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1.
Purpose

1.1
To detail the Policy principles and framework through which the organisation shall strive to achieve a quality estate management service for all its customers.    

     . 
2.
Scope

2.1 The Executive Director - Service Delivery shall be responsible for the implementation and review of this policy.        

2.2
The Director of Operational Support and Service Development, together with the        SOS Directors and the Director Older People Services, are responsible for ensuring that this policy is adhered to within the areas of their responsibility.

3.
References
3.1
This policy is linked to the following Group documents:

· Harvest Customer Service Standards

· Tenant Handbooks

· Equality and Diversity Policy 
· Complaints and Compliments Procedure 
· Nuisance, harassment & antisocial behaviour Policy 
· Abandoned Cars Procedure 
· Satellite dishes/aerials policy 
· Repairs Handbook

· Health & Safety Policy 
4.
Definitions
 4.1    This policy encompasses Estate Management activity and is specific to land and property that is owned by Harvest Housing Group. However Estate Management also refers to the effective management of the environment around our properties and any common areas, to ensure that the neighbourhood is an attractive, well- maintained and safe and secure place.

 4.2
We recognise that any Estate Management policy is not just about ‘bricks and mortar’ because of the broad range of areas within which we operate. We must therefore allow for flexibility for local needs and context within the policy framework.  

4.3
Estate Management therefore incorporates activities such as (but not exclusively):

· Caretaking

· Common area maintenance

· Grounds maintenance

· Fly tipping

· Removal of abandoned cars

· Removal of graffiti

· Management of garages, sheds and other estate buildings

· Environmental audits

· Estate visits

· Animal Nuisance

· Infestations

· Permissions

· General aesthetics

· Road signs

· Health & safety Issues

· Sheltered Scheme communal areas & grounds

4.4    Estate Management activity as defined here does not directly include broader neighbourhood regeneration initiatives aimed at non-housing related service provision.  Estate Management activity will however strive to complement and support this activity undertaken by us and in partnership with others in accordance with our neighbourhood regeneration approach and neighbourhood plans.

5.       Policy

5.1
Overview

5.1.1
This policy was developed with residents from across Harvest who expressed an interest in Tenancy and Estate Management in Derwent & Solway in August 2008 and within M&D/ Eaves Brook in Sept 2008. In November 2008 PHA tenants then reviewed the draft and their comments were incorporated into the final version. This policy recognises the multi tenure nature of many of our estates and therefore services to tenants cannot be delivered in isolation from the wider community. Increasingly neighbourhood staff seek to aim our focus on neighbourhood management in a wider sense.

5.1.2
The Group recognises the importance of developing good working relationships with other agencies in order to deliver the Estate Management Policy. Neighbourhoods will liaise with Local Authorities, other Registered Social Landlords in the area and relevant agencies in respect of any environmental issues. This may be undertaken as part of wider partnership working arrangements on broader neighbourhood regeneration initiatives or Local Area agreements that are out of the scope of this policy

5.1.3
We shall ensure that once working practices and agreements are established with other stakeholders these are effectively communicated to staff and local residents.

6.        Key Objectives

6.1 
The Group will provide a service to residents which enables them the quiet enjoyment of their homes in a safe and secure environment they can take pride in and we are achieving our vision of ‘turning homes and neighbourhoods into places where people want to live and choose to stay’.

6.2
The Group will develop a proactive approach to the management of our properties, estates and neighbourhoods.

6.3    The Group will ensure the environment around properties and common areas is managed effectively.

6.4
The Group will set appropriate estate management standards to measure performance delivery and residents satisfaction in partnership with our customers.

6.5
The Group will ensure that staff are aware of neighbourhood and individual responsibilities to deliver the estate management policy.

 7.
Service Standards

7.1    
The Policy approach to Estate management involves two main activities:

           • Effective delivery and monitoring of routine day to day services

           • Strategic appraisal and response to broader area management issues

7.2   
The Group will carry out this policy in accordance with the Service Standards described in Annex 1.  

7.3     
We will publish these Service Standards which sets out the targets we work to and will set and review this regularly in consultation with our customers.
7.4   
Tenants are responsible for maintaining their own individual property and the surrounding environment, and for respecting the rights of their Neighbours and the surrounding community as specified in the tenancy agreement. The detailed terms of the Tenancy agreement should be read in conjunction with this policy.

8.        Equality and Diversity

8.1 Harvest recognises that there are differences between its tenants and ensure that through effective profiling and communication any differing needs and expectations are  recognised and responded to in the way we deliver our estate management services.

