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                 Mid Suffolk District Council

      Estate Management Policy
We will produce this policy or parts of it by request in other languages and formats such as Large Print or Braille.  This is to ensure that everyone can access it.

Language Line provides all corporate translation services.

They can be contacted on 08456 066 067

We are committed to the principles of fairness and respect at Mid Suffolk District Council and therefore seek to embed statutory guidance and policy relating to Equality and Diversity in to all activities
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1.0
Introduction
1.1
This policy sets out how Mid Suffolk District Council (MSDC) will deal with estate management. MSDC’s estate management is split into two sections:
1. Estate Management:

· To maintain cleanliness and safety of housing areas

· To ensure that the services residents receive are up to standard

· To maintain the physical condition of areas that residents live within

2. Tenancy management

· To encourage and support a resident to keep to the terms of their tenancy agreement

Good estate management services help ensure that local communities are a place where people want to live. 

1.2 
The following priorities within MSDC’s Strategic Plan (2007/2011) will be addressed within this policy:

Priority 1: Affordable and Decent Housing

-Ensure all Council homes meet the required standard by 2010

Priority 2: Responsible Environmental Management
-Reduce the Council’s and the districts own environmental impact
-Improve litter clearance and street cleanliness

Priority 3: Safer and Cohesive Communities
-Address local priorities through safer neighbourhood schemes
-Improve access to services for minority, disadvantaged and vulnerable groups

1.3
This policy is specific to land and housing that is owned by managed by MSDC Housing Services. It will cover:

· Mid Suffolk District Council housing

· Common areas around properties

1.4       As a policy, this document will not outline the actions that will be taken with regard to estate management issues. These are called procedures and can be accessed separately from this policy. Current procedures should be used in conjunction with this policy. 

1.5        Definitions of estate management 

‘A term used to describe a wide range of services relating to the management of housing areas. 

Any matter, which can impact upon a residents’ quiet enjoyment of their home or the environment in which they live, can be described as an estate management issue.’

‘A general term used to include tenancy management and environmental management.’

2.0
Policy statement

2.1
This policy will cover estate management functions, which are the responsibility of MSDC as well as MSDC’s commitment to good estate management services. It will detail residents’ responsibilities with regards to their tenancies and the areas in which they live. It will also consider environmental estate management issues. This policy will provide a framework for MSDC Officers to work within when dealing with estate management issues. The roles of Officers will be clearly identified so procedures can be followed efficiently. Additionally, this policy will provide internal staff, MSDC residents and external organisations with a guide as to how MSDC deals with estate management issues. It will evidence the partnership working that MSDC aims to undertake when dealing with diverse issues affecting residents and the areas in which they live.

3.0 
Aims

3.1 The main aims of this policy are:

· To provide effective, efficient and reliable tenancy management and environmental management services to our residents

· To ensure residents are aware of their responsibilities

· To make Mid Suffolk District Council’s responsibilities clear

· To work with voluntary and statutory agencies/organisations to ensure housing communities are well looked after and maintained
4.0 Objectives
4.1
The overall objectives of this policy are as follows:

· To provide a service to residents which enables them to have quiet enjoyment of their homes in a safe, secure and well maintained environment

· To maintain high standards of the overall housing conditions that customers expect, including the environment around our properties

· To seek continuous improvements to our estate management services

· To create and maintain service standards so we can measure performance delivery and residents satisfaction

· To have a pro-active approach to the management of our estates

· To enforce and maintain tenancy agreement conditions

· To ensure residents are aware of how they can shape the services they receive

· To maintain high standards of management of our properties

· To minimise rental losses due to empty properties and maintain demand for our properties

5.0 Policy detail

5.1
Estate issues

5.2
The following list details the main issues covered by estate management. Please not that this list is not exhaustive:

· Abandoned vehicles                                

· Fly tipping

· Graffiti

· Parking

· Vandalism

· Condition of Communal facilities and common areas

· Pets

· Crime/community safety

· Garages
· Trees

· Alterations and   

improvements carried out by  

                tenants

· Council tenancies

· Nuisance behaviour

· Disabled adaptations  

           to properties

· Right to Buy

· Empty properties

· Caravans

· Grounds maintenance
6.0
Tenants’ rights and responsibilities

6.1
When a tenant starts their tenancy with MSDC they will sign a tenancy agreement for a MSDC property. The agreement will detail the rights and responsibilities that tenants have with regards to their home and the area in which they live.

