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Background 

This document details the key lines of enquiry (KLOEs) used by the Audit Commission Housing Inspectorate when looking at tenancy and estate 
management services.  It is one of a set of documents produced by the Housing Inspectorate. To find out more about how KLOEs are used please 
read the guidance notes available from the Audit Commission website at: http://www.audit-commission.gov.uk/housing/housingkloe.asp 
 

KLOE documents are designed to provide inspectors, inspected bodies and others with a framework through which to view and assess services.  
 

While the Housing Inspectorate has packaged some services together in producing these KLOE documents there is no expectation that inspected 
bodies should organise and deliver services in a similar way. The Housing Inspectorate remains committed to supporting service structures that best 
meet the needs of service users and that focus on service delivery outcomes not processes and structures. 
 

Key Lines of Enquiry 

These are the overarching questions that inspectors will be looking at, to assess the effectiveness and efficiency of services. 

Access, customer care & user focus   

• How effectively does the organisation communicate with its service users and stakeholders about tenancy and estate management issues? 

• How easily do service users access the service? 

• How clear and comprehensive are service standards from a service user’s perspective? 

• How does the organisation consult with and respond to service users? 

• What service user satisfaction has been achieved within this service area? 

Diversity 

• How does the organisation respond to the diversity of its community to ensure that all users, or potential users, have fair and equal access to 
tenancy and estate management services? 

Tenancy management  

• Does the organisation comply with the statutory and regulatory requirements in providing tenancy management services? 

• Has the organisation developed and promoted good quality, effective and appropriate tenancy management services, which help to ensure those 
tenancies are sustainable? 

Enforcing tenancy conditions and dealing with anti-social behaviour (ASB) 

   - Prevention and early intervention  

• Does the organisation have a holistic approach to tackling ASB which places emphasis on prevention and changing behaviour as well as 
enforcement? 

• Have effective partnerships been formed at a local level with statutory and other appropriate agencies, council departments and other landlords 
on the sharing of information, and tackling ASB? 
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Enforcing tenancy conditions and dealing with anti-social behaviour (ASB) 

  - Support 

• Does the organisation provide appropriate and sufficient support to victims and witnesses of ASB? 

• Does the organisation provide appropriate and sufficient support to tackle the causes of ASB? 

   - Enforcement 

• Does the organisation deal quickly, sensitively and appropriately with all incidents of nuisance, ASB and harassment, in accordance with 
published procedures and their legal remedies? 

Estate management 

• Does the organisation comply with the statutory requirements and good practice in estate management? 

• Are estate grounds and other communal areas kept clean, tidy and attractive by working closely with service users, other departments and 
external agencies? 

Void property management 

• How promptly are empty properties identified and re-let and is this in accordance with published procedures and service standards? 

• Does the organisation have a strategic approach to tackling low demand and difficult to let property? 

Value for money 

• How do the costs and standards of services compare with other similar services? 

• Are costs commensurate with service delivery, performance and the outcomes achieved? 

• Does the organisation provide service users with accurate information on services? 

• Are modern procurement methods and partnerships applied that result in demonstrable value for money and delivering outcomes that meet the 
needs of users? 

• Do value for money considerations focus on the costs and benefits to the customer? 
 

Related guidance 

Details of other guidance relevant to tenancy and estate management services are available on the Audit Commission website at: 

http://www.audit-commission.gov.uk/housing/housingkloe/kloe6.asp 
 

Positive practice identified during inspection  

As well as scoring and reporting on housing services, the Audit Commission identifies and promotes positive practice through inspections. Every 
inspection looks for examples of positive practice and innovation, creative ways of overcoming barriers and resistance to change, and ways of making 
better use of resources. Regularly updated positive practice from housing inspections can also be found on the Audit Commission website at:  

http://www.audit-commission.gov.uk/housing/positivepractice.asp 
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Descriptors 

Descriptors are provided to help organisations understand how the quality of services is assessed against the KLOEs. Descriptors of excellent (3 star) 
and fair (1 star) services are included below to give an indication of what we would expect of services delivered to such standards. These 
descriptors are not intended to act as a checklist or to prescribe the services that organisations would be providing if they were judged by 
inspectors to have an excellent or a fair service.  
 

 
KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN 

EXCELLENT SERVICE 

 
AN ORGANISATION DELIVERING A FAIR SERVICE 

Access, customer care and user focus  

• How effectively does the 
organisation communicate with 
its service users and 
stakeholders about tenancy and 
estate management issues? 

 

 

 

 

 

 

• Actively canvasses the views of service users, 
and stakeholders, including those that are hard to 
reach and uses them to review and improve 
services. Service users are consulted on, and 
encouraged to be, involved in a range of activities 
that influence major decisions that affect the 
service. Service users feel confident that their 
input will be valued and acted upon. 

