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Hydewide Residents Eye Inspection Update 
Cleaning & Grounds Maintenance inspection – final summary  
The aim of the inspection was to see how the new contracts are going, to ensure residents’ 
feedback is listened to and to check residents know what to expect from their contractors & 
services. 

The inspection looked at 6 Grounds Maintenance and Communal Cleaning contractors in all 
3 of Hyde’s regional areas. The inspection was resident led and carried out by residents; with 
15 residents carrying out site inspections, visiting 36 different estates in 10 locations.  

For further information about HRE inspections contact the Resident 
Engagement team on email: residentengagement@hyde-housing.co.uk 

  

1. Outcome - improve monitoring of cleaning services, and as a 
result deliver a more consistently good service to residents 

During the inspection HRE found: 

 There has been some improvement in the performance of grounds maintenance and 
cleaning services post the implementation of the new contracts and contractors 

 There were some good examples of  contractors monitoring performance, including one 
contractor who photographed and date/time stamped completed work as evidence 

 There were good examples of contractors completing work to a high standard both in 
grounds maintenance and cleaning works 

 

HRE recommended that: 

 More 'on the ground' inspections of communal cleaning are needed 
 Schedules (where posted in blocks) should include a comment box for residents 
 Cleaning specifications should be posted up in all blocks where space is available 
 Additional questions should be added into the Summer survey to monitor resident 

satisfaction with grounds maintenance and cleaning 
Agreed actions & timescales 

A. 10% of all schemes will be inspected, and Housing Officers will assist in achieving this 
target 

B. The responsibility for the inspection process, record keeping and maintaining minimum 
standard for Grounds Maintenance and Cleaning will be embedded into new housing roles 
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C. Additional questions will be added to the Summer survey to monitor resident satisfaction 
with grounds maintenance and cleaning 

 

2. Outcome – achieve a consistent level of contractor operatives' 
skill and knowledge about grounds maintenance and horticulture 

During the inspection HRE found: 
 There was some very positive practice taking place in some areas with good reported 

quality of grounds maintenance and this was highlighted by inspectors 

HRE recommended that: 
 Further training should be provided for operatives, especially around gardening techniques 

and machine maintenance 
 An area should be created on the OAK (or other online tool) where residents can upload 

photos of what they consider 'poor grounds maintenance' for Hyde to add to the issues 
log 

Agreed actions 

A. Contract Managers will ensure contractors have robust training & qualification checks in 
place for all operatives to ensure compliance with the contract and will feed back to HRE 

B. Contract Managers will ask contractors to confirm appropriate use of sweep and blow 
techniques and feedback to HRE 

C. More Property Manager/neighbourhood areas will be set up on The OAK to facilitate 
resident feedback and discussion about Grounds maintenance and cleaning contracts. 
Opportunities to promote the Hyde app as a mechanism for reporting service issues and 
communal repairs will also be explored  

 

3. Outcome – develop a more consistent approach to estate 
inspections 

During the inspection, HRE found: 
 In some areas, estate inspections are being completed in a very thorough way, with 

positive examples of resident engagement  

HRE recommended that: 
 The estate inspection form should be revised to include a numbered scoring system and 

comment box 
 Further training should be given about the standard required to ensure consistency 
 The approach to performance reporting should be revised, including communicating and 

feeding back – and this should be included in the review of Housing services 
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Agreed Actions 

A. A new estate inspection form and criteria will be developed (with resident involvement) 
with a clear identifiable minimum standard and graded scoring system 

B. The relevant new housing roles will be trained in new estate inspection processes and the 
minimum standard 

C. Estate inspection performance to be reported and communicated to residents via The 
OAK 

 

4. Outcome – improve accessibility to resident information about 
the contractors and specifications 

During the inspection, HRE found: 
 Some contractors had shared their contact details meaning that half of blocks and 

estates had access to information about their contracts 

HRE recommended that: 
 Contractors names and contact details should be advertised on the Hyde website in 

geographical areas so they are easy for residents to find 
 Information about specifications should be provided in a resident friendly and accessible 

format 
 Contractors should supply Hyde and residents with an information leaflet confirming their 

schedules and contact details, again in a clear format 

Agreed Actions 

A. An area will be created on the Hyde website to publicise contractor details by area and will 
include their contact details 

B. The general contract specification will be summarised so that is easy to understand (this 
will support the existing contract not replace it) and this will include information about 
service levels & frequency of services. This information will be reviewed and approved by 
residents 