9.        Continuous Improvement

9.1 The Group is committed to continuous improvement. To achieve this we will carry out systematic monitoring of our performance through:

· Satisfaction Surveys

· Internal staff performance reviews and regular quality checks

· Regular review of service standards

· Consulting with customers on the level and quality of specific existing or proposed services       

· Benchmarking with other organisations 

· Mystery Shopping using customers

· Customer led Scrutiny Panel looking at services provided

· Reports to Boards

· Estates Spot it Jot it sheets (Appendix 2)

· Sample Estate Inspection Sheets (Appendix 3)

· ENCAMS* Pride of Britain Scheme   (Appendix 4).

· Community Boards 

· Neighbourhood Scrutiny Panels

9.1   The results from these activities will drive continuous improvement by helping us to    

         plan environmental works and reinvestment in our stock as well as shape housing   

         management strategy.

10.   Review

        This policy will be reviewed in consultation with our customers in 2010.

     *ENCAMS is the company name of Environmental Campaigns, the company which amongst other things incorporates the Keep Britain Tidy campaign.
Appendix 1

Service Standards
Estate Management/Caretaking

The Group will provide an Estate Management Service through their Estates team for each Neighbourhood and the service will be targeted to areas identified as requiring caretaking input. 

The Estates team will manage priority areas, which are identified by the Neighbourhood staff in consultation with the tenants. Priority areas are specific areas that show an accumulation of problems, for example, litter, abandoned cars or disturbances.

The Caretaking Service will include:
1. regular inspections of common areas, including stairways, external pathways, garden areas, amenity areas, etc; 

2. monitoring the condition of gardens and estates; 

3. cleaning of communal lighting; 

4.  dealing with complaints relating to common areas; 

5. dealing with complaints relating to non-housing issues by contacting the appropriate agency/department; 

6. monitoring response to complaints; and 

7. liaising with appropriate staff and agencies to share information and implement the Estate Management Policy.
(In D & S points 1,2,4, and 5 are the responsibility of the Customer Support Officers and Surveyors)

Staff in the Caretaking Service will work pro-actively with partners that include, community wardens, the police and other Council services in order to prevent problems escalating and to enable them to be managed and resolved.
Each member of the Estates team will be provided with a detailed Time Management Plan. This will identify the area to be managed and will specify the frequency of inspections to be undertaken. Identified "priority areas" will be reviewed every six months in order to assess any change in the prioritisation given to specific issues, these priorities will be agreed with the Regional and Neighbourhood Managers with input from the Older Peoples Services Manager as appropriate. Time Management Plans will be amended in accordance with changing priorities and priority areas.

Regional and Neighbourhood Managers will be responsible for the monitoring the estates team service. This will include: 
a.
joint walkabouts with the Customer Support officers and the member of the Estates teams and, where appropriate, Sheltered Housing Co-ordinators/Scheme Managers, with residents of the area as well as Board Members and Community Wardens; and 

b.
the completion of monthly performance information, returned to the Neighbourhood Managers

c. The Senior Estate Officer/Senior Caretaker holds a list of all areas that require regular inspection and directs the team to these sites. 