• All staff demonstrate a user focus in their work 
and treat people with respect at all times.  

 

 

 

• Supports staff with a clear and well-publicised 
policy of zero tolerance towards abuse of staff. 
Takes action against perpetrators and publicises 
these actions to staff and the wider community. 

• All frontline staff are knowledgeable about the full 
range of enquiries they receive or know who or 
how to access the necessary information to help 
service users. 

• Seeks the opinions of most groups of service 
users but does not consistently act on them across 
all aspects of the service. Stakeholders appear to 
have greater influence than service users. 

 

 

 

• Has effective customer-focused processes in place 
but cannot always evidence a consistent approach 
to customer care or that processes lead to 
improved outcomes in service delivery. Individuals 
may have high standards, but it is not embedded 
in the organisation’s culture. 

• Supports staff with a clear and well-publicised 
policy of zero tolerance towards abuse of staff. 

 

• Has frontline staff who demonstrate a reasonable 
knowledge of services and enquiries they receive 
and are able to access information from others to 
assist service users, and respond to enquiries, 
though this may not be at the first point of contact. 
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KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN 

EXCELLENT SERVICE 

 
AN ORGANISATION DELIVERING A FAIR SERVICE 

• How easily do service users 
access the service? 

 

 

 

 

 

 

 

 

 

 

 

 

• Clearly recognises the different needs of 
residents and users of tenancy and estate 
management services, and ensures services 
reflect these differences. Staff are trained to 
deliver the right service to a range of service 
users at the right time. 

• Offers a comprehensive range of ways for service 
users to contact them – by telephone, in person, 
through the website or electronically. These are 
available in the ways and at the times that service 
users want to access the service. 

• Users accessing the service are dealt with 
efficiently and effectively.  

• Has met e-government targets which have been 
effectively managed and delivered to provide 
consistent and improved access for customers. 

• Has clearly defined lines of responsibility for 
different strands of the service. Service users and 
staff know who to contact when they have a 
query. 

• Recognises the different needs of service users, 
but sometimes services do not always reflect these 
differences, treating service users as though they 
were all the same when delivering services.  

 
 

• Offers a reasonable range of ways for service 
users to contact the service, but options seem to 
be more responsive to organisational requirements 
rather than service users needs.  

 
 
 
 

• Has effectively managed and delivered e-
government targets to provide access for 
customers. 

• Lines of responsibility for different strands of the 
service are not always clearly defined. This can 
cause confusion among both service users and 
staff about who is ultimately responsible for 
dealing with problems in some parts of the service, 
and can lead to delays in resolving problems. 

• How clear and comprehensive 
are service standards from a 
service user’s perspective? 

 

 

 

 

• Has set clear and challenging service standards 
which are based on feedback from service users 
and stakeholders (for example, by mystery 
shopping). These have been tailored to meet local 
need, and are reviewed annually. All service 
standards exceed the requirements set down in 
law or other benchmarks, for example, Respect 
Standard.  

• Has ensured that service users know and 
understand the service standards and their rights 

• Has set key service standards, with some resident 
involvement, which are consistent with the 
requirements of the law and copies of the tenancy 
agreement and conditions are available on 
request. Some have been tailored to meet local 
need, and are reviewed periodically. 

 

• Gives information in a variety of formats but does 
not ensure that service users know and 
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KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN 

EXCELLENT SERVICE 

 
AN ORGANISATION DELIVERING A FAIR SERVICE 

and obligations as tenants throughout the 
tenancy. 

• Meets all the service standards as set out to 
customers. 

understand the service standards and their rights 
and obligations as tenants throughout the tenancy. 

• How does the organisation 
consult with and respond to 
service users? 

 

 

 

 

 

 

 

 

 

 

 

• Takes a more proactive approach to involvement 
than is necessary to meet statutory requirements. 
Consults representative groups of service users 
regularly on service standards and delivery, as 
part of broader resident participation, and 
monitors their satisfaction with its outcomes. 

• Will, when necessary and in the best interests of 
service users, provide proactive signposting to 
other organisations who deliver related services. 

• Provides regular, meaningful and accessible 
feedback on its performance and issues of local 
concern to residents, such as estate inspections, 
involving partner agencies where appropriate. 

• Has a well-publicised, easily accessible 
complaints and compensation procedure, which is 
implemented consistently to meet challenging 
targets for investigating and responding to 
complaints. Pays compensation promptly where 
appropriate. 

• Meets statutory requirements on consultation and 
has begun partnership working with service users 
and other community organisations, but it is 
underdeveloped.  

