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For Information

Summary

A review of estate standards will take place this year, which will result in objective 
standards for cleaning, caretaking and grounds maintenance on the City’s housing 
estates.

The main purpose of the review is to formulate and implement objective standards 
for all our estates, which will be used to measure our performance, details of which 
will be published on estates and online at regular intervals. 

The review will also look at contracts, policies and procedures, communication with 
residents and the estate inspections regime.

Recommendation

Members are asked to:

 Note the report.

Main Report

Background

1. The City’s housing estates are managed by on-site teams, which carry out 
general cleaning, caretaking and grounds maintenance functions. In addition, 
some tasks, such as parking control and window cleaning, are contracted out to 
third parties.

2. At present, we have no objective way of measuring performance in these areas 
and, while we are confident that our estates are well-kept and safe, evidence of 
performance is largely anecdotal. 

3. Most social landlords have objective estate standards that describe how they will 
clean and maintain communal areas. Specific standards are normally set in 
relation to cleaning, general grounds maintenance and gardening, which allow 
performance to be measured against an objective target. The results are 
published to residents and are used by senior officers to manage performance 
and allocate resources appropriately. 



4. At present, cleaning and grounds maintenance on the City’s estates are 
monitored locally by Estate Managers. Local practice differs and various 
documents and guides are in use, including Service Level Agreements and 
estate procedure manuals. These tend to be lists of tasks to be completed, rather 
than providing information about the standard to be attained. These documents 
also tend to be largely for staff use and do not allow easy monitoring of 
performance. 

5. In addition, many of these documents are out of date or no longer fit for purpose. 

Current Position

6. We have engaged HouseMark to assist with the review of our estate standards. 
HouseMark is an organisation that works with social landlords to improve 
performance in the housing sector. HouseMark’s estate standards resources are 
used widely by social landlords to help them manage their estates, monitor 
performance and enhance satisfaction among residents

7. The project timetable is still being finalised, though it is intended that it will run 
from July to December 2018. 

Project Stages

8. The project will begin with a ‘desktop review’ by HouseMark, as part of which 
they will examine relevant documents, budgets and performance data relating to 
current estate services. Visits to a representative sample of our estates will be 
organised, which will help HouseMark understand how we currently deliver 
services and how the standards could work in practice.

9. As part of the project, staff and residents will be consulted on the current service 
and how it could be improved. They will also be involved in the formulation of the 
standards themselves. We consider it vital that the staff who will be responsible 
for implementing and maintaining the standards are involved at an early stage in 
the project. 

10.The estate inspections regime will be scrutinised, with a view to making any 
changes required to simplify the process and make it more user-friendly and 
transparent. As part of this, the possibility of using app-based estate inspection 
templates will be examined, which would reduce paperwork and enable easier 
performance reporting. 

11.Finally, a new estate management policy and supporting procedures will be 
introduced. Any estate-specific Service Level Agreements will be included in the 
review of current documentation.

Staff and Resident Consultation

12.A sample of estate-based staff will be interviewed at the beginning of the project, 
to build an accurate picture of the current state of the service and how it is being 



delivered. They will be asked for their views on how the service could be 
improved, with a focus on any routine processes they use that could be made 
easier. Colleagues in the Property Services team will also be involved at this 
stage to ensure that the project increases integration between estate inspections 
and repairs functions. As the project progresses, staff will be involved in 
formulating the standards, creating procedures and implementing new ways of 
working.

13.We will invite residents to engage in this process at various stages, including 
when we come to formulate the estate cleaning standards. It is important that we 
understand what residents value when it comes to cleaning and caretaking and 
that we set expectations for the standards we promise to deliver. In turn, it is 
intended that we will be able to effectively influence satisfaction levels on our 
estates by demonstrating that we have set an objectively acceptable standard 
and consistently maintained it. 

14.Further information will be published to residents as part of the overall 
communications plan for the project.

Outcomes

15.We aim to deliver the following outcomes:

 Implementation of objective cleaning and caretaking standards for all estates
 An improved regime of estate inspections, with effective resident involvement
 Consistent procedures for staff across our estates
 A simple and transparent system for monitoring performance against 

standards
 Ability to monitor performance globally, by estate and by block
 Maximisation of technology to improve processes and performance reporting
 Increased transparency by regularly reporting on performance at estate level, 

using a simple ratings system 

16.Once the standards are in place, we will publish the results of estate inspections 
online and at estate level at appropriate intervals.  The results will be used by 
officers to identify areas for improvement and to ensure that resources are 
allocated correctly. 

Corporate & Strategic Implications

17.The review of estate standards contributes to the aims of the Corporate Plan for 
2018-23, specifically the aim of shaping outstanding environments by maintaining 
our buildings, public spaces and streets to a high standard. It contributes to the 
aims of the Departmental Business Plan, 2017-22, specifically Priority Objective 1 
– Safe (tenants and leaseholders live in well-maintained homes and estates). 

Conclusion



18.The estate standards review will involve residents and estate-based staff in 
formulating objective standards for cleaning and caretaking on the City’s housing 
estates. At the end of the project, a revised and more effective estate inspections 
regime will be implemented, which will enable us to report on our performance to 
residents and manage service issues effectively. 

Appendices
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