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Resident led inspection – actions summary 
Grounds maintenance and communal cleaning – summer 2020
The aim of the inspection was to make sure that Hyde’s grounds maintenance and communal 
cleaning services are being delivered properly. It also aimed to check that residents were clear 
about what services they should be getting and were satisfied that it was value for money.   
The inspection was planned by 13 residents and used a survey, which received 1454 
responses, digital focus groups with staff and 41 residents, website and document reviews, 
social media polls and comment analysis. 

For further information about resident led inspections contact the Customer 
Involvement team on email: customerinvolvement@hyde-housing.co.uk 

1. Outcome – to make sure that even occasional or ‘periodic’ jobs are done
consistently and as promised in contracts

The inspection found: 
• Less-frequent jobs like communal window cleaning, shampooing of carpets or deep cleans of

bin stores were not being done regularly, if at all
• Many residents were unhappy about the value for money they were getting as a result
• Even staff had difficulty getting hold of the rotas that confirmed these jobs were being

completed as promised

The Resident Inspection team recommended that: 
• Contractors should provide rotas and timelines for these jobs to Hyde
• Rotas should also be communicated to residents so that they can see when services should be

delivered and can hold Hyde and the contractors to account
• Communication about these jobs should be clear and simple for everyone

The actions agreed were: 
A. Contractors will share attendance dates for routine and occasional jobs a year in advance 
B. A new reporting process involving the contract managers and Property Managers will make 

sure that these timetables are delivered, and if not, where refunds against service charges 
may be due 
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The actions agreed (cont’d): 
C. This information will be shared with residents through Property Managers’ communication 

plans, and potentially (in the future) via MyAccount 

2. Outcome – to make sure that contractors listen to, act upon and
respond to resident feedback
The inspection found: 
• Often when residents reported issues to the contractor directly, they are usually not resolved,

and sometimes there is no follow up response
• When residents reported issues to Hyde, nearly half did not hear anything back and had to

chase for a resolution
• Residents were especially unhappy with cleaning standards and how their feedback about this

service were being listened to

The Resident Inspection team recommended that: 
• Both Hyde and contractors need to provide better ways for residents to provide feedback.

These methods need to be easy to access, including for people without access to digital tools
• Feedback needs to go directly to staff that will listen, respond within an agreed timeframe and

take action to make things better
• Contractors need to report back to resident groups every year about their performance
Agreed actions 

A. Hyde will explore different ways for residents to provide feedback – this could include online 
tools such as forms, The OAK and MyAccount as well as estate walkabouts 

B. Once agreed, Hyde will monitor and report how well feedback is being collected and 
responded to 

C. Performance will be reported to Customer Voice (formerly HRV) and published on the Hyde 
website 

3. Outcome – for residents to feel confident that operatives are well
trained, and delivering the best service they can 
The inspection found: 
• Residents are sometimes unhappy with how contractors behave on site – examples were given

of contractors smoking and using phones excessively, amongst other things
• Residents are often not sure whether contractors should be at work or on a break
• Some residents saw evidence of attendance sheets being ticked when work was not complete
• Use of equipment and ways of working were a concern for example contractors using dirty

water to clean or using old mops and cloths
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The Resident Inspection team recommended that: 
• Contractors need better guidance about how and where to take breaks to avoid any confusion

and improve professional reputation
• Cleaning contractors need access to clean water while on site
• Both Hyde and their contractors need to have better performance monitoring processes in

place so that behaviours and performance of contractors is managed and improved
• Residents need to be involved in any checking that performance monitoring is working before

any new contracts are agreed

Agreed Actions 

A. New guidance will be written for contractors about behaviour on site. Performance against 
this will be part of regular contract meetings with Hyde 

B. Contractors will be asked to report back to Hyde where they are not clear about access to 
clean water and plans will be made for these areas to make access possible 

C. New contracts will include a requirement for contractors to say exactly how they will carry 
out the work to meet the specifications. This will include access to clean water and how they 
will deliver high quality services 

D. A report will be provided to key resident groups before the process begins to choose new 
contractors to make sure the actions above are working 

4. Outcome – to reduce the negative impact of fly tipping and bulk
refuse on residents, including the cost 
The inspection found: 
• A lot of residents are unhappy about levels of fly tipping and dumping of rubbish
• The costs of these services are shared by all local residents which is a real concern to many
 The Resident Inspection team recommended that: 
• Fly tipping and dumping of bulk rubbish needs to be discussed and looked at in partnership

with local authorities and other Hyde departments for example anti-social behaviour and in
terms of how new developments are designed

• There is a project team looking at fly tipping – this should also look at how Hyde can stop
residents dumping rubbish especially large items that cost a lot to collect

• This group should report their findings to key resident groups

Agreed Actions 

A. Fly tipping and bulk rubbish will be looked at as a priority in the new housing management 
strategy   

B. Property Managers will speak with local authorities to see how we can work in partnership to 
reduce issues e.g. sharing bin collection days with contractors to ensure bins are emptied  

C. Information about costs of bulk rubbish will be shared with residents to highlight the impact 
of this behaviour 

D.  
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The actions agreed (cont’d): 
E. Property Managers to speak to residents and tenants and resident associations to gain local 

insight and ideas for how we can tackle this together 

5. Outcome – residents to have influence in choosing new contractors
The inspection found: 

• Residents had a lot of suggestions about how services could be improved
• Some residents were keen to be involved in choosing future grounds maintenance and

communal cleaning contractors – to make sure that resident priorities are considered

The Resident Inspection team recommended: 
• The team put together a list of suggestions and aspects of services that need to be prioritised

when Hyde next choose contractors for these services
• Hyde need to promote when this process takes place so that more residents can be involved

Agreed Actions 

A. Hyde agreed to prioritise the suggestions from residents and to make sure that there are 
opportunities for residents to be involved 

For ongoing updates about the progress against this inspection report 
– join Hyde’s engagement website The OAK!

Join The OAK… The OAK is Hyde’s award-winning resident 
engagement site, where residents join together as a virtual community to 
discuss Hyde’s services & take part in online exercises to improve them.  

Residents on The OAK receive regular updates about ongoing 
inspections, updates on progress against actions from past inspections, 
as well finding out about opportunities to get involved.  
For more info, or to join, contact the CI team (details below) 

Resident Inspections online  
Did you know that the resident inspection team 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/customer-involvement/resident-inspections/

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