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1. Purpose  

'Place' is integral to our homes, work, parks, playgrounds, footpaths, and roads. 

Neighbourhoods play a crucial role in developing our sense of ‘place’. They can be vibrant 

hubs where homes, infrastructure, amenities, and people converge. Keeping these areas 

safe, welcoming, and well-maintained helps foster a sense of pride in the area in which you 

live.  

 

This policy outlines our approach to managing and enhancing the estates and 

neighbourhoods we own. It applies to all HHS customers, regardless of our legal relationship 

(tenure). 

 

Our intention is to create pleasant, secure spaces for everyone. We achieve this through 

regular inspections, active resident participation, and dedicated budgets for community 

improvements. 

 

2. Key terms and definitions 

 

Estate Management: Overseeing and maintaining the physical environment of 

residential properties, including communal areas, gardens, and 

parking spaces. 

Sustainable 

Neighbourhoods 

Communities managed for long-term well-being, ensuring high 

quality of life for residents. 

Action Plan A strategy developed after site inspections to address issues 

with specific actions and timelines. 

Tenancy Agreement A legal contract between landlord and tenant outlining their 

rights and responsibilities 

Site Inspections Regular visits to assess and improve the condition of 

communal spaces 

Service Charge A fee paid by residents for services like cleaning, gardening, 

and security 

Grounds Maintenance The upkeep of outdoor areas to ensure they are clean, safe, 

and aesthetically pleasing 

Anti-Social Behaviour  

(ASB) 

 

Actions disrupting community peace, such as drug abuse and 

vandalism 
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Resident Feedback Input from residents about estate management services, 

gathered through surveys and focus groups. 

 

Walkabouts Informal, regular inspections conducted by our team and 

residents to monitor and improve the physical environment of 

the neighbourhood. 

 

3. Policy scope  

The scope of our maintaining and improving neighbourhood services primary consists of the 

following function:  

 

Maintenance and Cleaning 

• Cleaning communal areas, including window cleaning 

• Maintaining communal areas 

• Grounds maintenance: grass, trees, shrubs, and flowerbeds 

• Undertaking communal repairs 

 

Improvement and Safety 

• Delivering improvement works 

• Ensuring communal areas are safe 

• Conducting estate inspections 

 

Waste and Hazard Management 

• Removing abandoned vehicles 

• Removing graffiti 

 

4. Policy statement  

Our policy focuses on active neighbourhood management. We conduct regular estate 

management visits where we have a concentration of homes in order to promptly identify and 

address issues. Residents are invited to participate in site inspections, where their concerns 

are given priority. We've set aside a dedicated budget for estate improvements, allowing 

residents to propose projects that benefit their community.  

• Encouraging positive tenancy behaviours: we enforce tenancy agreements fairly, 

promptly, and sensitively 

• Adjusting: our services in response to local needs  

• Working with others: to increase the breadth of our impact  

• Keeping people safe: ensuring the safety and security of residents and visitors  

• Resourcing: the service and continually monitoring for effectiveness and value for 

money 

 

5. Our approach 

We will ensure that any open spaces including communal garden areas and garage areas 

that we maintain are clean, safe and well-maintained by either us or our partners. This will 

include ensuring that any trees, shrubs or other areas of planting on our land are identified 

for inclusion in our ground’s maintenance schedule and are well maintained.  

  

We intend to improve our estates, neighbourhoods and communities by encouraging a 

culture of independence, pride and respect. To achieve this, we will actively collaborate with 
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the local authority and other partners to address issues identified in our neighbourhoods. 

Whether the issue falls under our responsibility or requires a joint effort, we will work on 

finding effective solutions.  

 

Shared Responsibilities 

 

Effective neighbourhood management relies on the shared responsibilities of both residents 

and HHS as the landlord. It works best when everyone collaborates to improve their 

community. Recognising that our neighbourhoods often include a mix of both social housing 

and private homes, we will work closely with local authorities and other landowners to 

promptly and appropriately address any issues that arise. 

 

Our responsibilities as a landlord include: 
 

Cleanliness and Maintenance 

• Ensuring communal and external areas are clean, safe, and well-maintained, 

including regular inspections and cleaning 

• Employing a grounds contractor for communal grounds maintenance 

• Promptly removing bulk rubbish and offensive graffiti 

 

Inspections and Standards 

• Carrying out regular estate inspections to maintain a visible presence and adhere 

to agreed standards 

• Conducting fire risk assessments in our flat blocks (communal and external areas) 

and implementing maintenance programs for shared facilities, such as lifts 

 

Joint efforts and Community Engagement 

• Working with organisations to prevent activities such as illegal dumping, littering, 

and vandalism of natural areas that harm the local environment 

• Offering customers opportunities to influence and shape service delivery and 

monitor performance and satisfaction 

 

Customer responsibilities, the part residents play 
 

Your safety and the safety of your neighbours: we have a ‘clear area policy: (Zero 

Tolerance) when it comes to fire risks, this means that residents are not allowed to use the 

common parts, for example entrance lobbies and corridors, fire exits, to store items or dispose 

of their belongings or rubbish. This allows for a swift and safe evacuation in case of an 

emergency.  