 
• Usually provides signposting to other organisations 

which might be able to assist them with 
independent advice. 

• Delivers feedback on its performance and issues 
of local concern to residents but not systematically 
and not always involving partner agencies. 

 

• Has an accessible complaints system, which has 
clearly set out targets for investigating and 
responding to complaints and compensation 
claims. Complaints and claims are handled in a 
consistent and fair manner. 

• What service user satisfaction 
has been achieved within this 
service area? 

• Can evidence a high level of customer 
satisfaction with the complaints service including 
outcomes. 

• Has high levels of service user satisfaction for 
tenancy and estate management services and 
uses customer feedback to improve services. 

 

 

• Effectively monitors satisfaction with current 
service provision.  

 

• Has a significant proportion of service users who 
are satisfied with the level of service they receive, 
and measures are put in place to address the 
issues of those who are dissatisfied. 
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KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN 

EXCELLENT SERVICE 

 
AN ORGANISATION DELIVERING A FAIR SERVICE 

Diversity  

• How does the organisation 
respond to the diversity of its 
community to ensure that all 
users, or potential users, have 
fair and equal access to tenancy 
and estate management 
services? 

 

 

  

 

• Has a clear understanding of its customer base, 
at a local level, and local demographics using 
appropriate sources of information, including the 
input of local partners. It has an accurate 
breakdown of residents by age, ethnicity, 
disability, gender, sexual orientation and faith, 
where residents are comfortable about disclosing 
this information, and other factors that are 
relevant locally. Resources are prioritised 
accordingly and services are adapted 
appropriately. 

• Has a comprehensive database that sets out the 
preferred methods of communication for each 
resident and which have been agreed with them. 
This addresses issues of language, literacy, 
hearing and visual impairment and support. This 
information is highlighted on computer systems 
for the benefit of all staff and provided to 
contractors where appropriate. 

• Ensures that translation and interpretation 
facilities are readily available with guidelines on 
when and how to use them. Where there is a 
need, relevant documents about services, service 
standards, policies, the tenancy agreement, 
conditions of tenancy and the Tenants’ Handbook 
are translated and readily available in a range of 
languages and formats appropriate to service 
users’ needs (for example, large print and Braille). 
All such communication issues are appropriately 
advertised. 

• Has domestic violence and harassment policies in 

• Has a breakdown of residents by age, ethnicity, 
disability and other factors but it is not 
comprehensive. The information collected is not 
being used to tailor services to meet local needs, 
and resources may not have been allocated where 
it might have been appropriate to do so. 

 

 

 

 

• Has details of the communication requirements of 
some of its residents. Such information is not held 
in a systematic way and may not be available to all 
relevant service providers. Some documents are 
translated and staff have a basic understanding of 
how to access translation or interpretation 
services. Information to customers on these 
services is inconsistent. 

• Ensures that translation and interpretation facilities 
are readily available with guidelines on when and 
how to use them. Provides some information which 
is readily available in appropriate formats and 
other languages, but this is not comprehensive and 
misses the needs of some groups. Does not 
adequately advertise the communication facilities 
that are available. 

 

 
 

• Has policies relating to domestic violence and 
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KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN 

EXCELLENT SERVICE 

 
AN ORGANISATION DELIVERING A FAIR SERVICE 

place that are flexible and have been arrived at 
with user groups. The policies are effectively 
implemented and regularly monitored and 
reviewed. Feedback shows that residents are 
aware of the organisation’s stance against 
harassment and domestic violence. 

• Complies with the requirements of the Disability 
Discrimination Act (DDA) as far as is reasonable 
and given local circumstances. All main customer 
access points are fully wheelchair accessible, with 
hearing loops and staff use equipment for home 
visits, such as mobile induction loops, to ensure 
accessibility.  

• Has comprehensive arrangements for disabled 
access to communal areas of estates and homes 
and includes physical and sensory impairment 
needs. 

• Works with its component communities to ensure 
fair representation and service take-up. Sets and 
meets challenging targets on the promotion of 
tenancy management to the diverse range of 
groups within its area of operation. 

• All councillors, board members, other bodies with 
delegated decision-making powers and officers 
are non-discriminatory in the application of policy 
and procedure, as well as personal behaviour. 

harassment, but residents may not be aware of the 
organisation’s stance against harassment and 
domestic violence, or may not have been involved 
in determining this stance.  

 

 

• Has some customer service points that are not 
fully wheelchair accessible with hearing loops and 
in compliance with the DDA.  

 

 

 

• Has arrangements for disabled access to most 
communal areas of estates and homes. 