6.2 
Tenants’ rights

The following rights are extracts from the tenancy agreement in relation to estate management. As a tenant, you have the right to:



Extract 4.2 
Put in your own improvements, with MSDC’s written permission

Extract 5.0
Enjoy your life in your own way as long as you do not upset people living near you

6.3 
Tenants’ responsibilities

The following responsibilities are extracts from the tenancy agreement in relation to estate management. As a tenant:

Extract 4.2
You must report any faults, repairs or damage to the property immediately.

Extract 4.2
You must allow council staff, contractors or people sent by the council into your home at reasonable times.

Extract 4.2
You must pay for repair or replacement if you (including pets) or anyone living with you or visiting your home causes damage deliberately. You must also pay for repair or replacement if damage is caused by your own neglect.

Extract 4.2
You are responsible for internal decoration and minor repairs inside your home

Extract 4.2
You are responsible for repairing and maintaining all improvements carried out by you during your tenancy.
Extract 5.1
Community Responsibilities: You are responsible for the behaviour of every person living in or visiting your home. You are responsible in your home and garden, surrounding land, shared gardens, parking areas, in communal areas and in the locality around your home.

Extract 5.1
You or anyone living with you, or visiting your home must not cause a nuisance, annoyance or disturbance to any other person in your home or garden, on surrounding land, in shared areas or in the locality around your home including your neighbour. An example of nuisance, annoyance or disturbance can include: putting up structures such as garages without our agreement in writing.

Extract 5.4
You or anyone living with you or visiting your home must not harass any other person.

Extract 5.5
You or anyone living with you or visiting your home must not harass or use mental, physical, emotional, racist or sexual abuse to make anyone who lives with you leave the property.

Extract 5.5
You or anyone living with you or visiting your home must not inflict violence or threaten violence against any other person living with you.

Extract 5.6
You must keep your garden tidy and free from rubbish.

Extract 7.2
You must keep your home and garden in good condition, reasonably clean and free of obstacles.

Extract 7.2
You must make sure your garden is tidy. You are responsible for all trees and shrubs within the garden which must not overgrow any paths or neighbouring land. Lawns must be cut and hedges trimmed.

Extract 7.2
You must arrange to repair any damage which has been caused during your tenancy.

Extract 7.2
You must not park any vehicle anywhere on the property unless the property has a garage, parking space or drive. 

Extract 7.2
You must not park any vehicle, trailer, boat or caravan on council land or grass without written permission. Please note that with regard to a request for land, a tenant may need the permission from the council as landowner as well as housing via the Estate Management group for land. (Contact: Tenancy Services Manager).

Extract 7.2
You must keep communal areas and land clean and clear and free from rubbish and litter.

Extract 7.3
You must not allow any animal you keep at the property to cause a nuisance to anyone in the locality, including neighbours, our employees, contractors and agents.

Extract 7.3
You must not allow your pets to foul in the shared areas of the property or on roads or footpaths or in play areas in the local area.
Extract 11.1
Before you leave the property you must remove your belongings and leave the house and garden clean and tidy. You must also dispose of any rubbish.

Extract 11.1
You must at all times keep the roof area (loft) free of your belongings.

Extract 11.1
You responsible for the maintenance of timber garden sheds and solid fuel storage bunkers in the garden area.

6.4
If a tenant does not keep to their tenancy agreement, this will be dealt with by a Housing Officer. Further action may be taken following an investigation.

6.5 Mid Suffolk District Council’s responsibilities

6.6
The following responsibilities of MSDC are extracts from the tenancy agreement in relation to estate management:

Extract 5.3
We must give you and anyone living with you help and advice if you report anti-social behaviour or nuisance. We will investigate your complaints, keep you informed and take appropriate action to tackle the problem.

Extract 7.2   There are some circumstances in which the Council has the legal right to take possession of your home.


We can move you if the property has special adaptations for a disabled or elderly person who no longer lives there.

If your property needs to be empty for major building repair or for complete redevelopment or because it has to be demolished you will be offered a suitable alternative home. You will usually get compensation or help with moving costs (or both) depending on your circumstances. Your move could be permanent or temporary. If you agree to a temporary move we have the right to take possession of your temporary home when the work is finished.

