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IMPROVING THE COUNCIL’S HOUSING SERVICE 
 

1. Background 
 
1.1 The Government require both local authorities and Registered Social Landlords 

to deliver ‘best value’ housing services in accordance with defined standards of 
cost and quality.  To ensure that this is being achieved, the services provided by 
social housing organisations are subject to periodic inspections by the Audit 
Commission’s Housing Inspectorate. 

 
1.2 The Housing Inspectorate assess housing services in accordance with two 

criteria:- 
 

(a) How good the service is with regard to poor (no stars), fair (one star), 
good (two stars) or excellent (three stars). 

(b) The prospects for the service to improve i.e. poor, uncertain, promising or 
excellent. 

 
2. The Current Situation 
 
2.1 The Council currently has a ‘one star’ (fair) with promising prospects for 

improvement assessment for its Repairs and Maintenance Service but has not 
(as yet) been subject to an inspection for the Housing Service as a whole. 

 
2.2 It is, however, understood that the Audit Commission have provisionally 

programmed a ‘whole housing service’ inspection for the Council during 2009-10. 
 
2.3 A three year Housing Service Improvement Plan was adopted in Autumn 2006 

which is designed to secure a two star (good) assessment (with promising 
prospects for improvement) for the ‘whole housing service’ during 2009.  The 
plan has recently been benchmarked against the Housing Inspectorate’s Key 
Lines of Enquiry which provides the framework and standards for the inspection 
process.  This review has identified areas of potential weaknesses in respect of 
three crosscutting themes, i.e. 

 
(a) Access and customer care;  
(b) Diversity 
(c) Value for Money 
 

2.4 The Key Lines of Enquiry for each of the three crosscutting themes are attached 
as background information. 

 



1. A Suggested Approach 
 
1.1. In order to address these areas of potential weakness it is suggested that the 

Housing Policy Development Committee should establish three ‘Star Panels’ to 
review elements of the Housing Service in relation to each of the three 
crosscutting themes. 

 
1.2. Each ‘Star Panel’ would be ‘time limited’, comprise of three Members and would 

report to the Housing Policy Development Committee.  
 
1.3. It is initially proposed that each ‘Star Panel’ should examine five elements of the 

Housing Service (which it considered do not meet the ‘two star standard’ as 
defined in the Key Lines of Enquiry at the present time) from the perspective of 
their crosscutting theme (i.e. Access and Customer Care, Diversity, Value for 
Money).  The five elements of the service are:- 

 
(a) Adaptations for disabled households; 
(b) Elderly persons’ internal decorations; 
(c) Elderly persons’ grass cutting; 
(d) Tenant incentive schemes; 
(e) Access to services. 

 
1.4. It is proposed that the existing policy for each of these five elements should be 

reviewed and where appropriate, revised and developed. 
 
1.5. Thereafter, it is suggested that each ‘Star Panel’ should consider the service 

standards as set out in the three crosscutting Key Lines of Enquiry, with a view to 
reviewing other elements of the Housing Service. 

 
1.6. Proposed Terms of Reference for each of the three suggested Star Panels are 

attached for consideration as Annexes 1 to 3. 


