRICS

Membership &  
Training Officer
Diana West

Event Operations 
Manager
Yen Ly Nguyen AIRPM

Office Manager/PA 
to CEO & COO
Sharon Corette

Finance 
Andrea Kibble (consultant)

Membership & 
Training Officer
Lawrence Diamond

Technical 
Officer
Helen Christie FIRPM, AssocRICS

Chief Executive Officer
Dr Nigel Glen BA (Hons) (Oxon), MA (Hons) 

(Oxon),  D. Phil (Oxon), FIRPM
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The Association of Residential 
Managing Agents was 
established as a company 
limited by guarantee in 2004. 
It is governed by an elected 
Council of 12 members. The 
ARMA Council reflects the mix 
of small, medium and large 
firms in membership.  

All Council members are 
directors of ARMA Limited.

The Association of Residential Managing Agents was 
established as a company limited by guarantee in 2004. 
It is governed by an elected Council of 12 members. The 
ARMA Council reflects the mix of small, medium and 
large firms in membership. 

All Council members are directors of ARMA Limited. The 
Council’s powers and responsibilities are set out in the Articles 
of Association underpinned by the Company Bye-Laws. Council 
members may serve for up to two three-year terms. The Council 
elects a Chair and Vice Chair and an Honorary Treasurer from 
among them.

The Chairman of ARMA will serve in that capacity for two 
years, which may be in addition to their two terms as a Council 
member. By contravention, the Vice Chair normally succeeds to 
the position of Chair.

Council members are appointed as volunteers and receive 
no remuneration other than reimbursement of necessary and 
reasonable expenses.

Due to Covid restrictions the 29th AGM was held online using 
GoToMeeting on 3rd September 2021.  

In the reporting year Tim Townsend stood down from Council 
and Nygel Scourfield stood down from the role of Ex-Officio 
and we would like to express our huge debt of gratitude to Tim 
and Nygel for their enormous support and great commitment 
given to ARMA during their tenure.

To ensure an orderly succession in appointments to the Board, 
the Council appointed a nomination committee. 

The Council sought nominations from members. The committee 
interviewed nominees in May 2020 and again in August 2020 
for the two positions which had become available in the current 
reporting period against set criteria and also checked nominees 
were able to devote sufficient time and commitment to the role.

Following the process, the Council nominated two candidates 
to the AGM for appointment to Council. Members at the AGM 
voted to approve these appointments.

David Bentham and Emma Power were both nominated to 
Council in September 2020. ARMA employs a small secretariat 
team based in Wimbledon SW19 headed by Dr Nigel Glen, CEO 
in an external facing role leading ARMA’s policy development 
and strategic vision for the future and is supported by Noella Lee, 
COO responsible for the day-to-day running of the organisation 
supported by the team who administer day-to day activities. 

ARMA Governance
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“Opportunities to help serve our 
members by providing them 
with online offerings whilst 
simultaneously generating 
revenue were actively pursued.”

Michael Toogood

The impact of COVID-19 had a profound effect on the operations 
of ARMA over the year. ARMA positioned itself as a voice of 
calm in an uncertain world, providing members with a single 
source of guidance and reassurance. Experience was shared 
with sister organisations in Spain, USA, Australia and Scotland. 
Government announcements were gathered, interpreted and 
provided alongside gaps relating to property management filled 
in as best we could. Support was provided via email responses, 
weekly newsletters, constantly updated guidance notes and 
weekly CEO live updates to hundreds of members. 

On the operational side, ARMA had to adapt to the new, socially-
distanced environment. Staff worked entirely from home from 
mid-March, remote working and conferencing facilities quickly 
researched and established and the office mothballed. Regional 
Briefings were moved online, the in-person conference was 
cancelled (and costs taken into the accounts) and replaced 
by a four-day online event. Training was moved online and 
expanded in terms of scope and the number of courses. All of 
these initiatives proved to be a massive success and formats 
that can be used in the long term have now been firmly 
established. Attendance and questions that followed each event 
suggested that members engaged in greater numbers with 
the online format and credit must go to the ARMA staff for the 
extraordinary pivot of the business to these new formats. 

Financially a prudent approach was taken, with the budget 
being adapted to reflect potential income losses and costs from 
the cancelled events. The emphasis was on weathering out the 
storm and emerging post-pandemic in a position of financial 
stability. Opportunities to help serve our members by providing 
them with online offerings whilst simultaneously generating 
revenue were actively pursued. The amended budget resulting 
in a projected deficit of £109,792 was far bettered by means of 

Michael Toogood BSc (Hons), AIRPM

Financial Report

09



10 ARMA ANNUAL REPORT 2020—2021

careful cost management and new revenue sources, reflected in 
the actual £67,462 post tax profit.

Income for the Association overall decreased (26%) this year, 
predominately due to both of the annual events being cancelled 
in terms of in-person attendance, with the ARMA Annual 
Conference being staged virtually in September. However, 
membership income continued to increase by almost 5% this 
year and the very successful online training courses created a 
valued service to members during the year and resulted in a 
36% increase in income. 

Expenditure equally reduced (28%) this year, with the direct 
costs of the Annual ACE Awards not being featured and very low 
Conference costs as the event was held online. Some costs savings 
were made as the Association’s office was closed from mid-March 
and the Secretariat adopted a virtual working environment. 

Outside of COVID-19, ARMA’s political activity was maintained 
at a high level in response to a very rapidly moving policy 
environment. The Fire Safety and Building Safety Bills were 
introduced into the Parliamentary process, the extensive 
cladding remediation programme continued, alongside 
lobbying for leaseholder funding resulting in a total of £5.1bn 
being made available by Government. Active engagement 
across the sector via a strategy of frequent meetings with 
Ministers, MPs, the Ministry of Housing, Communities and Local 
Government (MHCLG), Cladding Action Groups (CAGs) and the 
press and media were pursued.

