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HOUSING QUALITY NETWORK – REVIEW OF RESPONSIVE MAINTENANCE AND VOIDS 
AND ANTI-SOCIAL BEHAVIOUR AND ESTATE SERVICES 

1. Purpose of Briefing Note 

1.1 To consider the recommendations of the Housing Quality Network following a review of 
the Council’s housing services in respect of responsive maintenance and voids and 
anti-social behaviour and estate services. 

2. Recommendation 

2.1 That the Housing Policy Development Committee consider the recommendations of 
the Housing Quality Network following a review of the Council’s housing services in 
respect of responsive maintenance and voids and anti-social behaviour and estate 
services. 

 
3. Background 

3.1 The Housing Policy Development Committee on 24 February 2009 received a 
presentation on the Audit Commission’s Housing Inspection Regime. 

3.2 It was reported that as part of the preparatory work for any forthcoming inspection, two 
areas of the Council’s housing service have been reviewed by the Housing Quality 
Network (HQN), i.e. 

 (a) Responsive maintenance and voids. 

 (b) Anti-social behaviour and estate services. 

 As a result of these reviews, the HQN have made a number of recommendations to 
address “areas of weakness” in respect of current service provision and the Housing 
Policy Development Committee requested that these recommendations were 
considered at their next meeting. 

4. Responsive Repairs and Void Maintenance 

4.1 In overall terms HQN assessed responsive repairs and voids maintenance to be a one 
star, fair service with good performance in relation to responsive repairs and extremely 
good gas servicing and maintenance.  Prospects for improvement are considered to be 
promising as a result of defined actions within the Housing Service Improvement Plan. 
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4.2 The specific recommendations are presented below:- 

 (a) Review the current range of appointments for responsive repairs. 

 (b) Introduce an IT system with the capacity for tenant profiling. 

 (c) Consider the re-introduction of repairs receipts. 

 (d) Reduce the volume of emergency and urgent repairs to below 30% of total 
repair volumes. 

 (e) Ensure the stock condition survey database is updated with responsive repair 
and void works. 

 (f) Review and reduce the level of cancelled responsive repair orders. 

 (g) Review the Council’s relet standard for voids properties to reflect best practice. 

 (h) Ensure service customers receive a schedule of the works to a “property offer” 
prior to accompanied viewing. 

 (i) Consider the introduction of a range of prescribed void repair categories with 
defined timescales to improve turnaround and monitoring. 

 (j) Develop and implement a procurement strategy in relation to the responsive 
repairs and voids service. 

 (k) Undertake a benchmarking “value for money” exercise when compared to cost 
of capitalised voids to works undertaken under improvement programmes. 

 (l) Develop an Asset Management Plan for the future maintenance of the 
Council’s housing stock. 

 (m) Secure continuous improvement in respect of all maintenance contracts to 
improve performance. 

 (n) Ensure resident involvement is embedded in all aspects of the service. 

5. Anti-Social Behaviour and Estate Services 

5.1 In overall terms HQN assessed anti-social behaviour and estate services to be a one 
star, fair service.  Prospects for improvement were, however, considered to be 
uncertain as although performance is improving, there are no clear priorities and 
insufficient improvement actions within the Housing Service Improvement Plan. 

5.2 The specific recommendations are presented below:- 

 (a) Introduce timescales for dealing with anti-social behaviour cases from initial 
complaint to case closure. 

 (b) Evaluate the outcomes of initiatives to tackle anti-social behaviour and use the 
results to improve services, efficiency and value for money. 
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 (c) Provide systematic feedback to residents once cases are concluded. 

 (d) Review the provision and effectiveness of CCTV cameras in the Benion Road 
area. 

 (e) Introduce maximum caseloads for Estate Management Officers and provide 
written guidance as to when to close cases. 

 (f) Consider the introduction of a family intervention project to provide intensive 
support and focused challenge to the most problematic families. 

 (g) Develop a comprehensive package of witness support. 

 (h) Increase the number of estate visits to flats with communal areas. 

 (i) Consider the introduction of service charges for cleaning and other services in 
relation to flats with communal areas. 

 (j) Review the current elderly and disabled persons’ grass cutting service to 
ensure that resources are targeted on those most in need. 

 (k) Introduce satisfaction surveys in respect of the elderly and disabled persons 
grass cutting service. 

 (l) Consult tenants on the future service specification for grounds maintenance. 

 (m) Undertake equality impact assessments on estate management and anti-social 
behaviour procedures. 

 (n) Introduce an IT system with the capacity for tenant profiling and improved 
monitoring of services. 

 (o) Undertake benchmarking assessments with other housing organisations and 
introduce examples of best practice. 

 (p) Increase resident participation. 

6. Action in respect of the Recommendations 

6.1 Actions to implement the recommendations made by the Housing Quality Network are 
being formulated and will be included within a revised Housing Service Improvement 
Plan. 

6.2 It will be noted that a number of the recommendations relate to a review of policy or the 
development of additional services and these will be the subject of future reports to the 
Housing Policy Development Committee or Cabinet as appropriate. 

 


