Tenancy Management
Service Standards

If you need this leaflet in large print, Braille,
audio or a different language call 0151 606 3000



Estate Management Service
Standards

Tenancy Management Service Standards

We will:

iy Investigate all reports of breaches of the tenancy
agreement within seven days.

‘/ Carry out initial visit and commence investigative action

within one working day of receiving a report of an

abandoned property or an illegal occupier.

s Provide you with a decision within 28 days when you
request to succeed or change your tenancy.

Reply to all applications to carry out alterations to your
home within 28 days. WPH will not unreasonably refuse
permission.

‘/ Provide you with a decision within 42 days if you wish to
carry out a mutual exchange (swap properties).

‘/ Consult with residents about improvements to the
neighbourhood.

Work with Police and other external agencies to ensure the
safety of our residents on estates and neighbourhoods.



Anti Social Behaviour Service Standards

We will:
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Respond to complaints of anti social behaviour that relate
to WPH owned property or affects its interests.

Record all initial complaints on an ‘Initial Complaint
Record’ and maintain accurate records.

Allocate the case to a named officer on receipt of an
‘Initial Complaint Record'.

Ensure the named officer contacts the complainant within
24 hours.

Offer you an interview within 3 working days.

Fast track serious cases to Wirral Anti — Social Behaviour
Team.

Offer a Mediation Service.

Keep our customers up to date with progress in relation to
their complaint.

Not close a case without ascertaining the current position.
Notify you in writing that the case has been closed.

Publicise all cases where legal action has been taken.



Estate Services Service Standards

Block communal cleaning to low rise flats, we will:
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On every visit:
» Brush, mop or vacuum as necessary, floors and stairs.

* Remove cobwebs from light fittings and doorways, walls
and ceilings.

 Dust or wash down banisters, handrails and skirting.

* Clean and disinfect bin areas/chute rooms.

* Inspect your block for repairs or vandalism and report to
the repairs response centre.

 Clean when required the accessible communal glass and
windows.

» Litter pick inside and outside the block.

Recharge any person(s) who is responsible and can be
identified for causing damage to our property or dumping
rubbish

Carry out spot inspections on the cleaning standard of your
block and involve you in this process to ensure standards
are being met.

Carry out annual sample surveys to help identify how we
can improve our services.

Estate environmental standards, we will:

Inspect your neighbourhood every three months and invite
local customer representatives.

Deal with abandoned vehicles within three days of being
notified.



Remove offensive graffiti within 24 hours and all other
graffiti within five days.

Remove rubbish which is a health risk from WPH land
within 24 hours and within 5 days of it being reported for all
other refuse.

Ensure street lamp repairs are reported to Streetscene
within 24 hours.

Ensure all evidence of sharps, syringes and other drug
using equipment is removed within 24 hours of reporting.

Grounds Maintenance Service Standards

Individual gardens, we will:
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Mow the grass 12 times a year for residents accepted on
the individual garden maintenance contract.

Cut individual hedges twice a year for residents accepted
on the individual garden maintenance contract.

General grassed areas and hedges, we will:
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Mow grassed areas 12 times a year in the growing season.

Spot treat walls/fence lines with herbicides three times a
year.

Ensure grass cutting takes place every 2-3 weeks.

Cut hedges twice a year and remove debris from site.



Site Management Services to High-Rise
Flats Service Standards

We will:

+ Brush and wash lifts twice daily on weekdays.

Brush and wash lifts once on Saturday, Sunday and Bank
Holidays.
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Brush and remove litter/rubbish from landings daily.
Mop, brush or vacuum ground floor foyer areas dalily.
Mop, brush or vacuum landings weekly.

Mop, brush or vacuum ground floor foyer areas as
required.
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Ensure a deep clean of all woodwork, door plates, handles
and floors are scrubbed and polished at least once every 2
months.
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7 Pressure clean refuse rooms and other external areas
once a week.

w Remove all leaves and general rubbish from bush borders,
pathways and surrounding areas of the blocks on a weekly
basis.



Pigeon excrement will be jet washed from external
entrances (front and rear) on a weekly basis.

Offer to carry out joint block inspections with a resident
representative once a month.

Liaise with Housing Management staff regarding minor
neighbour nuisance complaints and attempt to jointly
resolve before taking any enforcement action.

Carry out new tenancy visits and provide advice and
assistance to ensure new tenants move into their new
homes with ease and comfort.

Attempt to resolve resident enquiries before referring to
specialist staff.

Assist and support new tenants during their occupation
period.

Release person(s) trapped in lifts in accordance with health
and safety instructions.

Ensure all communal lighting systems are operating
effectively and repaired within 48 hours of reporting.

Clear pathways/entrances of rubbish or debris. In the event
of a snowfall apply rock salt.

Remove all damaged glass within 24 hours and report
immediately to the Repairs Response Centre for
replacement.



Alternative language
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