Membership of the organisation increased substantially over 
the year – with a net 22 new full members (despite industry 
consolidation) alongside 18 new Partners. Overall ARMA is 

now larger than it has ever been, with 510 firms (compared to 
449 in the previous period) engaged across our membership 
structure. We believe this reinforces the view that ARMA is 
providing a crucial support infrastructure for its members in 
terms of advice, guidance, industry leadership and standards.

The Finance and Corporate Affairs Committee (FACAC) has 
continued to meet virtually throughout the year chaired by 
myself, and comprising Richard Benson, Colin Cohen, Graham 
Donaldson, William Heneker, Tony Hymers, Michael Jacobs 
and Lisa Warren. The meetings are also attended by Nigel Glen 
(CEO), Noella Lee (COO) and Andrea Kibble, ARMA’s accountant. 
The Committee provides strategic decision-making along with 
robust and inquisitive monitoring of the finances of ARMA. 

The Association continues to prepare statutory financial 
statements, audited by Hartley Fowler LLP. These are available 
on the members only section of the website, but if hard copies 
are needed please contact the office.

Turning to the outlook we have set a cautious break-even budget 
for the year to 30th April 2022. This anticipates a small deficit 
(£1,009), which is a result of careful cost control but membership 
as well as service growth. We will continue with the online 
training courses for now as it is still hard to predict when we will 
return to face-to-face training, but our hope is sometime towards 
the end of 2021. The board remains committed to support its 
members in these continued challenging times and regulatory 
changes to the environment permit.

Our reserves ended the year at £466k (2020: £399k). We 
maintain the long-term objective to raise reserves to 6 months 
of operating costs i.e. £533k (2020: £554k).

“Overall ARMA is now larger than 
it has ever been, with 510 firms 
(compared to 449 in the previous 
period) engaged across our 
membership structure.”
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For the year ended 30th April 2021

-28.19%

Income Income

Expenses Expenses

Members Subscriptions
Conference Income
ACE Awards Income*
Training Courses fees
ARMA Audit fees
Other income
Interest received

Members Subscriptions
Conference Income
ACE Awards Income
Training Courses fees
ARMA Audit fees
Other income
Interest received

   £1,173,465  £1,581,794 

£1,106,003 £1,540,198 

2020–2021 2019–2020

2020–2021 2019–2020

£776,766

£44,560 

-

£223,545

£2,017

£126,423

£154

£740,673 

£293,830 

£141,000 

£164,744 

£143,500 

£96,680  

£1,367 

Total Total

Total Total

-25.81%

 £180,579  

£34,739 

-

 £34,168  

£63,710 

£13,075 

£773,602

£6,130 

£237,530 

£246,454 

£170,079 

£55,969 

£20,691  

£133,829  

£ 660,711  

£14,935 

£41,596 £67,462

Membership services
Conference costs
ACE Awards costs*
Training Courses costs
ARMA Regulatory costs
ARMA Audit costs
Secretariat & Office costs
Corporation tax

Membership services
Conference costs
ACE Awards costs
Training Courses costs
ARMA Regulatory costs
ARMA Audit costs
Secretariat & Office costs
Corporation tax

SurplusSurplus
*No ACE awards in 2020-21

Expenses
2019–2020

Income
2020–2021

Income
2019–2020

Expenses
2020–2021

Expenses
2019–2020
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Lisa Warren MIRPM, AssocRICS

The Technical Committee has continued to support 
ARMA members through the provision of Guidance and 
Advisory notes.

The year’s main focus has been on ensuring that the regular 
cycle of reviews and updates took place on the information 
that is already available. There have, however, been two 
notable additions to the Library that stand out from the 
routine reviews this year.
 
The first is the overhaul of the Model Management Agreement 
(F11). This hadn’t been done for several years and given the 
increased significance of fire and health & safety, it was felt it 
was appropriate to separate those aspects out within both the 
agreement itself and within the appendices.
 
The second was the guidance note on the Domestic Reverse 
Charge (D19). This is a change to the VAT regulations and is 
designed to prevent the defrauding of the UK VAT system. It 
works as a chain of transactions with the seller no longer having 
to account for the VAT. Where the reverse charge applies, the 
obligation to account for the VAT is passed down the construction 
supply chain to the recipient of the service, until it reaches the 
end-user. 

After consultation with HMRC it was confirmed that as 
Leaseholders are deemed end-users, Landlords are therefore 
deemed intermediary suppliers and as such service charge 
contractors should continue to charge VAT on their invoices to the 
Landlords as they fall under the exemption.
 
As always, my thanks goes to the Committee members for their 
efforts in ensuring that the guidance remains relevant and up to 
date within their specialist areas:

Section A: Property Management Legal Matters   
  Sam Walker, Head of Legal at Trinity  Estates

Section C:  Property Management & Maintenance
  James Tarr, Head of Leasehold Management,   
  Andrews Leasehold Management

Section D:  Financial Management & Client Companies
  Debbie Cook, Head of Property – South, RMG

Section E:  Miscellaneous      
  Daniel Potter, Property Support Services   
  Director, Mainstay

Section F:  Corporate Business Matters    
  Michael Maunder Taylor, Partner at    
  Maunder Taylor 

We are always happy to review proposals for new Guidance, so 
if you have a suggestion that you feel will be of benefit to the 
membership please email technicaladvice@arma.org.uk and they 
will be passed to the Committee for review at the next meeting.