 
• Considers local factors and is seeking to make 

itself more relevant to the needs of service users 
and is establishing mechanisms to better engage 
with the community.  

 

• All councillors, board members, other bodies with 
delegated decision-making powers and officers are 
non-discriminatory in the application of policy and 
procedure, as well as personal behaviour. 

Tenancy management  

• Does the organisation comply 
with the statutory and regulatory 
requirements in providing 
tenancy management services? 

• Complies with statutory and regulatory 
requirements, including the CRE’s Code of 
Practice on housing and the DRC’s Guidance for 
the Social Housing Sector.  Takes account of 
positive practice, for example the Office of Fair 

• Has tenancy management standards that comply 
with statutory and regulatory requirements, for 
example, the most recent CRE Code of Practice 
on housing, but there is little evidence of positive 
practice.  
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KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN 

EXCELLENT SERVICE 

 
AN ORGANISATION DELIVERING A FAIR SERVICE 

 

 

 

 

 

 

 

 

 

 

• Has the organisation developed 
and promoted good quality, 
effective and appropriate 
tenancy management services, 
which help to ensure those 
tenancies are sustainable? 

 

Trading’s guidelines on unfair tenancy terms. Acts 
as an exemplar regionally or nationally and has 
demonstrated innovative and effective ways of 
delivering tenancy management services. 

• Updates the tenancy agreement, conditions of 
tenancy and the Tenants’ Handbook to take 
account of changes in the law, regulatory 
requirements, and its own policy or procedures in 
a timely fashion. Changes are communicated to 
all staff and customers and are incorporated into 
relevant documentation and changes in practice 
are implemented accordingly.  

• Successfully applies policies and procedures 
which address the principles covered in all of the 
Respect Standard’s core commitments, and can 
demonstrate how it maintains a balanced 
perspective when managing conflicting service 
objectives. 

• Acts positively to ensure its tenants understand 
the tenancy conditions, and how breaches will be 
dealt with, at the start of every new tenancy, and 
what to expect in return. 

• Acts positively to ensure its tenants and other 
occupants (including tolerated trespassers) 
understand their rights/ status and responsibilities 
in relation to all aspects of their occupation (for 
example, the right to carry out improvements, 
rights to assignment and exchange, succession,  
Right to Buy or Acquire). 

 

• Meets or exceeds targets specified in service 
standards, which have been set at a level that 

 

 

 

• Updates the tenancy agreement, conditions of 
tenancy and Tenants’ Handbook to take account of 
changes in the law, regulatory requirements, and 
its own policy or procedures.  

 

 

 

• Has policies and procedures which reflect a 
majority of the issues covered in the Respect 
Standard’s core commitments, and generally 
maintains a balanced perspective when managing 
conflicting service objectives.  

 

 

 

 

• Advises tenants and other occupants of their rights 
and status in relation to their occupancy (for 
example, the right to carry out improvements, 
rights to assignment and exchange, succession, 
Right to Buy or Acquire), but the standard of 
advice is inconsistent and sometimes requires 
more than one contact with the service user. 

 

• Has published basic service standards and set 
targets for all key aspects of the tenancy 
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KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN 

EXCELLENT SERVICE 

 
AN ORGANISATION DELIVERING A FAIR SERVICE 

provide high levels of services. 

• Delivers tenancy management in an appropriate 
way, following consultation with tenants and after 
a full analysis of the costs and benefits.  

 

• Has evaluated the benefits of a reward incentive 
scheme as part of a review of service delivery. If 
introduced, it has delivered benefits measured 
against clear aims and objectives for the scheme. 

management service. Targets are usually met. 

• May deal with one aspect of the service well but 
not another. For example, it may provide advice on 
dealing with a problem quickly, but not follow that 
up by identifying and resolving the cause of the 
problem.  

• May have implemented a reward incentive scheme 
but has not identified clear aims and objectives by 
which to measure its success, and has little 
evidence that it has delivered benefits for service 
users. 

Enforcing tenancy conditions and dealing with anti-social behaviour (ASB) 

 - Prevention and early intervention  

• Does the organisation have a 
holistic approach to tackling 
ASB which places emphasis on 
prevention and changing 
behaviour as well as 
enforcement? 

 

 

 

 

 

 

 

 

 

 

• Has a comprehensive, clear and accessible 
statement of policies and procedures on ASB 
which is reviewed regularly. 

• Has a tenancy agreement which contains clear 
and comprehensive conditions relating to 
nuisance and ASB. Tenants understand the 
sanctions available where these are breached.  

• Where appropriate, has evaluated the need for 
introductory or starter tenancy schemes for new 
residents in their local context. Can clearly 
demonstrate the effectiveness of its approach. 