C. Contractors will include contact details on all schedules and notices posted in blocks and 
schemes. They will also produce a separate leaflet to be distributed to all residents. This 
will include schedules and contact details; for the contractor (for feedback & general 
enquiries) and for Hyde (in case of a complaint) 
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5. Outcome – improve understanding of Hyde staff about contract 
specifications and schedules, and ensure that queries and 
complaints are logged more consistently 

During the inspection, HRE found: 
 Across Hyde there was some excellent levels of knowledge about the new contracts and 

some staff were able to provide good advice and answer all queries, however this was not 
consistent 

HRE recommended that: 
 Internal process maps should be created with ‘FAQs’ for the Customer Service Team – to 

include how to log a cleaning and grounds maintenance issue on Hyde customer 
relationship management system, both as an issue or as a complaint 

 Staff awareness needs to be raised regarding the first point of contact for queries and 
how to find the relevant information 

 Awareness training should be provided on schedules/specifications and other relevant 
local information. Information should be maintained on a central system, accessible to all 
staff, including information about boundary mapping 

Agreed Actions 

A. Process maps and standardised work sheets will be produced (with resident involvement) 
for both Customer Services staff and Property Managers and these will be supported by 
FAQs 

B. Training in processes will be included in the induction for staff as part of the review of 
housing services 

C. Shared information about individual schemes including boundary maps and  relevant local 
information will be saved in a single, central database 

 

6. Outcome – improve the consistency with which missed contractor 
appointments are logged and taken into consideration for payment 
processes 
During the inspection, HRE found: 
 Most of the time, any missed appointments are logged on the system and this is then 

reimbursed to service charge accounts to ensure that residents are not paying for services 
they have not received. However this is not completely consistent. 
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HRE Recommended that: 
 A consistent approach to monitoring contractor attendance should be developed 
 Internal communications from the Service Charge Team need to be improved so that 

residents know how they can report service delivery issues and how this is going to make 
a difference. 

Agreed Actions 

A. A process will be implemented to closely monitor and review contractor attendance and 
performance, and this will be communicated to residents so that they understand how 
they can report concerns. Another process will be implemented to ensure that any service 
failures will result in a deduction from the payment to contractors 

B. A process will be developed and implemented to ensure that any resulting savings from 
contract costs will be passed to residents through their annual service charge. This will be 
communicated to residents. All processes will be reviewed by HRV 

 

7. Outcome – improve the consistency of contractor identification to 
ensure it is in line with the partnership agreement (including 
schedules in blocks, van signage and uniforms) 

As part of the inspection, HRE found: 
 The partnership agreement with contractors is clear in its expectation for contractors to 

be clearly identifiable to residents by their uniforms, vehicles and to carry ID 
 In many cases contractors are meeting these expectations, but some are not  

HRE recommended that: 
 Ensure that residents can clearly identify who contractors are through carrying ID, wearing 

uniforms and driving liveried vehicles. Ensure that the approach taken to branding, 
messaging and logos is consistent   

Agreed Actions 

A. Any issues regarding uniforms, signage and identification will be taken up by the Contract 
Managers with the contractors and resolved 
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8. Outcome – standardise the approach to replacement of 
communal lighting, so that residents are clear on who is paying for 
this service and how 

As part of the inspection, HRE found: 
 In some cases, communal lighting was being replaced through Hyde’s repairs service, 

however in other cases this was being carried out by cleaning & grounds maintenance 
contractors and therefore added to service charges 

 
HRE recommended that: 
 Further investigation needs to take place around this issue – to identify what has 

happened in the past and to ensure all payments made through residents’ service charges 
have been correct  

 HRE suggested a Task and Finish review to look into this to ensure full accountability to 
residents 

 Agreed Actions 

A.  HRE will commission a Task & Finish review to be carried out 

 

 Join The OAK… The OAK is Hyde’s award-winning RE site, where 
residents can join together as a virtual community to discuss Hyde’s 
services and take part in online exercises to improve them.  
Residents on The OAK receive regular updates about ongoing 
inspections, as well finding out about opportunities to get involved.  
For more info, or to join, contact the RE team (details below) 

 
  HRE online  

Did you know that HRE have their own pages on the Hyde website – where you 
can follow all the updates on their inspections? 

Visit: www.hyde-housing.co.uk/tenants/resident-engagement/hre-and-resident-inspections/ 

 
 
 

Contact the Resident Engagement Team  
Email: residentengagement@hyde-housing.co.uk 
Telephone: via the Customer Services Centre – 0800 3282282 
Post: Freepost Residents Matter 

 