Technical Committee  
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Jaclyn Thorburn
Marketing & Business 
Development Executive

Following last year’s report which showed stability in 
membership numbers, we have seen a continued growth 
in membership across the year, and, in its 30th year, ARMA 
reached the significant milestone of 500 member firms in 
March 2021. Thanks to the leadership, guidance and support 
ARMA offered the industry during the pandemic, and its 
extensive engagement with Government and the media 
during the building safety crisis keeping ARMA firmly in 
the public eye, there was a healthy number of membership 
enquiries throughout the year. This has led to a strong net 
gain of new Members (21), with a total of 22 New Members 
and five Associates converting to Member. For the year 
ending 30th April 2021, there were only six member 
resignations. After doubling in size last year, the ARMA 
Partner category has also continued to grow steadily, with 
22 new Partners this year, demonstrating the sector’s supply 
chain and raft of professional service firms’ commitment to 
raising standards across the leasehold management sector, 
for the benefit of all residents.

Members

‘A company successfully trading as a managing agent in 
residential long leasehold management for at least two years.’

The number of Members at year-end was 296 (2019-20 – 275). 
Four Members resigned during the year; two resigned due to 
mergers, acquisitions, transfer of portfolio and re-structuring, 
one company resigned as it was no longer involved in block 
management, and one resignation was due to the Director 
retiring. Two Member firms were removed from membership 
for failing to provide required information and documentation 
around their renewal or membership structure.

Two RICS member firms were included in the resignations/
removals and one RICS firms joined as a new member, meaning 
28% of current ARMA members are also RICS member firms.

Lawrence Diamond
Membership & Training Officer

“We have seen a continued 
growth in membership across 
the year, and, in its 30th year, 
ARMA reached the significant 
milestone of 500 member 
firms in March 2021.”

Membership Report
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As we have seen consistently over the years, the greatest 
concentration of portfolio size/units managed remained in the 
501 – 2,000 banding (120) representing 40% of membership.

Associates

‘The Associate category is for managing agents that are working 
towards becoming a Member. This is a transitory category where 
maximum periods are set.’

The number of Associates at year-end was 40 (2019–2020 - 31) 
and all are due to convert to Member status within a maximum 
period of two years. During the year, five Associates converted to 
full Members.

Partners

A company not directly involved in block management but 
whose services are essential for managing agents. This includes 
commercial service providers such as accountancy firms, solicitors, 
insurance, management services, debt collection, etc. 

This membership category was established at the beginning of the 
2017-2018 membership year, to provide professional advantages, 
marketing opportunities, and enhanced business benefits to firms 
providing products, solutions and services to ARMA members. 
These firms are attracted to the opportunity to align themselves 
with ARMA’s commitment to raise standards across the sector and 
engage with Members and Associates. As of 30th April 2021, the 
number of Partners was 146 (2019–2020 – 124).

Network

‘An organisation which is not directly involved in residential 
block management or which manages only its own portfolio 

Member Portfolio
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The greatest concentration 
of portfolio size/units 
managed remained in 
the 501 – 2,000 banding 
representing 40% of 
membership.

of residential properties, and who wishes to benefit from the 
professional advantages and technical support offered by 
ARMA, which may include freeholders, corporate and estate 
landlords, residential developers, housing associations, local 
authorities and other registered providers.’ 

This status was established most recently on 1st April 2020 with 
the aim of raising standards across a wider section of the industry 
and helping our members by ensuring that their instructing 
clients have a greater understanding of leasehold legislation. 
ARMA Network is an opportunity for firms involved directly 
or indirectly in leasehold management, to access professional 
benefits and technical expertise, ensuring they can raise and 
maintain standards. ARMA Network membership is for freeholders, 
developers, corporate landlords, housing associations, local 
authorities and other registered providers — whether they appoint 
their own managing agents or manage their own leasehold 
portfolio — to gain deeper knowledge and insight on leasehold 
matters, engage with specialist suppliers, and stay up to date on 
legislative and technical changes. As of 30th April 2021, the number 
of Network members was 19. (2019 – 20 – 5)

RMC/RTM Company Directors

‘Open to non-commercial companies involved in the management 
of leasehold blocks of flats including RMCs, RTM Companies and 
Residents’ Associations.’
 
RMC/RTM Directors is a relatively new category of ARMA 
membership, and at year-end we had 13 member firms in this 
category (2019-2020 – 12).

Membership Applications

At year-end, 48 applications remained ‘in-play’ pending technical 
checks of the evidence submitted and are therefore not reflected 
in the above figures. Of these, 19 were applications for Member, 13 
for Associate, 6 Associates converting to Member, 5 for Partner, 
and 5 for RMC/RTM membership. 
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“As of 6th April 2020, we took the 
decision to suspend all audits until 
further notice. Circumstances 
relating to COVID-19 only allowed 
us to consider recommencing the 
audits suspended from year 6 in 
early 2021. ”

Audit Report
Helen Christie FIRPM, AssocRICS

Overall aim of the ARMA Audit

ARMA members undergo an audit check within a three-year 
cycle. The overall aim of the audit is to provide an assurance to 
ARMA, its members, clients and leaseholders that accredited 
members of ARMA are complying with the ARMA Consumer 
Charter and Standards. The process also helps greatly to raise 
standards across the managing agent sector and protect the 
public. By being open to scrutiny in this way, ARMA members 
are distinguishing themselves from competitors through a 
commitment to delivering high quality work for consumers.

