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1.  EXECUTIVE SUMMARY 
 

1.1 Scrutiny is key to the success of co-regulation and so it is important that the 
board is made aware of scrutiny activity taking place across the organisation.  

 
1.2 Over the last quarter scrutiny activities have included:  

a) Tenant led service reviews 
b) Mystery shopping 
c) Void inspections 
d) Green Inspections 
e) Inspections of the income collection service 

 
 
1.3 The number of void inspections has continued to rise in this quarter. Tenant led 

scrutiny reviews are progressing well.  A further review is currently underway 
which is looking at the aids and adaptations service across the Group.  

 
 
2.  RECOMMENDATION 
 

2.1 It is recommended that the board notes the contents of this report.  
 
 
3.  ECONOMIC STANDARDS 
 

3.1 In relation to the economic standards the regulator describes its roles as 
ensuring that ‘landlords are well governed and financially viable’. It regards 
support for tenants ‘both to shape and scrutinise service delivery and to hold 
boards to account’ as a key element of this.  

 
3.2 The development of tenant led scrutiny activities within the Group is 

progressing well and participants have reported satisfaction with the current 
arrangements. Members are keen to progress the number of reviews being 
undertaken and further their own skills set to have a proactive role in the 
reviews. The continuation of void inspections remains a priority.  

 
 
4.  CONSUMER STANDARDS 
 

4.1 Boards are responsible for ensuring that providers meet all of the consumer 
standards. Tenant led scrutiny is an important means of assessing that this is 
being achieved.  

 
 



 
5.  RISK MANAGEMENT IMPLICATIONS 
 

5.1 The risk of not having effective scrutiny mechanisms in place would be that the 
Association would not comply with the Regulatory Framework, which could 
result in negative regulatory judgements.  

 
5.2 Not having effective scrutiny mechanisms in place could also mean that we fail 

to meet customers’ expectations and that customer satisfaction reduces.  
 
 
6.  APPENDICES 
 
 Appendix No.  

1 Access report 
2 Access action plan  
3 Communication of service specification report 
4 Communication of service specification action plan    

 
7. DEFINITIONS 
 
 7.1  PHG  Progress Housing Group  
 
 
8.  MAIN REPORT 
 

8.1 Following the previous quarterly Scrutiny Pool meeting on the 31st March 2015 
the members of the Pool have begun to undertake their sixth service area 
review, looking at the aids and adaptations service across the Group. The Pool 
has split into two separate focus groups to look at the service received in each 
area of the Group.     

 
8.2 This review has allowed the Pool to compare the service delivered to 

customers living within general needs, independent living and supported living 
accommodation. The review has considered the funding available in each area 
and the customer journey process. A full report and action plan is currently 
being drafted and will be presented to Managers shortly for their responses.  

 
8.3 The previous review which looked at the accessibility of PHG offices and 

independent living schemes is ongoing, with actions currently being addressed. 
Feedback around the office buildings put forward improvements to the current 
layout of the Sumner House reception area. This is something that will be 
addressed shortly when the area is redesigned and customers will be involved 
in this process. One of the main areas highlighted was the need for a strategic 
approach to auditing PHG offices and independent living schemes; as a result 
a focus group of staff has been established to develop it further. The full report 
is attached as appendix 1 and appendix 2, the action plan with Managers 
responses.   

 
8.4 The Pool have also finalised the report and recommendations for their recent 

service area review into the communication of service specification and 
charges; the report and action plan were discussed at the recent Pool meeting 
held on 16th July 2015. The report findings are detailed as appendix 3 along 
with the action plan and staff responses as appendix 4.  In summary the Pool 
found that more information needs to be communicated in terms of service 
charges and what is being received for each charge. They also felt greater 
publication of the caretaker service could be introduced, ensuring customers 



are aware of this service and exactly what they do as well as gaining feedback 
from customers receiving these communal services.  

 
8.5 At this meeting the Pool selected their next two areas for review as the Tenants 

Handbook and communication of specific service charges, looking at individual 
breakdown of costs and exactly what they relate to, particularly for customers 
in Independent Living schemes but it will be a Group wide review.  

 
Other Key Scrutiny Activities  

 
8.6 Other scrutiny activities undertaken this quarter include: 

• 12 mystery shopping phone calls (7 from supported living tenant inspectors)  
• 22 void inspections. (1 supported living tenant inspector) 
• 30 green inspections. (17 supported living tenant inspectors)   

 
 

 
8.7 Table A - Mystery shopping phone calls Q1 2015-16 
 

 Q1 2015-16 2014-15 2013-14 2012-13 
Number of phone calls 12 58  79  51 
Staff greeting 100.0% 98.7% 95.7% 94.8% 
Staff manner 100.0% 100.0% 98.3% 90.0% 
First line resolution 100.0% 100.0% 94.7% 72.7% 
Dealt with satisfactorily 100.0% 98.2% 97.2% 67.4% 
 

8.8  Table B – Void Inspections Q1 2015-16 
 
 Q1 2015-16 2014-15 2013-14 2012-13 
Number of inspections 22 77 29 50 
Met the Lettable 
Standard? 95.5% 94.8%  96.6% 98.0% 

Happy to move into the 
property? 95.5% 83.1% 86.2% 98.0% 

 
8.9  Table C – Green Inspections Q1 2015-16 

 
General Needs and Independent Living 
  Q1 2015-16 2014-15 2013-14 

Number of inspections 13 46 64 
Aspects 
rated      
1 (very 
poor) to 5 
(very 
good)  

Grass Cutting 3.1 3.5 3.3 
Litter 3.2 3.7 3.2 
Grass Cuttings on path 3.5 3.8 3.5 
Shrubs and Bushes 4.0 4.0 3.2 
Paths 3.1 3.4 2.7 
Overall 3.0 3.7 3.6 

 
Supported Living Schemes 
  Q1 2015-16 

Number of inspections 17 
Aspects 
rated        
1 (very 

Grass Cutting 4.8 
Litter 4.8 
Shrubs and Bushes 4.4 



poor) to 5 
(very 
good) 

Paths 4.8 

Overall 4.8 
 
 

8.10 Key findings include: 
• Mystery shopping results have been consistently strong. This quarter’s 

performance was broadly in line with last year; improvements can be noted 
year on year. 

• 21 general needs and independent living void inspections were undertaken 
this quarter and 21 in the last quarter compared to 29 in the whole of 2013-
14.   

• Overall void inspection performance continues to be strong (100%) and 
training is being provided by the voids and CBL teams to increase the 
qualitative information provided by tenant inspectors to benefit void 
performance.  One supported living inspection went against this trend, 
evidencing issues with a number of the internal doors as the reason for 
failing the inspection. These issues were addressed.  

• General needs and independent living accommodation green inspection 
results have decreased this quarter. Inspector’s comments noted that poor 
weather has impacted on the performance of grass cutting.   We aim to 
improve performance in quarter 2.  

• 17 green inspections were undertaken by Supported Living tenants on the 
grounds maintenance work undertaken surrounding their property. Results 
for all inspections were extremely positive.    

 
 

 
 