• Uses the appropriate tools such as mediation, 
Acceptable Behaviour Contracts (ABCs) and 
Injunctions and can clearly demonstrate their 
effectiveness.  

• Takes a proactive and innovative approach to 
prevent ASB through, for example, leading 
diversionary and community development 

• Has a statement of policies and procedures on 
ASB, but it is not comprehensive, clear or 
accessible.  

• States expectations about ASB clearly in the 
tenancy agreement and conditions, but does not 
clearly explain the implications of breaching them. 

 

• Adopts introductory or starter tenancy schemes for 
new residents without thinking about the 
effectiveness of their approach. 

 

• Uses tools like mediation, ABCs and Parenting 
Contracts but without clearly demonstrating their 
effectiveness. 

 

• Demonstrates evidence of proactive work in 
diversionary and community development 
activities,  ‘designing’ out crime and improving 
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KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN 

EXCELLENT SERVICE 

 
AN ORGANISATION DELIVERING A FAIR SERVICE 

 

 

 

 

activities, such as engaging young people in 
constructive and purposeful activity, security 
measures, Good Neighbour Agreements and 
local lettings policies. 

• Ensures, by means of well coordinated and 
effective publicity, that the wider community 
knows the successful outcomes of work to 
prevent ASB. 

security measures for service users but it is not 
systematic and proactive. 

 
• Publicises the ways in which it seeks to prevent 

ASB. 

• Have effective partnerships 
been formed at a local level with 
statutory and other appropriate 

agencies, council departments 
and other landlords on the 
sharing of information, and 
tackling ASB? 

 

• Records and monitors, in conjunction with 
partners, reports of ASB and other criminal 
activities at a local level; reviews strategies and 
policies in light of these to target resources at 
‘hotspots’. 

• Demonstrates strong partnership working with 
other agencies (for example, youth offending and 
drug action teams, community wardens, the 
police and other landlords in preventing ASB), 
and has strong protocols for sharing information 
which they use effectively. If appropriate to its 
profile, is an active member of the strategic 
partnership (for example, the Crime and Disorder 
Reduction or the Community Safety Partnership). 

• Works with planning departments and/ or other 
social landlords to ensure that crime prevention is 
a key issue in designing estate improvements and 
new homes. 

• Records and monitors reports of ASB and other 
criminal activities but not always at a local level; 
does not systematically review the outcomes and 
take action to improve the service or target 
resources. 

• Is involved in some partnership working but it is 
ad-hoc, and largely at the instigation of individual 
managers. May have protocols in place for sharing 
information but there is little evidence that they use 
them systematically and effectively. 

• Demonstrates only patchy evidence of 
systematically managing difficult tenancies or 
seeking to make sustainable lettings. 
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KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN EXCELLENT 

SERVICE 

 
AN ORGANISATION DELIVERING A FAIR 

SERVICE 

- Support  

• Does the organisation provide 
appropriate and sufficient support 
to victims and witnesses of ASB? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

• Ensures that residents can easily report ASB and 
breaches of tenancy conditions, and has efficient and 
effective arrangements for dealing with them.  

 

• Ensures that telephone access arrangements link 
effectively with the single non-emergency number 
(where provided) and has consistently adopted the 
principles of the National Standard for Incident 
Recording in handling calls. 

• Always agrees appropriate action plans, with achievable 
but challenging deadlines, signed by officers and 
complainants. 

• Routinely informs complainants and witnesses about the 
progress of their case from the point of complaint to 
resolution. 

• Uses a range of cost effective methods to gather 
evidence – for example professional witnesses, CCTV, 
video cameras, and noise monitoring equipment. 

• Supports victims either directly or in conjunction with 
specialist care and support agencies, including proactive 
work with courts on witness protection arrangements. 

• Has strong evidence that its actions have resulted in 
increased satisfaction levels and less ASB.   

• Has service users who report a high level of satisfaction 
with the way the organisation manages ASB, whether or 
not they are victims of ASB. 

• Provides accessible, appropriate and 
responsive methods to report ASB but 
some are still difficult to access for some 
people and choice of method may be 
limited. 

• Ensures that telephone access 
arrangements link effectively with the 
single non-emergency number (where 
provided) but has not consistently adopted 
the principles of the National Standard for 
Incident Recording in handling calls. 

• Draws up agreed action plans with 
complainants, and informs complainants 
and witnesses about the progress of their 
complaint, but not systematically. 

 

 

 

 

• Generally places the onus on the victim to 
record and supply evidence to support 
complaints of, sometimes serious, ASB. 

• Supports some victims or witnesses, and 
makes some use of professional 
witnesses or evidence gathering 
equipment but not systematically and is 
unable to justify different levels of support.  