COVID-19 Implications 

As of 6th April 2020, we took the decision to suspend all audits 
until further notice. Circumstances relating to COVID-19 only 
allowed us to consider recommencing the audits suspended 
from year 6 in early 2021. As of 1st March 2021, day to day life and 
business settled down, even though we found ourselves back in 
lockdown, but we believe all firms, having successfully carried 
out their management functions during this unsettling period, 
are in a stable position to undergo an audit and therefore the 
audits that were previously suspended, recommenced.

Summary of Findings Report
Prior to the suspension, only six audits were completed and so 
the findings of these audits will be included along with all audits 
carried out this year, up to 31st December 2021. Later in 2022 we 
will produce a Summary of Findings Report from Year 6 (2020 
and 2021) which will be issued out through a special circular.

Desk-Based Reviews

It was always our intention that at some point the majority 
of audits would be undertaken remotely and with the 
recommencement of the audits, we are in a position to 
implement this. For the first time, from 1st March 2021, desk-
based reviews will be carried out on ALL Member firms 
regardless of their size and whether or not the firm is RICS 
Regulated. This will eliminate the cost of expenses incurred by 
the audit team which were recharged to Members and could be 
significant for everyone.

Helen Christie, Technical Officer
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I have been an ARMA Council member since 2018 and took on 
responsibility for ARMA’s Health, Safety and Fire Committee 
(“HSFC”) in Q3 2020, replacing Tim Townsend as Chair, who 
provided me with some big shoes to fill. Tim was responsible 
for creating ARMA’s Health, Safety and Fire Committee 
(HSFC) and had sourced a very astute team of health, safety 
and fire specialists that include representatives of member 
firms and industry experts. Since assuming responsibility for 
this committee, we have continued to influence the deluge of 
legislation and guidance that has followed the tragic events 
at Grenfell Tower in June 2017, ensuring that the position of 
our membership and the particular concerns of the residential 
leasehold sector are more clearly highlighted and understood 
by government and its civil servants.
 
During the year the following were part of the HSFC:
 
Tim Townsend, Hamilton Townsend (Resigned September 2020)
Patrick Ward, Premier Estates (Replaced Tim Townsend, 
September 2020)
Helen Christie, ARMA
Mark Snelling, Consultant (Safety Mark)
Sean Lundy, Consultant (Tetra)
Jonathan Gough, Consultant (Fexco Property Services)
Jayne Booysen, Premier Estates
Richard Taylor, Cadogan Estates Ltd, (Resigned February 2021)
Ian Scott, Cadogan Estates Ltd, (Replaced Richard Taylor, 
February 2021)
Vanessa Branden, Rendall and Rittner Ltd
Mark Varley, FirstPort Property Services Ltd
Alick Lawrence, Trinity Estates
Rachel Dobson, Mainstay Residential Ltd
Roy Giff, RMG UK, (Resigned December 2020)
David Flack, HML Group
Ageta Lipiec, Warwick Estates (Resigned February 2021)
Jason Clarke, Warwick Estates (Replaced Ageta Lipiec,  
February 2021)

“The team that make up 
ARMA’s Health, Safety 
and Fire committee 
comprise some of the 
most competent and 
expert individuals  
within our sector.”

Health & Safety and
Fire Committee Report
Patrick Ward FIRPM, AssocRICS, CIWF

Patrick Ward FIRPM, AssocRICS, CIWF
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The dominance of health, safety and fire related matters in the 
industry over recent years has been driven by a justifiable need 
to make buildings safer. It is pleasing to see how well our sector 
has rallied together and responded to the constant stream of 
new guidance and the challenges presented by the need for 
External Wall Surveys (EWS1), cladding remediation and Building 
Safety Fund applications. 

Our primary authority partnership with Hampshire & the Isle of 
Wight Fire and Rescue Service goes from strength to strength. 
This relationship allows us to be sure that fire safety advice given 
in guidance and in response to member queries is in line with 
regulatory requirements.

Throughout 2020 and at the start of 2021, ARMA was 
instrumental in the creation of the Building Safety Alliance, 
an organisation created to promote culture change and drive 
competence for those that are managing residential buildings 
and our health, safety and fire adviser Mark Snelling is one of the 
organisations interim administrators. He also represents ARMA 
on the PAS 8673 Building Safety Manager Steering Committee 
and National Fire Chiefs Council’s [NFCC] simultaneous 
evacuation guidance working group.

I represent ARMA on the Home Office Delivery and 
Implementation (DIG) group, looking at fire safety and we are 
developing a close relationship with the National Social Housing 
Fire Strategy Group with a view to promote best practice across 
the residential sector.

We are responding to, what appears to be, a constant stream 
of consultations on new fire and building safety legislation and 
guidance and it is becoming clear that ARMA’s expert opinions 
and considerations are both appreciated and taken into account. 

“The dominance of health, safety and fire 
related matters in the industry over recent 
years has been driven by a justifiable need 
to make buildings safer. 

ARMA continues to expand and update its library of guidance 
notes. The committee are increasingly developing guidance in 
response to members queries. We actively encourage members 
to get in touch with ARMA if they come across unusual or 
complex matters that are not already covered by a library of 
ARMA Guidance Notes and advice contained within the Members 
Area of the ARMA website.

The team that make up ARMA’s Health, Safety and Fire 
committee comprise some of the most competent and expert 
individuals within our sector. They undertake their duties for 
ARMA in addition to their day jobs, where their only reward is 
the gratification derived from playing their part in shaping the 
industry; it has been my privilege to work with them and I thank 
them for their attentive and willing support.
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As we commenced the reporting year, the COVID-19 pandemic 
had meant that all ARMA classroom-based training had been 
cancelled. Imposed restrictions to daily life forced us to adopt 
different ways of working and connecting with each other. The 
impact that this would have on people and companies would 
be on an unparalleled scale, and how things would unfold was 
extremely uncertain.