Common Areas
1. Responsibilities for common areas are set out in the Tenancy Agreement between the Group and its tenants. The responsibility of owners for common areas is set out in their title deeds.
2. Common areas include, entrance doorways, stairs, bin stores, drying areas, pathways and parking. We will ensure that facilities are conveniently located; regularly inspected, maintained, kept clean, safe and secure; promptly repaired; kept free of graffiti, litter and unwanted items and are adequately serviced and lit. Where recurrent problems arise, for example, repeated vandalism, dog fouling or fly tipping, Neighbourhood staff will work in partnership with Community Wardens, the police and relevant agencies to enable the problems to be resolved.
3. In Sheltered Housing with common areas the areas will be maintained to a high standard ensuring that they are attractive, homely and welcoming.
4. The Group will ensure that repairs to door entry systems, lighting, fencing, removal of graffiti etc are completed in accordance with identified timescales. For example, a faulty communal stair light is categorised as an emergency repair. 
Grounds Maintenance
Individual Gardens of Tenanted Properties
1. The Group will ensure that tenants maintain gardens in accordance with their Tenancy Agreement. If gardens are not maintained to a reasonable standard, Harvest Housing Group will in the first instance establish if there is a reason for this or any support issues or vulnerability. We will then advise the tenant of the action required to remedy the situation within 14 days. We will re inspect the garden and if there is no improvement, we will contact the tenant again and advise that unless there is improvement within 14 days, we will make arrangements for a contractor to complete the necessary work and the tenant will be recharged. Where necessary we will take legal action as a last resort measure.
2. We will ensure that all staff are alert to those tenants who require assistance in maintaining their garden. In doing this we will ensure that any concessionary gardening scheme that may be in existence for tenants is publicized and the scheme operated in accordance with equality requirements. As well as this there may be local gardening tool hire schemes and contractor services that we will advise residents of. 
3. It is important to understand with regard to gardens that we note the non-maintenance of them may be an indication of other underlying issues with regard to the tenancy. This should in all circumstances alert the Neighbourhood staff to conduct other tenancy checks and inspect the property internally.
Owners' Gardens
1. Owners are fully responsible for their own gardens. If an owner neglects to maintain their garden to the point that it is causing a nuisance, then we will work with the local Council’s Environmental Health Section and will take statutory steps to abate the nuisance if necessary. Owners will, however, be eligible to use any garden tool loan schemes and advice services that may be in operation, and may similarly access any low cost contractor services used by or otherwise supported by the Group. We will also encourage owners to participate in any local environmental improvement schemes which affect or are close to their property, and will look positively at any land ownership and boundary issues, and such arrangements as garden tenancies, which may resolve environmental problems and/or reduce maintenance costs to the Group.
Communal Garden Areas
1. The Group will ensure that tenants and owners maintain communal garden areas in accordance with their Tenancy Agreements and Title Deeds. In the event that tenants and owners with communal gardens cannot make arrangements to maintain their garden, or fail to complete the work, we will decide, after consultation with tenants and owners, who will be responsible for specific actions. If the situation is not rectified, we may make arrangements for a contractor to complete the necessary work and tenants and owners will be recharged.
Household Refuse Disposal and Litter
1. We will work with the local authority to ensure that appropriate and well-sited facilities are provided for refuse disposal and recycling.
2. We will maintain communal bin stores where these have been provided.
3. Tenants will be advised at the start of their tenancy of arrangements and appropriate days for the uplift of refuse and recyclable material.
4. All residents are responsible for ensuring that their refuse and recyclable material is disposed of safely, tidily and securely wrapped in the containers provided by the Council.
5. We will provide residents with information on the disposal of large household items and items which may be regarded as hazardous.
Visual Appearance
1. We will seek to improve and sustain the visual appearance of estates by promptly removing graffiti within 5 working days from the date reported and offensive graffiti within 24 hours of being reported.
2. We will ensure that through working with other agencies and stakeholders in the area, the visual appearance of estates is maintained. For example, when repairs to street signs are reported to the local Council we will ensure this request is recorded and action a follow up reminder if not completed.
3. The Group will plant and maintain appropriate seasonal shrubbery and will work with the local authority to discourage dog fouling.
4. We will endeavour to remove fly tipping from property in our ownership, within 7 working days. Action taken to remove any hazardous waste will be more immediate within 1 working day. We will work together with Community Wardens, the police and Environmental Services to detect problems as they arise, share information and resolve problems.
Infestation and Animal Nuisance
1. We aim to ensure all properties in our ownership are free of vermin, pest and insect infestation.
2. The tenant has a responsibility to report all infestation of a property to either Harvest Response or the Neighbourhood teams who will deal with the enquiry.
3. Where infestation can be directly attributed to a tenant's living conditions or habits we will advise the tenant on how best to rectify the situation and liaise with other agencies such as Social Services where necessary to ensure it does not re-occur. We will also advise the tenant if he/she is responsible for remedial work, and the tenant should contact the Environmental Health Section for treatment to be carried out. We will further advise the tenant that there will be a charge for pest control treatment.
4. When a tenant reports external infestation such as wasp nests to us we will request the local authority Environmental Health Section to remove the infestation this may not be free of charge.
5. We will take action where tenants fail to properly control pets in terms of their Tenancy Agreement.
6. We will contact the Environmental Health Section and will advise where reports have been received regarding stray dogs and also work with agencies such as the RSPCA and local dog homes and catteries.
7. In the event that dog owners' allow their dogs to foul any public open space, this will be reported to the Community Warden and Dog wardens for investigation.

Caravans

1. If a caravan is illegally parked or is causing a problem on the street we will liaise with the Local Authority to ensure that the owner removes it.