6.7 Mid Suffolk District Council will:

· Carry out Estate Inspections of our properties to look at issues such as; Litter, dog fouling, tenant’s gardens, fencing, boundaries, communal areas, garage sites, estate streets, abandoned vehicles and bulk refuse. Estate inspections will be carried out according to an Estates Inspection Program. Housing 
Officers will record ratings for a number of items inspected as well as providing comments and actions based from these ratings.

·      Liaise with support agencies where appropriate if a tenant requires support to sustain their tenancy

·      In the course of general duties, MSDC staff will look for and report on issues listed above (estate inspections) and signs of deterioration to properties/communal areas.

·      Unoccupied and abandoned properties will be managed as soon as MSDC are made aware

·      Provide services such as Community Alarms to increase community safety

·      New tenant visits will be conducted eight weeks after a tenant signs their agreement

·      Provide Estate Improvements where necessary to meet the decent homes standard. Detail is provided in the Estate Improvements Policy

·      Regulate estate issues using health and safety regulations.
7.0
Statutory requirements

7.1
Decent homes are considered to be part of good estate management. According to the Government, ‘A decent home is one in which is wind and weather tight, warm and has modern facilities’. 

7.2
The Audit Commission use Key Line of Enquiry (KLOE) number six to monitor estate management. 

7.3
Customer satisfaction surveys are carried out every two years (status surveys) by Tenancy Services to find out what customers really think about MSDC’s estate management services.

7.4
Mid Suffolk District Council at times will update its tenancy agreement and handbook according to regulatory, policy and procedural changes. Tenants will always be consulted when this happens.

8.0
Staff roles
8.1
Mid Suffolk District Council will provide sufficient staff resources for estate and tenancy management services. Services will be delivered by Housing Officers depending on the issue under the direction of the Tenancy Services Manager.
8.2 
The following table details staff responsibilities:
	Name
	Responsibility

	Head of Housing Services
	Overall responsibility for Housing Services

	Tenancy Services Manager
	Responsibility for all Housing Management staff and estate management issues including tree management

	Housing Officer (Anti -Social Behaviour)
	Anti-Social Behaviour/Harassment/Nuisance

	Housing Assistant (Anti -Social Behaviour)
	Anti-Social Behaviour/Harassment/Nuisance

	Housing Officer (Rents)
	Rent Arrears

	Housing Officer (Voids)
	Empty Properties

	Resident Involvement Officer
	Resident Involvement

	Estates Officer
	Estate Inspections/Boundary Issues

	Home Ownership Officer
	Right to Buy

	Housing Assistant
	Garages

	Private Sector Housing Lead
	Overall Responsibility for Private Sector Housing

	Private Sector Housing
	Decent Homes/Empty Properties

	Head of Housing Maintenance and Improvements
	Overall responsibility for Housing Maintenance and Improvements/Delivering the Decent Homes Standard to the governments timescale.

	Housing Maintenance and Improvements
	Repairs/Improvements

	Environmental Health 
	Environmental Services i.e. noise

	Waste and Environmental Services
	Street cleansing/waste/grass cutting/litter


9.0
Prevention of problems

9.1
Mid Suffolk District Council aims to maintain its responsibilities to prevent estate management problems from occurring. We aim to advise tenants about their rights and responsibilities of being a tenant at signup. Tenants are provided with a handbook which gives full details of what is expected of MSDC tenants. New tenants visits by Housing Officers take place eight weeks after sign up to ensure there are no problems. 

10.0 Resident involvement

10.1 As part of Mid Suffolk District Councils Service Standards the Council is aiming to encourage residents to take an active interest in the well-being of their community and surrounding environment and to become fully engaged with the work of MSDC’s housing services. Mid Suffolk District Council will aim to achieve this through the Resident Involvement Policy. 
10.2 Specifically, in this case, residents are encouraged to attend estate inspections with Housing Officers to increase their involvement with Housing Services at MSDC. Residents are also encouraged to contribute towards setting the decent homes standard and priorities for planned maintenance and improvement via the tenants’ forum.  For details of other ways to get involved please see a copy of MSDC’s Resident Involvement Policy, available by contacting the Resident Involvement Officer on (01449) 724753 or by visiting our website www.midsuffolk.gov.uk. 