Social distancing measures were introduced and would now be in 
place for the foreseeable future, and these would not be relaxed 
until a vaccine was found.

Classroom training courses would no longer be able to be 
undertaken and shifting to online training was not only the safest, 
but the simplest way to continue without any risk during the 
COVID-19 pandemic. 

ARMA rose to the challenge, immediately rallying around our 
tutors to discuss adapting and running our classroom training 
online. We looked at the challenges being faced by employees of 
our member firms such as home schooling and remote working. 
We then identified how we could best support member firms by 
providing their employees with the latest technical guidance and 
advice through training and webinars which would assist them in 
dealing with the new day-to-day challenges they faced.

Prior to the pandemic, our classroom-based training may have 
prevented many employees of our member firms attending due to 
various factors, such as the location (courses were predominately 
held in London), training course costs coupled with travel costs 
and, in some instances, overnight stays in hotels as well as the 
physical time spent away from the office which many member 
firms, particularly the smaller ones, could not afford.

Imposed restrictions to daily life 
due to the COVID-19 pandemic 
forced us to adopt different 
ways of working, learning and 
connecting with each other.

Training Report
Noella Lee FIRPM, AssocRICS

Noella Lee ARMA Chief 
Operating Officer
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Shelley Jacobs of MLM Ltd presenting the webinar 
‘W10 Surviving and Thriving in 2021’

To make the online training even more accessible we further 
reduced all the costs of our training and webinars and 
introduced block bookings at a further discounted rate of 20% 
for 10 or more bookings. A full day course was broken down 
into bite size daily sections run over several days, thus enabling 
employees of member firms to plan their days accordingly 
around their training. 

ARMA launched its first online training and webinar offering at 
the end of June 2020 and we have now provided training to 
2,606 delegates during the reporting period, providing over 11,717 
CPD hours.

The webinars attracted a total of 578 delegates, with the most 
popular webinars being the W7: Façade Fire Safety – which 
was run in July and September 2020 with a total number of 
276 delegates attending over two days, and the free-to-attend 
W10: Surviving and Thriving in 2021 webinar in January, with 160 
delegates attending.

As we all know, dealing with the challenges that living through 
a global pandemic has brought about has necessitated an even 
greater need to look after ourselves and our mental wellbeing and 
the webinar included tips for greater wellbeing and resilience to 
help you survive and thrive through tough times. This webinar can 
be viewed at any time free of charge in the ‘Webinar Resources’ 
folder in the Document Library and can also be accessed here. 

In comparison to the classroom training we undertook in the 
previous reporting period of 2019/2020 which provided training 
to 805 delegates with a total of 5,551 CPD hours, the outstanding 
uptake of our online training platform enabled us to attract 2,606 
delegates, of which 550 were non-members, and provided 11,717 

CPD hours. While it is not clear when or if the COVID-19 pandemic 
will really be “over”, its long-lasting effects on how businesses 
operate means that online training may be here to stay.

All our courses and webinars are specially designed and 
delivered by industry experts. ARMA offers courses at various 
levels ensuring that whatever your experience, there will always 
be a learning opportunity for you. 

Noella Lee is responsible for overseeing all the training for 
ARMA, assisted by Diana West as Membership & Training 
Officer, with this role being currently undertaken by Yen Ly 
Nguyen and supported by Lawrence Diamond while Diana is on 
maternity leave.

For further information on block discounts, or if you have any 
suggestions for any future training courses, please contact us at 
training@arma.org.uk.

“ARMA offers courses  
at various levels ensuring 
that whatever your 
experience, there will 
always be a learning 
opportunity for you.”
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“The most significant development 
was the additional £3.5bn in 
funding for non-ACM cladding... 
No single event would have 
caused the announcement, rather 
mounting political pressure forced 
the Government into action.”

Dr Nigel Glen
ARMA Chief Executive Officer

During the period under review ARMA continued its strategy 
of active lobbying and political engagement. This comprised 
a number of strands including meetings with MP’s, Ministry 
of Housing, Communities and Local Government (MHCLG), 
numerous TV, Radio & Press appearances, Ministerial interaction, 
All Party Political Groups (APPGs) on fire safety and leasehold 
reform and giving evidence to Parliamentary Select Committees.

The most significant development was the additional £3.5bn in 
funding for non-ACM cladding, announced by the Chancellor of 
the Exchequer in the March budget. No single event would have 
caused the announcement, rather mounting political pressure 
forced the Government into action. On ARMA’s part over the 
course of the year we met with significant numbers of MP’s, 
particularly those with affected buildings in their constituencies. 
Many of those MP’s kindly agreed to table questions in the 
House, write letters and generally apply pressure. A significant 
milestone was a letter sent by ARMA to the Chancellor just 
before the budget, signed by freeholders, managing agents 
and leaseholder action groups alike and demanding financial 
intervention. During the course of the year we introduced regular 
discussions with the various Cladding Action Groups (CAGs) to 
work together on remediation funding.

ARMA also pursued a strategy of trying to help reduce insurance 
premiums – both regarding Professional Indemnity for members 
and their contractors, for affected buildings. Numerous meetings 
were held with MHCLG to discuss a range of proposals and, 
perhaps unsurprisingly, the one that doesn’t require Government 
funding is currently under development by Rob Mayo, CEO of 
our ARMA Insure Partner, Insurety. This proposal was discussed 
with the Secretary of State for Housing, the Rt Hon Robert 
Jenrick in a call alongside the CEO’s of all the major insurers.