2. Where a caravan has been parked on a driveway and is causing a nuisance (for example is a safety hazard to pedestrians, particularly children, prevents or limits access for other vehicles, block windows and shut out daylight, be an eyesore etc) then the Group will take steps to enforce the removal of this through the terms and conditions of the tenancy agreement.
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         SPOT IT JOT IT

Reported by: 

	Contractor
	
	Resident
	
	CSO
	
	Property Team
	
	Regen
	


	Local Auth Rep
	
	Legal
	
	Estates Team
	
	Senior Management
	


I HAVE SPOTTED…

	Graffiti
	
	
	Abandoned Property
	


	Damaged Fencing
	
	
	Damaged Walls
	


	Rubbish
	
	
	Dumped Car 
	
	   Reg
	


	Uncut Verges
	
	
	Non Taxed Car 
	
	   Reg
	


	Dog Mess
	
	
	Neglected Properties Number
	


	Overgrown Garden
	
	
	Damaged/Faulty Streetlight
	


	Overgrown Hedges
	
	
	Overgrown Trees
	


	Property Unclean Inside
	
	
	Vulnerable Resident
	


	Property Damaged
	
	      Detail damage
	

	
	
	
	


	Other
	
	      Details
	

	
	
	
	


	Location (incl house number, street, road)
	


	Any Other Useful Information
	


Please return this form to Partington Housing Association, Gilmour House, 95 Wood Lane, Partington, Manchester, M31 4LW.  Telephone number: 0161 775 8421 Fax: 0161 777 6486
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Action taken _________________

 Issued Order Number ___________
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LE .\
Partington

Housing Association



By
          _________________
                Issued to Neighbourhood Officer 

Date
          _________________

 Issued to other agency for action
Name of agency:________________ 

Appendix 3
Estate Walkabout Sheet

Customer Support Officers/Estates Team/CMO must walk round their neighbourhoods, exploring all roads and passageways.  Checking the list below, recording information on the location and the action to be taken to improve items that have a detrimental effect on the environment and neighbourhood.
	· Repairs required

· Graffiti

· Vandalism

· Car repair

· Abandoned Cars
	· Anti-social Parking – (eg on grass)

· Grounds maintenance of communal areas

· Litter


	· Rubbish dumping

· Broken rubble

· Pests or infestation

· Caretaking services

· Pets and livestock

· Play areas


Date of Walkabout
……………………………..Officer   ……………………………………

1. Tenant’s Properties – include information on overgrown gardens, trees causing structural problems or which need pruning, scrap cars or car repairs being done, overflows gutters, possible abandonments etc.  

2. Communal Areas – include trees, grassed and shrub areas that require attention, dumped rubbish, inappropriate plays areas, graffiti, fencings, abandoned cars etc.  

3. Paths, Pavements and Roads – include paths, out of property boarders. Road sweeping, blocked drains and cracked or broken inspection covers, faults to street lighting etc.

	Nature and Location of Problem
	Action Taken

	
	

	
	

	
	

	
	

	
	


Signed ……………………………………       Dated………………………………

Appendix 4  
ENCAMS* Pride of Place

Background

Harvest Housing Group supports the ENCAMS ‘Community Grading’ system because this

means both our customers and other members of the community are able to monitor whether we are achieving both our vision and service standards. This programme trains local people to be able to grade their local environment and feed that information back to Harvest Housing Group. This allows the community to act as our eyes and ears on the ground as a mechanism for continuous improvement locally. In addition to this those local people who are trained can be used to spread positive messages about community pride, local environment quality and ASB through education and mentoring.

Scope

The core element of the programme is a training session for residents, which trains residents to use a consistent grading methodology to look at aspects of Local Environmental Quality. This may cover a number of areas as identified at a ‘local’ level but these should include: grounds maintenance standards, internal cleaning standards, levels of graffiti, fly tipping etc. 

The Pride of Place training is of a practical nature and uses a simplified form of ENCAMS survey methodology to grade local environmental quality. ENCAMS would provide practical training to local residents on grading techniques and the local environment in groups of no more that 15 (to ensure quality consistency).

Why ENCAMS?

As a recognised leader in the field, ENCAMS is fully aware of all new legislation that will impact on the project. This includes:

· Clean Neighbourhoods

· Anti Social Behaviour Act

· Environmental Protection Act

· Code of practice on litter and Refuse

· Code of Practice on Food on the Go

* ENCAMS is the company name for Environmental Campaigns, a body which incorporates the Keep Britain Tidy campaign.
Using the ENCAMS model

ENCAMS is a model Harvest is committed to and will be used in the Neighbourhoods where we believe it will make the most difference. It may not be appropriate for all our customers’ homes and where this is the case we will make sure there is other provision to inspect and involve our residents in other ways to ensure our estates are safe and clean.
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