• Has some evidence that its actions have 
resulted in more witnesses giving 
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KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN EXCELLENT 

SERVICE 

 
AN ORGANISATION DELIVERING A FAIR 

SERVICE 
evidence, increased satisfaction levels and 
less ASB.   

• Has a significant proportion of service 
users who are satisfied with the measures 
put in place to support them address the 
issues of those who are dissatisfied. 

• Does the organisation provide 
appropriate and sufficient support 
to tackle the causes of ASB? 

• Works proactively with all relevant stakeholders at the 
appropriate times to promote, support and sustain 
tenancies through complementary mechanisms like 
floating support, in order to minimise eviction. 

• Fully supports perpetrators to amend their behaviour 
where this is a reasonable remedy to addressing the 
ASB concerned, linked to future enforcement action. 
Can demonstrate effective referral systems to multi-
agency support in order to sustain positive behaviour 
changes – for example, intensive residential 
programmes. 

• Has tools to support perpetrators to 
amend their behaviour, where this is a 
reasonable remedy to address the ASB 
concerned. 

• Supports perpetrators to amend their 
behaviour but not always linked to 
enforcement action. Can demonstrate 
referral systems to multi-agency support to 
sustain positive behaviour changes. 

- Enforcement  

• Does the organisation deal 
quickly, sensitively and 
appropriately with all incidents of 
nuisance, ASB and harassment, 
in accordance with published 
procedures and their legal 
remedies? 

 

• Demonstrates strong partnership working with other 
agencies (for example, youth offending and drug action 
teams, environmental health, the police and other 
landlords) in tackling ASB. Ensures the requirements of 
the DDA are met before taking enforcement action, for 
example in terms of vulnerability. 

• Promptly deals with offensive graffiti and vandalism 
committed with intent to harass, and publicises action it 
will take to remove graffiti as well as actions that will be 
taken against perpetrators. 

• Deals systematically with all cases of nuisance, ASB or 
harassment and unauthorised occupation. 

 

• Is involved in some partnership working 
but it is ad-hoc, and largely at the 
instigation of individual managers. 
Ensures the requirements of the DDA are 
met before taking enforcement action for 
example in terms of vulnerability. 

• Has standards to deal with offensive 
graffiti or vandalism but may not be able to 
demonstrate that action has been taken in 
line with procedures.  

• Deals with one-off cases of nuisance, ASB 
or harassment well, but does not have a 
systematic approach to dealing with ASB 
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KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN EXCELLENT 

SERVICE 

 
AN ORGANISATION DELIVERING A FAIR 

SERVICE 

• Uses the full range of remedies as appropriate to 
address ASB, or other tenancy enforcement issues, 
including demoted tenancies, injunctions, ASB orders 
(ASBOs) and possession proceedings as a last resort to 
minimise eviction. 

• Has established robust case management and good 
working arrangements with local courts to deliver prompt 
and efficient processes for legal proceedings. 

• Manages the outcomes of ASB action so that breaches 
of orders are enforced quickly and appropriately, in 
discussion with complainants, by itself, its partners or the 
courts. 

• Ensures, by means of well coordinated and effective 
publicity, that the wider community knows the successful 
outcomes of work against ASB. 

or other tenancy enforcement issues. 

• Takes a generally reactive approach to 
dealing with ASB. Has evidence that it has 
enforced the tenancy conditions when 
breached, but not systematically. 

• Demonstrates some successful use of a 
range of remedies for ASB and the 
enforcement of tenancy conditions, but 
outcomes for service users are not 
consistent or systematic. 

• Monitors the outcomes of ASB action but 
cannot demonstrate that it enforces 
breaches of orders quickly. 

• Publicises outcomes of work against ASB. 

Estate management 

• Does the organisation comply 
with the statutory requirements 
and good practice in estate 
management? 

 

 
 
 
 

• Are estate grounds and other 
communal areas kept clean, tidy 
and attractive by working closely 
with service users, other 
departments and external 
agencies? 

• Has estates which are clean, tidy and attractive. 
Abandoned vehicles, graffiti and vandalism are dealt 
with swiftly according to set, well-publicised procedures.  

 

• Has and enforces clear policies and advice regarding the 
siting and installation of satellite dishes, aerials, sheds 
and other externally located amenities. 

• Systematically inspects all estates working with local 
residents and relevant partners to identify illegal parking, 
abandoned vehicles and issues of footpath cleaning and 
grounds maintenance, condition of communal facilities 
(particularly play equipment) and graffiti.  