Working for Members — 
Policy and Campaigning
Dr Nigel Glen BA (Hons) (Oxon), MA (Hons) (Oxon), D. Phil (Oxon), FIRPM



21 ARMA ANNUAL REPORT 2020—2021

Regarding consultations, ARMA responded to quite a number 
this year on behalf of its membership. We also distributed our 
responses to members, allowing them to use any material that 
they wished in their own responses. The two consultations that 
stood out concerned the draft Building Safety Bill and the Fire 
Safety Order. The former in particular aims to help deliver the 
Hackitt reforms and will influence how managing agents operate 
in the future. ARMA contributed significantly to the debate 
around the topic, particularly with respect to the role of the 
Building Safety Manager, the proposal for a separate Building 
Safety Charge outside the service charge and highlighting the 
potentially significant additional costs that would be borne by 
leaseholders as a result. 

There were also appearances in front of the Welsh Senedd to 
discuss the Safer Building in Wales consultation, alongside the 
UK Parliamentary Housing Communities and Local Government 
Select Committee appearance on cladding, contributing towards 
the excellent recommendation for a Comprehensive Building 
Safety Fund. 

The ARMA Building Safety (ABS) Group (formerly the High-
Rise Fire Safety Group) continues to meet regularly, sharing 
best practice, identifying the scale of the problem and giving 
firms (whether ARMA or not) with clad buildings a chance to 
meet face to face with attendees from the Ministry of Housing, 
Communities and Local Government (MHCLG) and their delivery 
partners. The group continues to grow in membership over time.

Other (usually Government-led) groups that ARMA attended 
included RoPA under Baroness Hayter, Building a Safer Future, 
Home Buying and Selling Group, Heat Networks stakeholder 
board, Home Office Delivery Implementation Group, Residents 

Voice, Building Safety Manager PAS, the Building Safety Alliance 
Council, Industry Response Group and several Irish Government 
international conferences. As you can imagine this kept ARMA 
busy – to the extent that we had to share duties out amongst 
board members just to keep pace, for which we should give a 
vote of thanks.

ARMA’s initial response to COVID-19 featured in last year’s 
Annual Report. We continued to liaise regularly with our sister 
organisations in Spain, US, Australia and Scotland to share 
experiences and learn from one another. The impact of the 
pandemic continues to this day and ARMA has adapted itself 
according to the needs of the time. Fourteen versions of the 
COVID guidance note were produced, alongside the Coming Out 
Of Lockdown (C.O.O.L.) guide to help members re-open client 
sites as well as their own offices. 

Video conferencing became the norm for all but a handful of 
people and ARMA continued its virtual “CEO talks”. In addition, 
Regional Briefings were held online for the first time and 
attracted a record 451 attendees. ARMA also held its first ever 
virtual conference, spread over four days with 341 attendees. 
This is much lower than the usual 600-plus number at an “in 
person” conference and backs up the annual feedback that 
networking is a vital attraction at conference time. That said, the 
event feedback was consistently excellent and it was made plain 
that attendees appreciated ARMA choosing to stage an event 
rather than cancelling. Sadly, however, the ACE Awards could not 
take place – it is impossible to have a summer ball when you can’t 
actually turn up – but that’s something to look forward to for the 
future. Finally on the virtual front, ARMA held its AGM this year 
in cyberspace, with a fairly small set of 20 attendees, 8 of which 
were ARMA board members.

“Fourteen versions of 
the COVID guidance 
note were produced, 
alongside the Coming 
Out Of Lockdown 
(C.O.O.L.) guide to help 
members re-open client 
sites as well as their 
own offices.”



“While social media is not always 
a positive space, it is important to 
remember what can be learned from 
online conversations and interactions.”
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Marketing Report

The global COVID-19 pandemic and resulting first UK 
lockdown immediately halted our physical connections 
to members, making digital communication and online 
engagement key. As it became apparent that restrictions were 
likely to be with us into 2021, our online touchpoints became 
essential for maintaining a dialogue with membership, who 
continued to look to us for advice, guidance and support 
throughout the year. Celebrating ARMA’s 30th year in 2021 and 
a 500-firm milestone in March 2021 also presented a unique, 
proactive marketing opportunity.

Lockdown Guidance

Our weekly COVID-19 circulars containing information and 
guidance on working within the new restrictions continued 
throughout 2020. We also went through a total of 14 versions 
of our ‘COVID-19: Best Practice Guidelines For Property 
Managers’, with each document being accessible through 
our public site, rather than simply to members. We also then 
published and updated our ‘Coming out of Lockdown (C.O.O.L) 
guidance, to help firms return to the office safely and resume 
‘normal’ working practices, as lockdown restrictions eased in 
the late summer/early autumn of 2020. As the sector continued 
to adjust, our weekly COVID circulars became monthly, and 
our monthly membership video calls became quarterly. 
This appeared to work well in meeting our aims of advising 
members, but not overloading them.

Winning With Webcam

There was huge appetite for our online training programme, as 
well as the events which we took online; our Annual Conference 
and Regional Briefings. 

In September 2020, ARMA’s Annual Conference was delivered 
to delegates as an online webinar across four days, with over 
340 delegates logging-in from offices and homes across the 

Jaclyn Thorburn & Andrew Taylor

Jaclyn Thorburn
Marketing & Business 
Development Executive

Andrew Taylor
Marketing & Communications 
Officer

country. Topics focussed on RoPA updates, the insurance 
landscape and the EWS1 form, with Andrew Bulmer from IRPM, 
Rob Mayo from Insurety and Dorian Lawrence from Façade 
Remedial Consultants, among those delivering sessions.

