Neighbourhood Management 

Local Offer (in place by 1 April 2011)

1) Local standards for performance.
Contact details  
We will publish the name and photo of your Housing Officer, Rent Recovery Officer and Housing Response Officer and how you can contact them.

The Housing Response Officer will be identifiable on the estate as they will wear landlord branded clothing. 

We will publish details of when Estate Inspections will take place and other local opportunities of resident involvement on community notice boards.
We will also publish how residents can complain if they feel the standards are not being met.

Garage and parking areas
We aim to keep our garage and parking areas clear of abandoned cars or illegally parked vehicles and will take the necessary steps and referrals to have them removed.
Graffiti 
We will remove offensive graffiti from our communal areas within 24 hours of it being reported.

Bulk fly tipping 
We will investigate incidents of bulk fly tipping and arrange for its removal within 7 days.
Communal area cleaning of our blocks of flats
	Weekly cleaning
	Six monthly cleaning

	· Sweep, cleaning and wash all internal landings, staircases and lifts
· Remove loose dirt/litter/dust from walls, lights, window sill, lift cars, and doors.

· Wash/disinfect/polish internal floors including lift cars.

· Remove items of fly posting and graffiti.

· Clean all signs and name plates.

· Rotate paladin bins, clean bin chutes regularly.
· Sweep out and tidy bin stores, wash and disinfect.


	· Wash down internal walls in main entrance, staircase, landings, including handrails and balustrades.
· Clean off graffiti.

· Scrub and polish floors.

· Remove dirt marks from all internal paintwork e.g. skirting.

· Clean communal windows and main entrance/exit doors including ironmongery and internal and external door fittings.

· Clean all communal light fittings inside and outside.


Communal cleaning will take place weekly, with a six monthly deep clean.  We will publish the cleaning schedule on the notice board, along with a point of contact for Fountains (cleaning contractor)
Grounds maintenance 
Communal grass areas will be cut once a month during the growing season (grass cut but not collected).  Litter picks are carried out before the grass is cut.
Shrubs beds attended once a month during the growing season.

All hard standings will be sprayed 4 times a year to keep weeds from growing. 
Pavements will be free from trip hazards.

Communal repairs
We will carry out repairs in accordance with our published repair times.  
We will confirm the repair has been reported by placing a label/sign on the repair or notice board indicating when the repair was reported and target date for the repair to be carried out. 
The above standards relate only to land and property managed by East Kent Housing on behalf of Thanet District Council.
 
2) How performance will be monitored and reported to tenants.
Level of satisfaction with the cleaning service will be reported to all tenants and leaseholders annually.
Tenants will periodically be asked how satisfied they are with their neighbourhood. 
3) How tenants can be involved in scrutinising performance.
Tenant inspectors will monitor the standards by participating in estate inspections and reporting their findings regularly reported to the Area Board for scrutiny.  
The Area Board will receive a bi monthly performance report to enable them to monitor the service.
4) What happens if local standards are not met?

The Area Board in conjunction with the Tenant Repair Group and tenant inspectors will monitor the performance and tenant satisfaction levels.
The Area Board have the ability to call upon managers responsible for the delivery of the service to explain failings in performance and/or reductions in levels of tenant satisfaction and agree an improvement plan to rectify the failings.
Continual failings in performance can be referred to the East Kent Housing Board and may result in Default Notices being issued in respect of the Cleaning and Repair service as set out in their contracts.