 

• Deals quickly and efficiently with the issues identified in 

• Maintains estates in a reasonable 
condition, but with visible evidence of 
some neglect and poor management in 
some areas. Abandoned vehicles, graffiti 
and vandalism are dealt with, but not 
consistently and effectively. 

• Has clear policies and advice regarding 
the siting and installation of satellite 
dishes, aerials, sheds and other externally 
located amenities, but is inconsistent in 
enforcing them. 

• Has some good systems in place to 
identify problems in communal areas. 
There is evidence of involvement with 
partners in estate inspections and 
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inspections, proactively tackling issues arising from 
private sector properties and adjacent land in the 
neighbourhood. 

• Links estate inspections with work to identify ASB ‘hot-
spots’ (for example, community-led audits) and works 
with partners to address causes as well as symptoms. 

• Takes steps to identify those responsible for 
unauthorised dumping and other environmental damage, 
and takes appropriate action under its tenancy 
management or other, legal, procedures with or through 
partner agencies as necessary. 

• Can demonstrate that it is taking effective action, for 
example using innovative recycling schemes, to enable 
all residents to recycle waste. 

• Ensures that animals do not cause environmental 
damage or nuisance on its estates, and works well with 
dog warden and animal welfare organisations to remove 
stray animals. 

• Ensures that residents are informed how they can easily 
report infestations and has efficient arrangements for 
their eradication. 

• Ensures the most efficient use of its garages and parking 
areas, taking into account the needs of its services 
users, tenants and leaseholders, and other stakeholders, 
and design limitations. 

• Takes a proactive approach to increasing security and 
‘designing out’ crime to communal areas and can 
demonstrate clear benefits for service users. 

 

systematically identifying and dealing with 
problems. 

• Inspects its play equipment on a regular 
basis, but may be slow to repair or make 
safe, increasing the risk of injury to users.  

• Has made little concerted attempt to tackle 
issues arising from private sector 
properties and adjacent land in the 
neighbourhood. 

• Links estate inspections with work to 
identify ASB ‘hot-spots’ but doesn’t work 
systematically with partners to address 
causes as well as symptoms. 

• Deals with one-off cases well, but does 
not have a systematic approach to dealing 
with environmental problems on its 
estates. Responds reactively to 
environmental issues, rather than planning 
ahead to avoid them.  

• Has ensured, with partners, that recycling 
facilities are widely available to all 
residents.  

• Deals with some aspects of the service 
well but not others (for example, it may 
remedy the problem quickly, but not 
identify and resolve/deter the cause of the 
problem).  

• Deals with parking and traffic management 
problems on its estates but does not take 
a systematic approach, and therefore does 
not make the best use of available space. 
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• Has examples of positive practice, but 
cannot demonstrate a systematic, 
proactive approach to ‘designing’ out 
crime and improving security for residents. 

• Shows evidence of some preventative 
initiatives working jointly with local 
communities and other organisations. 

Void property management 

• How promptly are empty 
properties identified and re-let and 
is this in accordance with 
published procedures and service 
standards? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

• Has effective arrangements for staff and service users to 
report abandoned property and unauthorised Reacts 
promptly, effectively and legally to remove unauthorised 
occupiers occupation, and takes appropriate action 
quickly. 

• Carries out periodic tenancy checks to ensure that the 
legal tenant is in occupation, and that the property is 
maintained in a reasonable condition.  

 

 

 

• Has a challenging re-let standard, to which tenants have 
contributed, and which is available to tenants and 
prospective tenants before a viewing. Has a clear policy 
on carrying out Decent Homes works to empty homes. 

• Provides to prospective tenants high-quality and relevant 
information about each property’s attributes (including 
disabled adaptations) and the local neighbourhood 
facilities in advance of any viewing, or as part of 
information provided for choice-based letting schemes. 

• Has customer focused lettings practices, with 
accompanied viewings and follow-up visits to new 
tenants. Identifies vulnerable services users at the start 

• Has procedures for identifying and dealing 
with vacations and unauthorised 
occupation, but there are occasions when 
these are not always complied with.  

 

• Does not carry out a programme of 
periodic tenancy checks. 

• Is unlikely to re-let its properties within 
target timescales, or may be meeting re-let 
targets, but with limited regard for the well-
being or health and safety of new tenants. 

• Has a minimum re-let standard, but does 
not systematically achieve it and/ or tenant 
satisfaction with re-let standards is low. 
Has an inconsistent policy on carrying out 
Decent Homes works to empty homes. 

• Provides basic information about the local 
area and the property it is offering to an 
applicant.  

 

• Carries out some accompanied viewings 
and follow-up visits to new tenants. 
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of their tenancy and ensures that appropriate support is 
available. 