Our second online Regional Briefings took place in April 2021, 
covering building safety with speakers including Giles Grover from 
the Manchester Cladiators and Shaun Lundy of Tetra Consulting. 
The third day focussed on Law and Redress with advice from the 
Property Ombudsman (Siobhan Fennell), the Property Redress 
Scheme (Sean Hooker) and a judge form the First tier Tribunal 
(Siobhan McGrath). Attendance and feedback for both events 
were extremely encouraging, so much so that we are considering 
hybrid versions in the future to allow for as many of our members 
to benefit from our programme content as possible. 

Public Profile

A large reason for ARMA’s growth in membership over the past 
year has undoubtedly been due to our raised public profile, 
particularly in relation to the building safety crisis. Over the 12 
months, CEO Nigel Glen was regularly called on to comment 
on key announcements, such as the £30 million Waking Watch 
Relief fund and the additional cladding remediation funding, 
as well as being called to give evidence to Select Committees. 
Media coverage from the year included interviews on BBC 
News, BBC Radio 4 and extensive quotes within national 
newspapers. The media attention has helped raise awareness of 
ARMA, its values and its activities within the world of property 
management, as well as the roles of managing agents. 

Building Safety Crisis

Over the past year we’ve continued our public affairs and lobbying 
campaign to further refine our messaging around the cladding 
crisis, engaging with Government, MPs, the media and other 
stakeholders. This has further illustrated ARMA’s role at the heart 
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of the industry, actively working to find a solution and support its 
members. The cladding data we’ve been collating from members 
over the past 12 months has been instrumental in highlighting the 
scale and scope of the cladding and wider building safety crisis. 
We have received data covering 54,000 flats across 777 blocks – a 
testament to the commitment of members to support our lobbying 
efforts. The data has helped us build a current picture of the scale 
of the cladding crisis, with some sobering figures and costs. Using 
this information, we have and will continue to focus on strategic and 
tactical public affairs, lobbying Government, MPs, and other key 
stakeholders (media, insurers, lenders, HSE, RICS) while keeping 
managing agents and leaseholders at the heart of our messaging.

Industry Wellbeing Report 

In April 2021, ARMA and IRPM published the results of a sector-
wide wellbeing survey conducted with over 700 property 
management professionals.

The findings revealed the main pressure points experienced by 
those working within residential property management, and 
illustrated the toll which the cladding crisis is having on staff 
managing blocks in need of remediation. 

Once published, it received widespread support by the sector’s 
workers and we hope that the results will be used to help employers 
further support staff. Planned as an annual report, we’ll look 
forward to publishing the results of our follow-up survey in 2022.

Click here to view the survey report.

New Look Publications

Between May 2020 and April 2021, we published all four of our 
AQD issues in digital format. For a publication that has been 
delivered to members as a physical magazine for over 25 years, 
the decision to turn it into an electronic title was a bold one, but 
the benefits have been obvious. We have increased the amount 
of content inside each issue, made the stories more current 
(thanks to a shorter production cycle) and can now offer greater 
interactivity within each issue. In 2021 our Monthly Industry Focus 
newsletter changed format too, becoming an easy-to-read PDF 
document which can be downloaded and viewed by members at 
their convenience. These changes will be permanent, and we hope 
members continue to find the content engaging and accessible.

Social Media 

We have continued to grow our social media following with 
4,008 Twitter followers of @ARMAleasehold to date and over 
3,000 followers of our LinkedIn company page. In particular, we 
have seen an increase in engagement and number followers on 
LinkedIn, which has proven to be a useful tool to share updates, 
announcements, events and achievements. While social media 
is not always a positive space, it is important to remember what 
can be learned from online conversations and interactions. Many 
leaseholders are unaware of our lobbying efforts to protect them 
from the costs of remediating their unsafe buildings and, as such, 
social media has proven a useful space to share our activities and 
achievements in this area.

Measuring Success

Alongside a raised public profile, and a range of excellent members 
benefits, our communications have played their part in contributing 
to ARMA’s impressive growth in membership. During uncertain 
times, against the backdrop of a pandemic and a national building 
safety crisis, it’s encouraging to know that so many in the sector 
continue to put their trust in ARMA’s knowledge and guidance to 
help them deliver an exceptional service.

“We have continued to grow our social 
media following with 4,008 Twitter 
followers to date and over 3,000 
followers of our LinkedIn page.”
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ARMA Independent 
Regulatory Panel
Annual Report 

2020–2021
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ARMA Regulation

THE REGULATORY PANEL ARMA is a trade association for residential property 
managing agents in England and Wales. We offer a 
programme of self-regulation that our members voluntarily 
subscribe to, assisting them in staying up to date with legal 
requirements and best practice. 

ARMA members are regulated by an independent panel made 
up of five lay members. Each has been specially selected 
for their knowledge of the industry. They have a collective 
experience spanning law, accounting, consumer, surveying and 
regulatory professions. Leaseholders are also represented on 
the panel.

The role, powers and procedures of the Regulatory Panel and 
any Appeal Panel are set out in the Operating Procedures and 
Bye-Laws agreed and published by Council.

The regulation of ARMA members is completely independent. 
No one on the panel is connected with ARMA or its members.

The Regulatory Panel cannot consider complaints until all 
appropriate avenues of redress have first been exhausted and 
a complaint is received. The only exception to this is a failure to 
undertake an audit under the terms of membership, or where 
a highly significant issue is found during the audit. Such cases 
will be passed to the Regulatory Panel by ARMA to consider 
whether a disciplinary investigation is appropriate.

Cases will not normally be accepted where the case relates to 
a matter that is over 24 months old from the day the alleged 
incident took place. The only exception to this will be where 
criminal proceedings have been in progress.