11.0 Partnership working

11.1
Mid Suffolk District Council aims to work alongside other agencies to resolve estate management issues. These include:
· Police

· Social Workers

· Health Authorities

· Voluntary Organisations

· Citizens Advice Bureau (CAB)

· Crime and Disorder Reduction Partnerships

· Customer Services Direct

12.0 
Policy flowchart- How this policy was created















13.0
Implementation, monitoring and review

13.1
The implementation of this guidance was agreed on 20.05.2008 and will take effect from this date. The responsibility for this policy lies with the Tenancy Services Manager for Mid Suffolk District Council. For any queries, please contact Housing Services on 0845 606 6174.
13.2 
Monitoring of this policy will take place 12 months after its date of implementation to ensure that it is effective. This will be completed by:

·    Using results from customer status surveys
·    Measuring performance against housing targets 

13.3    A full review of this policy will be take place 12 months from the date of implementation. 

14.0 
Equality and diversity

14.1
We are committed to giving an equal service to all.  This means we will not treat individuals any differently because of: sex, colour, race, nationality, ethnic group, regional or national origin, age, marital status, disability, political or religious belief or sexuality.  It also means our work will focus on individual groups within our community who may be disadvantaged and therefore require help the most. We also look to ensure that we have robust policies in place that reflect our wish to promote good race relations and our commitment to the Commission for Race Equality Code of Practice in Housing and to the Key Lines of Enquiries set by the Audit Commission.

15.0
Other policies that apply

· Anti-Social Behaviour Policy

· Environmental Improvements Policy

· Resident Involvement Policy

· Private Sector Housing Renewal Policy

16.0
Communication

16.1
All changes to this policy, the guidelines used, the policy framework and the policy register will be communicated to all key stakeholders, internally and externally via consultation.
17.0
Complaints

17.1 
Please contact Mid Suffolk District Council for a copy of the Service Standards.

17.2
All estate complaints can go through Customer Services Direct (CSD) (0845 606 6174) who will direct individuals to the appropriate service area depending on the query. 
18.0
Further information

18.1
For any further information please contact the relevant department by calling 0845 606 6174 or alternatively for Minicom call: (01449) 724626

18.2 
You can also write to the Tenancy Services Manager at the following address: 

Mid Suffolk District Council Offices, 131 High Street, Needham Market, Ipswich, IP6 8DL.

19.0 
References

Barking and Dagenham Council www.barking-dagenham.gov.uk. Accessed 16.10.2007

The Department of Communities and Local Government; Making Homes Decent www.communities.gov.uk. Accessed 16.10.2007

Corby Borough Council www.corby.gov.uk. Accessed 10.10.2007

Drum Housing Association www.drumhsg.co.uk. Accessed 10.10.2007

East Dunbartonshire Council www.eastdunbarton.gov.uk / www.south-ayreshire.gov.uk. Accessed 10.10.2007

Langstane Housing Association Limited www.langstane-ha.co.uk. Accessed 10.10.2007

Ochil View Housing Association LTD. www.ochilviewha.co.uk. Accessed 10.10.2007

The Glasgow Housing Association LTD www.gha.org.uk. Accessed 10.10.2007

The Audit Commission www.audit-commission.gov.uk. Accessed 10.10.2007, 06.11.2007, 03.12.2007

The Decent Homes Standard www.decenthomesstandard.co.uk. Accessed 16.10.2007

The Moray Council www.moray.gov.uk. Accessed 10.10.2007

Waveney District Council www.waveney.gov.uk. Accessed 06.11.2007

20.0 
Glossary of terms

	BVPIs’
	Best Value Performance Indicators

	CAB
	Citizens Advice Bureau

	CSD
	Customer Services Direct

	Decent Homes Standard
	A decent home is one in which is wind and weather tight, warm and has modern facilities. A Standard set by the Government for Councils to meet by 2010

	Estate Management
	A term used to describe a wide range of services relating to the management of housing areas. Any matter, which can impact upon a residents’ quiet enjoyment of their home or the environment in which they live, can be described as an estate management issue

	KLOE
	Key Lines of Enquiry. Used by the Audit Commission to Inspect Services

	MSDC
	Mid Suffolk District Council

	Strategic Plan
	The Council’s plan to outline our aims, values and priorities for the next four years

	Service Plan
	The council’s aims and objective for the current year with regard to different services in the Council

	Tenancy
	The right to occupy a property under agreed terms and conditions

	Tenancy Agreement
	The legal agreement between a landlord and a tenant

	Void
	An empty property
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