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Progress Housing Group 
 

Review Group Scrutiny Report  
Communication of Service Specification and Charges 

 
1. Background 
The Scrutiny Pool on 12th January selected Estate Management as an area for 
review. After considering the range of services within estate management, we 
decided to focus on how cleaning and caretaking service charges, standards and 
specifications are communicated to customers, as many members of the group 
were unsure as to what was provided as part of the service. 
 
2. What we chose to look at 
We considered how tenants are made aware of the charges, standards and 
specifications for the services they receive and how they can provide feedback on 
these services. 
 
3. What we reviewed 
We conducted the scrutiny by 

• Looking at we information we have regarding service specifications and 
service charges 

• Reviewing service charge letters and service standards. 
• Reviewing the PHG website 
• Reviewing and comparing PHG’s website with others 
• Reviewing complaints information 
• Considering how tenants can feedback on the standard of service they 

receive and how this is used to improve services. 
 
4. What is working well? 
 
Progress Housing Group receives few complaints about how information regarding 
service charges is communicated.  
 
The caretaking leaflet given out at sign up to new tenants gives clear information 
on the service provided and how they can be contacted. 
 
There is good communication at Supported Living Schemes regarding service 
specifications and charges. Tenants are consulted at scheme meetings on service 
charges, who should be appointed to deliver the services and what services they 
will provide. 
 
 
 
 
 
 
 
 
 



2 

5.  What we think can be improved and our recommendations 
Having reviewed the information available to us we have detailed below 
our findings and recommendations. 
 
Our Findings Our recommendations 

1.The service charge letters do not 
specify in detail what tenants can 
expect from the services tenants are 
paying for. The language they use is 
very formal and not customer 
focused. 
 
 

Review and rewrite the service charge 
letters. Ensure they are written in plain 
English, in a font size that is easy to read 
and that they detail what the service 
provides. For example, detailing what the 
caretaking service is and how tenants 
can access it. We suggest the review 
could be done in-conjunction with the 
communications panel and with 
Supported Living Customers. 

2. There is no information on the 
PHG website which informs tenants 
of caretaking or cleaning services 
and standards. 

Provide details of these services on 
the website. 

3. PHG tenants are not asked for 
feedback on cleaning and caretaking 
services. 

Consider how to obtain regular feedback 
from tenants on the service, to ensure the 
service is being conducted in line with 
agreed service standards. 

4. It is not clear to general needs 
tenants how they can access the 
caretaking service. We note that a 
leaflet is given out a sign up for new 
tenants 

Publicise the caretaking service to 
general needs tenants so they know how 
to access it. 

5. It is not clear to general needs and 
independent living tenants what 
cleaning services they receive. 

Provide details of the service to 
customers. 

 
5. Support provided for the Scrutiny Review 
The group wishes to express its thanks to all those staff members who have 
supported and assisted with this scrutiny review. 
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