Once a complaint is received, the Panel is able to consider 
the findings but have no jurisdiction to overturn any of the 
decisions or financial awards made by any other source of 
redress and are only able to determine whether an ARMA 
member is found to have breached ARMA bye-laws, Consumer 
Charter or Standards. 

The Regulatory Panel will have a number of sanctions to impose 
on ARMA members.

They will be able to:

• Require a member to undertake training
• Require an apology with acknowledgement of a specific 

action to be taken to remedy a complaint
• Issue a formal warning by letter
• Impose administration costs and fines
• Suspend a member from membership for a specified 

period and on conditions
• Recommend to the Council to expel a member from ARMA.

Claire Andrews     Barrister

Carolyn Carter     Accountant

Judith Goulden      Solicitor

Alan Walker     RMC Director and Leaseholder

Jan Wilcox     Chartered Surveyor  
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Introduction

The Independent Regulatory Panel (IRP) has had a busy and 
successful year. Resolutions have been provided in cases which 
other bodies have not been able to fully address within their own 
remit. IRP resolutions have improved the situation for consumers 
in their dealings with Members. Members have been assisted in 
complying with their regulatory responsibilities.

Last year the IRP commented on the Regulation of Property 
Agents Working Group which reported in July 2019. A 
further Steering Group was formed by the Royal Institution of 
Chartered Surveyors (RICS) and The Property Ombudsman 
(TPO). This Group is chaired by Baroness Hayter, a long-term 
supporter of ARMA self-regulation who hosted the original 
launch of ARMA-Q in the House of Lords on May 15th 2013. 
The task of the Steering Group is to create an overarching 
Code of Practice.

At the time of writing there is no published evidence as 
to whether the Government does or does not support the 
introduction of a Regulator for the sector, which makes the 
work of the IRP all the more valuable.

Duties of the Independent Regulatory Panel

Under the ARMA self-regulatory regime as set out by the 
Council, the duties of the ARMA Regulatory Panel are as 
follows:

(a) To determine disciplinary outcomes of cases brought  
 before the Panel;
(b) To review the operation of the regulatory regime and 
 report to ARMA’s Council on its effectiveness together 
 with recommendations for improvement in the light of 
 experience and lessons learned;
(c) To advise Council on adjustments to ARMA Standards
 in the light of experience and lessons learned;
(d) To oversee the accreditation of new members;
(e) To submit an annual report to ARMA’s Council on 
 the operation of the regulatory regime and any 
 decisions on disciplinary cases.

Overview

As of 30th April 2021, the Independent Regulatory Panel 
comprised five members who have been working smoothly as a 
group Panel, with rotating Chairmanship, since September 2017.

The COVID-19 pandemic continued to be challenging and 
disruptive during this period. However, the IRP has risen to 
this challenge and worked remotely throughout the year, 

ARMA Independent Regulatory 
Panel Annual Report
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holding meetings, arranging hearings and discussing and 
resolving cases via video link. ARMA and the appointed 
clerking service also faced up to the operational difficulties 
of all staff having to work from home.

As the year progressed, the IRP were provided with 
increasingly strong clerking support from the organisation 
appointed in August 2019. This was much appreciated by 
the IRP and provided a refreshing contrast to the clerking 
experience of the previous year. 16 new cases were referred 
to the IRP in this one-year period of 20 received by the Clerk 
to the Regulatory Panel for processing.

A wide variety of concerns were addressed and resolved 
covering, among other matters, repairs and maintenance, 
agent handover, accounting questions and contract tendering.

During the IRP’s work on cases, it became increasingly 
obvious that the IRP remit gives powers to suggest 
improvements and highlight potential solutions that may 
not be open to other decision-making bodies. While 
complainants may not always have been aware of the 
detailed outcome of the decisions, the IRP is of the view the 
that its work has contributed to regulatory development 
and improved consumer satisfaction.

Accreditation Process Review

The Independent Regulatory Panel usually has a role in the 
review of the ARMA accreditation process of new Members.  
The remit of the Independent Regulatory Panel is to check 
the application process only.

The application process is checked by way of:

(i) Carrying out an annual review on the accreditation  
 process by way of reviewing a sample of  
 applications;
(ii) Council may request input and comment on any  
 particularly difficult or borderline cases before they  
 are determined for acceptance as a Member; and
(iii) Having the opportunity to comment on the procedure 
 for assessing applications for accreditation.

The IRP, which comprises of at least two and not more 
than three Panel members, is provided with documents in 
advance of the annual review by ARMA’s Technical Officer. 
The documents should comprise samples of two small, two 
medium and two large firms and one of each of these samples 
has an improvement plan. The 2019-20 Accreditation Review 
was delayed due to the onset of the COVID-19 pandemic. 

Two members of the IRP, Jan Wilcox and Alan Walker, working 
with the assistance of ARMA’s Technical Officer, Helen Christie, 
met remotely to carry out the Review in summer 2020. The final 
report, including recommendations, was sent to ARMA Council 
and all recommendations were accepted.

Conclusion

The Government has not responded to the RoPA report published 
in July 2019. As at 30th April 2021, it is not clear whether or not 
the Government accepts that a Regulator is required.

Apart from ARMA’s Independent Regulatory Panel, at the time of 
writing, there is no other independent regulation in this industry.

The IRP has again this year continued to carry out its role in 
as robust a manner as possible in order to assist in monitoring 
and raising standards, taking into account the problems as 
identified above.

At the end of this period, and whilst awaiting a Government 
decision on statutory regulation, the IRP faced the year ahead 
anticipating the likelihood of operational disruption as well as 
further opportunities for improvement.
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