• Has a high level of tenant satisfaction with the standard 
at which homes are re-let. 

Ensures that appropriate support is 
available for some vulnerable service 
users at the start of their tenancies. 

• Does the organisation have a 
strategic approach to tackling low 
demand and difficult to let 
property? 

• Effectively balances the need to let void properties 
promptly, in line with its own published targets and top 
quartile performance, alongside the needs of more 
vulnerable tenants to move to the property. 

• Has a range of solutions available to address the 
problem of difficult to let properties on an individual 
property basis and in areas of lower demand. Employs a 
range of additional means, such as decoration options, 
furniture, carpeting and white goods schemes to re-let 
such properties. 

• Records accurately the reasons why applicants refuse 
properties, and has demonstrably used this information 
to improve its letting performance. 

• Attempts to tackle the causes of difficult to 
let properties, and has an understanding 
of why and where such issues are 
occurring, but has no systematic 
response. 

• Collects information on why applicants 
refuse properties, and has some evidence 
that this is used to improve service 
provision or performance. 

Value for money 

• How do the costs and standards 
of services compare with other 
similar services? 

• Has low overall costs and unit costs for tenancy and 
estate management services compared to other 
organisations providing similar levels of services and 
allowing for the local context (for example, service users 
may have agreed to pay more for higher-quality 
services).  

• Performs well compared to its own service 
targets but these do not compare well with 
comparator groups. 

• Has overall costs and unit costs for key 
service areas which are not significantly 
higher than others providing similar levels 
and standards of services, allowing for the 
local context.  

• Are costs commensurate with 
service delivery, performance and 
the outcomes achieved? 

• Has clear and accurate information on overall service 
and unit costs, how these compare to others and to the 
quality of services. Clearly understands its own costs, 
the reasons for differences and systematically uses this 
information to review cost effectiveness. 

• Has some information on service costs, 
how these compare to other similar 
providers and to the quality of services, 
but the reasons for differences are not 
fully understood or used consistently to 
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review cost effectiveness.  

• Does the organisation provide 
service users with accurate 
information on services? 

• Provides service users with comprehensive and 
accurate information on services, including costs and 
benefits, and uses this as an integral part of its 
consultation arrangements. 

• Has service users who recognise that services have 
been designed to best meet their needs and aspirations 
within the financial constraints. 

• Informs service users about costs, benefits 
and performance for services, but not 
systematically or does not routinely inform 
them in an appropriate, easily 
understandable manner. 

• Are modern procurement 
methods and partnerships applied 
that result in demonstrable value 
for money and delivering 
outcomes that meet the needs of 
users? 

 

 

• Uses best procurement practice, knows where the 
greatest benefits can be gained and acts on these 
effectively. Actively pursues opportunities for joint 
procurement. 

• Is able to demonstrate significant cost savings and/or 
quality improvements through partnerships and can 
demonstrate outcomes from partnerships developed with 
other organisations wishing to procure similar services 
such as other housing associations/councils/ ALMOs. 

• Uses effective procurement practice, 
knows where the greatest benefits can be 
gained and acts on these effectively. 
Opportunities for joint procurement are 
actively pursued. 



Housing Inspectorate Key Lines of Enquiry 
 

Landlord services:  Tenancy and Estate Management     

Tenancy and Estate Management July 2007          18 

 
KEY LINE OF ENQUIRY (KLOE) 

 
AN ORGANISATION DELIVERING AN EXCELLENT 

SERVICE 

 
AN ORGANISATION DELIVERING A FAIR 

SERVICE 

• Do value for money 
considerations focus on the costs 
and benefits to the customer? 

• Invests in underperforming services to secure future 
improvements in value for money. 

• Analyses the cost-benefits of tenancy and estate 
management initiatives, and can show how this has 
informed current service development.  

• Has effective arrangements for advising and recovering 
appropriate costs for communal services and 
improvements from leaseholders. 

• Can demonstrate the competitiveness of the service 
provision when compared with other similar providers 
and carries out regular reviews of procurement capacity 
within the organisation. 

• Has a reasonable corporate and service 
procurement strategy, but does not fully 
implement it or monitors it ineffectively in 
this service area. 

• Analyses the cost-benefits of tenancy and 
estate management initiatives, and uses 
this to inform future service development.  

• Has carried out service reviews which led 
to some improvements in cost-
effectiveness or efficiency. 

• Provides services of an average range, 
level and quality where costs are 
reasonably low (including overheads and 
any capital costs). Does not always meet 
service standards and costs. 

• Deals with some aspects of the service 
well but not others. For example, it may 
remedy the problem quickly, but not 
identify and resolve/deter the cause of the 
problem.  

 