 

Gardens: and other areas included within the tenancy or lease are kept clean, in good 

condition and comply with their tenancy/lease conditions. This will include garden 

maintenance, the building up of rubbish, keeping of pets and the building of unauthorised 

structures etc. Where a breach is highlighted appropriate and proportionate action will be 

taken. 

 

Domestic pets: to ensure a harmonious living environment for all residents, pet owners are 

responsible for making sure that they remain well-behaved with minimal disruption and 

disturbance to neighbours.  
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Communal areas on our estates  

 

We will ensure that any open spaces including communal garden areas and garage areas 

that we maintain are clean, safe and well-maintained by us or our partners. This will ensure 

that any trees, shrubs or other areas of planting on our land and identified for inclusion in our 

ground’s maintenance schedule are well maintained. 

 

• Cleaning: We understand the importance of a clean and tidy estate and several of 

our estates and blocks have cleaning contractors. To make sure the cleaning and 

gardening is to a high standard, we undertake regular inspections of our areas; if we 

experience any problems from our spot-checks or from customer feedback, we will 

take the appropriate action to make good/resolve the issue. 

 

• Protecting residents’ designated car parking spaces where applicable: 

Ensuring that designated car parking spaces for residents are safeguarded and 

reserved as needed. 

 

Keeping up appearances  
 

• Cyclical external redecoration: Our current policy for the external redecoration of 

our housing is to undertake the redecoration of our existing properties every 8 years. 

However, this is subject to change depending on the immediate requirement of a 

particular scheme. All works and contracts are managed by approved consultants 

and HHS.  

• Graffiti and rubbish: is an eyesore which can make our estates look untidy and 

unwelcoming. Where the graffiti is on our buildings and it is offensive, our intention 

is to remove it within two-working days. Where rubbish has been dumped on our 

estates our maintenance team will remove it. We will always try and identify 

perpetrators and where they are identified, action will be taken against them, and 

they will be re-charged for this service. 

• Parking and vehicles: we do not allow any abandoned or untaxed vehicles 

(including SORN unless in a garage that is paid for) on our land, and it is important 

to keep sites free from these. This is to maximise the parking capacity and to keep 

our estates safe. It is illegal to abandon a vehicle on a road or any other land. The 

same law applies to abandoned caravans, trailers, or parts of motor vehicles.  

 

Estate inspections and fire clearances 

 

Our maintenance and housing teams regularly inspect our communal areas to make sure 

that the communal areas are free from any health and safety risks or hazards. Ensuring the 

communal areas are clean, well maintained and achieving our expected standards.  

 

Promoting positive behaviours and tackling Anti-Social Behaviour 

 

We use a range of approaches designed to tackle identified anti-social behaviour early on, 

which can stop problems from escalating. We work with partner agencies to tackle these 

issues and encourage victims of crime and anti-social behaviour to engage with statutory 

bodies. We have a published policy and procedure on anti-social behaviour and associated 

conditions within our tenancy agreements.  
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Customer involvement and feedback 

 

We want to encourage customers to let us know how well we maintain the areas where they 

live. Customers can do this by providing feedback through one of our surveys, online forums, 

focus groups or simply contacting us about a service issue. We encourage customers to get 

involved and give their views on our services and neighbourhoods. Getting involved can 

help our customers make a difference in the place where they live.  

 

The involvement opportunities for HHS’s customers focus on three key areas: 
 

• Working with customers to set standards, challenge performance and promote 

improvements 

• Gaining customer insights which helps improve and tailor services by collecting, 

analysing and acting on customers’ views, preferences and needs 

• Fostering community engagement which helps to identify and improve issues and 

the local area. For a full list of our involvement opportunities please visit 

www.hhs.org.uk  

 

6. Complaints  

Complaints about our neighbourhood services will be dealt with in accordance with our 

Complaints Policy.  

 

7. Monitoring and reporting our performance  

Compliance with this policy will be monitored via regular Estate Services visits, completion of 

Fire Risk Assessments, ad-hoc visits, or reports/notifications. 

 

We will monitor the implementation and effectiveness of this policy using a set of agreed 

performance measures. The Customer Experience Group will review the following key 

performance indicators every quarter:   
 

• Quality of experience: Satisfaction that the landlord keeps communal areas clean 

and well-maintained (via our annual perception survey) 

• Number of places inspected against our targets: % communal inspections 

completed within target 

• Impact: Satisfaction that the landlord makes a positive contribution to neighbourhoods 

(via our annual perception survey) 

• Levels of customer satisfaction: Satisfaction with the landlord’s approach to 

handling anti-social behaviour (via our annual perception survey) 

 

8. Equality diversity and inclusion 

HHS ensures fair treatment and considers individual needs in line with the Equality Act 2020. 

 

Equality and inclusion training is mandatory for all employees and our appointed Service 

Providers and will be reviewed as part of the Service Provider selection process.  

 

9. Consultation and review of this policy  

The Scrutiny Panel and Customer Experience Group have been consulted and involved in 

the development of this policy and their experiences and views have influenced the approach 

we will take in maintaining and improving our neighbourhoods.  

http://www.hhs.org.uk/
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Where to find us 

Hundred Houses Society, 
51 Scotland Road, Cambridge, CB4 1QW 
  
0300 303 5770 
info@hhs.org.uk 


